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WPDOS Business Pl an Commit ment

Snapshot
Executive

In June 2013, WPD published a Business Plan for the eight year period from April 2015 to the end of
March 2023. The Business Plan detailed the network investment we intended to deliver, how much it
would cost and the benefits that would be provided to customers and stakeholders.

The eight year period aligns with the Ofgem regulatory price control review period, known as RIIO-
ED1,; the first for electricity distribution to be determined using the Revenue = Incentives, Innovation
and Outputs framework. The RIIO model is designed to offer Distribution Network Operators (DNOS)
strong incentives to meet the challenges of delivering a low carbon, sustainable energy sector at
value for money for existing and future customers.

Introduction

The WPD Business Plan contains 76 outputs (or commitments) established for the RIIO-ED1 period.

This document is the Business Plan Commitments Report as required by Standard Licence Condition
(SLC) 50. It describes the progress made towards delivering the commitments made within the WPD
Business Plan. The report also provides details of further initiatives and new developments since the
publication of the Business Plan.

Structure of WPDO6s Busi ness Pl

Reliability

In order to meet the requirements of different stakeholders we have produced reports in different
formats. These enable the reader to select the report type that best meets their requirement for
either a high level summary or detailed understanding of our actions. The options available are
shown below.
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1 Asingle page high level performance snapshot (as required by Ofgem Business Plan
Reporting Guidance) providing a set of data which will be common across each of the
DNOs, allowing a high level performance comparison.

yourpowerfuture.westernpower.co.uk/Performance-Snapshot-BP-Commitments-
Report-2019-20

Connections

1 A summary report for interested stakeholders which provides an overview of our
performance in key areas.

yourpowerfuture.westernpower.co.uk/summary-business-plan-commitments-report-
2020

Customer
Satisfaction

i This comprehensive report for expert stakeholders which provides detailed information
on our progress against the full range of commitments made within the Business Plan,
including expenditure.

Social
Obligations

Expenditure
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Electronic Document Navigation

Snapshot
Executive

There are two ways to navigate to individual sections of the document, we have included:
1 ahyperlinked list of sections below; and

7 6buttonsd on t heverypagecht hand side of

Both will navigate to the contents page for the relevant section and from there it will be possible to
navigate within each section.
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List of sections

Foreword, Performance Snapshot & Executive Summary

Introduction

Safety

Reliability

Reliability

Environment

Connections

Customer Satisfaction

Environment

Social Obligations
Expenditure
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Foreword

Our business is to keep the lights on - providing a safe and
reliable electricity service to 7.9 million customers who rely on us
every day. We look after a network of wires, poles, pylons, cables

Snapshot
Executive

Summary

and substations; distributing electricity to homes and businesses
across the Midlands, South Wales and the South West.

Over the course of 2019/20 WPD has overseen a range of exciting new
developments as the business continues to evolve and adapt to the
chall enges posed by the AdJthdwayduow car

Introduction

customers use and generate energy changes, we are establishing new ways
to operate the network and provide enhanced services to achieve a low
carbon future.

We are re-examining our approach and delivering change to enable us to undertake Distribution
System Operator (DSO) functions alongside our role as a Distribution Network Operator. To this end

Safety

we have:
Published details of our roadmap to achieving digitalisation of the energy system and to
achieve an 6open datadé approach.
Launched an interactive Energy Data Hub providing easy access to a range of network data.
Introduced new mechanisms for engaging with Local Authorities to enhance the data used
and assumptions for our existing future energy scenarios.

Reliability

Significantly expanded the scope of the flexibility services utilised on our network, procuring
220MW of flexible services during 2019/20, impacting over 800,000 customers and achieving
£26.4m of deferred/avoided reinforcement.
Against this backdrop of change we continue to work hard to ensure that we provide the highest
levels of service possible to our 7.9 million customers.

Environment

We made a range of commitments for the current eight-year regulatory price control period and this
report provides details of our performance in year five. We continue to be on track to outperform the
majority of these targets as well as responding to the changing requirements associated with a
smarter, more flexible energy system.

We have reduced the number of customer interruptions and customer minutes lost that customers
experience as a result of power cuts, reduced our business carbon footprint, and we have continued
to see improvements in our safety record.

Once again we have achieved excellent ratings for customer satisfaction in the Broad Measure of
Customer Satisfaction (BMCS) with each WPD licence area achieving higher scores compared to our
2018/19 performance. This performance is achieved through a strong business ethos of customer
service and our efforts are demonstrated by our connections results where we achieved an overall

Connections

Customer
Satisfaction

score of 9.11 out of 10 for customer satisfaction.

Providing assistance for vulnerable customers continues to be an area of priority. This year we have
supported 18,652 fuel poor customers to make enduring annual savings of £10.7m. At the same time

we have i mplemented a number of new initiatives t
is | eft behind in a smart ftstakeholdetstoundévsanctlzeways wo r k €
that customers could be enabled to participate and the reasons why they may be hindered in

participating with smart energy offerings and used our findings to update our strategy.

The close of the 2019/20 regulatory year was overshadowed by the impact of the Covid-19. | am
immensely proud of the way our staff have adapted to these new challenges and of the fact that our
essential services have been delivered with an unwavering focus on customer service. We reacted

o O

Social
= @bligations

—

Expenditure

quickly to adapt and respond to the needs of vulnerable customers, and utilised the Priority Services
Register to target local services in need. The challenges associated with the crises have effectively
demonstrated the ability of the business to adapt quickly to change and | am confident that WPD wiill
continue to deliver excellent service for our customers over the course of the remainder of RIIO-ED1
and beyond.

Phil Swift, WPD Chief Executive

Glossary
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Performance Snapshot for 2019/20

1.1 This performance snapshot is based upon the requirements specified by Ofgem in the
Business Plan Commitments Report guidance document, replicating the data submitted in
table SI1 of the annual regulatory reporting pack. An explanation of terms can be found in

the Glossary.
West East South South
Midlands Midlands WWEIES West

Number of Customers

No. of Customers on DNOs network 2,498,337 2,665,558 1,142,731 1,628,987
Network Length
Overhead lines (km) 23,249.5 20,854.1 17,907.7 27,613.8
Underground lines (km) 42,113.7 53,545.7 17,915.5 23,238.3
Other (Subsea cables) (km) 0.4 0.0 8.9 83.7
Total DNO Network Length (km) 65,363.6 74,399.8 35,832.2 50,935.8
Total Expenditure (TOTEX)
Total Expenditure (Em) 226.0 245.5 120.5 205.4
RIIO-ED1 allowance (Em) 265.5 250.6 136.5 210.7
% of Allowed 85% 98% 88% 98%
Quality of Service (unweighted)
Customers Interrupted (including
exceptional events) 49.4 44.4 47.6 52.6
Customers Minutes Lost (including
exceptional events) ez ZELT 2l T
Customers Interrupted (excluding
exceptional events) 46.5 42.9 40.5 45.8
Customers Minutes Lost (excluding 242 227 18.9 313

exceptional events)

Unrestricted Domestic Tariff (adjusted for typical consumption)
Tariff Charge (£) 70.1 63.1 88.3 87.2
Time to quote (LVSSA) (Days) 2.3 2.2 2.0 3.1
Time to connect (LVSSA) (Days) 28.7 27.5 24.6 26.9

Overall Broad Measure of Customer
Satisfaction score (out of 10) el S A0 EHLS

Social Obligations

Individual stakeholder Engagement and )
Consumer Vulnerability score (out of 10) 52 E@ITEe) By e

Incentive on Connections Engagement (ICE) - penalties incurred under the ICE scheme (£)

To be confirmed

Safety - qualitative summary

In 2019/20 the accident rate for WPD as a whole was 0.75 accidents per 100 staff. The accident rate has
continued to improve below the 10% improvement rate set for RIIO-ED1. In 2019/20 there were no
improvement notices, prohibition notices or prosecutions from the HSE.

Environmental impact - qualitative summary

WPD's business carbon footprint has reduced by 17% in comparison to our benchmark year of 2012/13, we
have beaten our in-year target for 2019-20.

Innovation - qualitative summary

WPD had 31 innovation projects active during 2019/20. We have seen significant rollout of innovative
flexibility initiatives, including procurement of flexibility service via the Flexible Power brand which has
procured 220MW of flexible services during 2019/20, impacting over 800,000 customers and achieving
£26.4m of deferred/avoided reinforcement. We have published details of our roadmap to achieving
digitalisation and launched an interactive Energy Data Hub providing easy access to a wide range of
network data.

*Values are quoted in 2012/13 prices, as this is the price base used for setting allowances, within licence conditions and within
Ofgem financial models. Costs incurred in 2019/20 have been deflated to be comparable to the allowances.

**The values shown are based upon data submitted to Ofgem in table SI1 as part of annual reporting on 31 July 2020. The
values in Sl1 vary to those stated in other sections of this report. SlI1 states the total unweighted impact, whereas in this report
we compare performance to targets (which includes application of weighting factors defined by Ofgem). Other differences may
arise due to the values used for exceptional event exclusions which are not finalised by Ofgem until after 31 July 2020.
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Summary of output performance

1.2 The tables below provide a high-level indication of progress against the 76 commitments
included in the WPD RIIO-ED1 Business Plan. Each output is hyperlinked to the related

detailed part of the report.

HSE Intervention
ESQCR clearances

Accident frequency
Powering Improvement
Working with trade unions
Investigating accidents
Substation security

© 0 N o g > w N P

Educational sessions
10  Safety Literature

Reliability

11  Network performance

12 Speed of restoration

13 12 hour outages

14  Guaranteed standards

15 Worst served customers
16 Flood defences

17  Tree clearance (resilience)
18 Black start resilience

Environment

19 LCT response time
20 Identifying LCT hotspots

21 Uprating assets i LCT hotspot areas
22  Developing smart solutions

23 Using smart solutions

24 QOversizing transformers for losses

25  Uprating cables for losses

26 Lowering vehicle emissions
27  Energy efficiency i buildings

28 Reducing waste to landfill
29  Reducing BCF

30 Reducing oil leaks from cables

31 Reducing SFs leaks
32 Installing bunds

33 Undergrounding lines in AONBs

Key

o Achieved an annual output

Inspection and maintenance

0000000000

(] < L] < If < [<] <

OISO I IS S] « [ O J=

@ Output on track, some aspects require further progress

U  Not met an annual output

Connections

34
35
36
37
38
39
40
41
42
43

44
45
46
47
48
49
50
51
52
53
54
55
56
57
58
59

Social Obligations

60
61
62
63
64
65
66

67

68
69
70
71
72

73

74
75
76

Time to connect (all market segments)
Customer service

Customer surveys i distributed generation
Online project tracking

Online information

Connection surgeries

Improving processes

Guaranteed standards

Raising awareness of competition
Extending the scope of contestable work

BMCS

CSE certification

Telephone response times
Abandoned calls

Call taker availability
Providing restoration times
Customer call backs i faults
Customer call backs i non faults
On demand services

Self service options
Customer Collaboration panel
Stakeholder workshops
Stakeholder report

One day complaint resolution
Ombudsman complaints
Power for life

Understanding of vulnerable customers
Training staff to recognise vulnerability
Contacting PSR customers

Improving PSR data

Working with suppliers on PSR issues
Publicising the PSR

Providing crisis packs

Contacting medically dependent customers
during faults

Practical support during power cuts
Feedback from customers

Working with local resilience forums
Database of referral agencies

Fuel poverty website links

Awareness campaigns of fuel poverty
assistance

Fuel poverty training for staff
Identification of vulnerable households
Outreach services
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Executive Summary

Who we are and what we do

1.3 WPD is a Distribution Network Operator (DNO) and distributes electricity to 7.9 million

customers across the West Midlands, East Midlands, South Wales and the South West. Our s
role is to: B
=)
3
7 operate our network assets effectively to OfKE
1 maintain our assets so that they are in a condition to remain reliable;
i fix our assets if they get damaged or if they are faulty;
i1 upgrade the existing networks or build new ones to provide additional electricity

supplies or capacity to our customers; and
i operate a smart system by managing two-way power flows and flexibility services.

1.4 We are undergoing a transition implementing the roles of Distribution System Operator
(DSO). As part of this we are developing the processes and systems that allow us to adopt
lower cost flexible solutions to manage power flows and constraints on the network. This will
help us to provide the network capacity for growth in locally connected generation, electric
vehicle charging and the storage of energy.

Reliability

15 Our costs makeuparound 17% of a dome s teledricityhilst omer 6 s
Our track record
1.6 We keep the business simple and operate an efficient business model, with a flat operational

structure. We have planning and delivery teams based locally, allowing local knowledge and
fast response.
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1.7 Our staff put customers first, treating customers the way they would like to be treated 2
themselves. £
1.8 Our track record is second to none: §
91 we deliver excellentn et wor k per f or mance, r e quicély after g ¢
power cuts;

i1 we provide the best customer service in the UK, consistently appearing at the top of
Of gembés customer satisfaction surveys;

i1 we deliver our work programmes, adjusting them as circumstances change, but never
losing sight of getting them completed; and

i we operate local teams made up of our own staff who deliver work in a low cost and
efficient way.

Customer
Satisfaction

Our stakeholders

Obligations

1.9 Our stakehol der s btandweengageaireetly witmgtakehdldars across our
business, using a range of engagement techniques.

1.10 We used stakeholder input to shape our RIIO-ED1 Business Plan and we continue to consult
stakeholders to refine the services we provide.

Expenditure

1.11 We promote our business plan commitment reporting via social media to increase
awareness and stakeholder input.

Glossary
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Our RIIO-ED1 outputs

1.12

Safety

Reliability

Environment

During RIIO-ED1 we have committed to delivering 76 outputs in the following categories.

To minimise the safety risks associated with operating the network

To maintain a reliable supply of electricity and make the network more resilient to
external events

To reduce WPDG6s i mpact on théawsedoflowcarboa r
technologies (LCTs)

Connections To provide an excellent service for customers connecting to the network

To provide excellent customer service

Social Obligations To meet the needs of vulnerable customers

Safety

1.13

1.14

1.15

1.16

1.17

Reliabil

1.18

1.19

1.20

Safety is at the heart of everything we do. During RIIO-ED1 our target is to improve on our
DPCRS5 accident frequency rate by 10%. We have already achieved this target, but will
strive to reduce the accident rate further.

Our accident frequency rate for WPD as a whole during 2019/20 was 0.75 accidents per 100
staff.

The ratings and feedback from a Safety Climate Survey, undertaken in 2018/19, highlighted
a number of areas where our existing approach to safety could be enhanced. These findings
have been incorporated into the company 2020 Safety Action Plan. Some actions, such as
the implementation of the new lone working system, have already been completed during
2019/20. We are also improving access to policy documents and guidance by the creation of
a policy search app on all company mobile devices and further improvements are planned
for 2020/21.

We also focus on ensuring the safety of the public. To date in RIIO-ED1 we have delivered a
total of 15,840 educational sessions to 376,686 schoolchildren and delivered safety literature
to over 3.8 million customers, targeting those individuals who could be exposed to higher
risks as a result of their work or social activities.

We have worked cooperatively with the Health and Safety Executive to ensure that our
practices and policies continue to be compliant with health and safety legislation, but also to
seek out and apply best practice in the management of safety.

ity

We continue to invest in the network - maintaining equipment, replacing poor condition
assets, providing additional network capacity and undertaking tree clearance to help prevent
power cuts. We have also installed remotely controlled equipment that allows us to speed
up the restoration of supplies when power cuts do happen.

Over the eight year RIIO-ED1 period, we committed to ensuring that on average customers
would have 16% fewer power cuts and have their electricity supplies restored 23% quicker.
We have already achieved these targets, with a 40% reduction in the number of power cuts
and a 50% reduction in the average duration of power cuts. We will continue to work to
ensure that this performance is sustained over the remainder of RIIO-ED1.

WPD recognises the inconvenience of long duration power cuts. Originally we proposed to
reduce the number of customers off supply for more than 12 hours by 20% over the course
of RIIO-ED1 but we have decided to go beyond this original target. As a result, we have

2015-23 RIIO-ED1 - WPD Business Plan Commitments Report, Year Five 1 2019/20
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1.21

1.22

1.23

1.24

1.25

Environment

1.26

1.27

1.28

1.29

1.30

reduced the number of customers off supply for more than 12 hours from 10,748 in 2012/13
to only 270 in 2019/20.

Ofgem defines worst served customers as those that have had more than 12 higher voltage
interruptions over a three year period. During RIIO-ED1, we are carrying out projects to

reducet he number of customers who are classified
2014/15 performance this requires a reduction of 6,812 customers over the eight year period.

To date during RIIO-ED1 we have undertaken projects impacting 12,681 customers.
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As well as routine tree clearance to maintain safety clearance distances, we have a
resilience programme to clear trees that could fall into overhead lines during storms. For
RIIO-ED1 we increased the volume of resilience tree cutting and we are on track to deliver
the higher volumes of activity.

Substations that become flooded can lead to a loss of power to many of our customers for
extended periods. We protected the highest risk substations during the previous price
control period and have committed to protecting an additional 75 substations against flooding
over the course of RIIO-ED1. We have already completed 96% of the eight year work
programme.

Whilst the likelihood of widespread power loss is low, we are working to ensure that, should
such an event occur, we can continue to operate the network during a @8lack Startd This
work involves increasing the resilience of battery systems used for controlling equipment and
communications. We are on track with our work programmes.

>
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Cyber security is becoming increasingly important to ensure that services are not disrupted
by malicious cyber-attacks. WPD is therefore strengthening cyber defences to minimise the
risks.

Environment

The WPD RIIO-ED1 Business Plan separated environmental outputs into those that support
the increase of | ow carbon technology and tho
environment.

Connections

Since proposing our Business Plan in 2013 the energy sector has seen significant change,
including the rapid growth of intermittent renewable generation, new technologies connecting
to the distribution network and changes in the energy demands of consumers.

Customer
Satisfaction

To accommodate these changes in a cost effective manner distribution networks need to
become smarter and more flexible. In 2017 we published our strategy for transition from the
passive role of Distribution Network Operator (DNO) to an active role as Distribution System
Operator (DSO) i using innovative solutions to defer higher cost network reinforcement.

Obligations

We continue to update and implement our DSO forward plan and have taken a range of

important actions during 2019/20 including working with Local Authorities to share our

Distribution Future Energy Scenarios, expansion of our Flexible Power product for the
procurement of flexibility securing 220MW of flexible services, and development of whole

system solutions through our Regional Development Programmes with the Transmission
Electricity System Operator (ESO). We have also published our DSO flexibility consultation
6Deltimg a Flexibility First Appvaaaeohr@pproacth i c h
to the use of flexibility as an alternative to conventional reinforcement and to ensure these
outcomes are transparent, predictable and justified.

Expenditure

Our extensive innovation programme is providing solutions to adapt the network to changing
customer requirements. During 2019/20 we had 31 active innovation projects funded
through Of gemés i iheseyprajécis supporsouriaim tolpnavdde flexible
network solutions that are effective, economic and quicker than the current way of doing
things.

Glossary
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1.31

1.32

1.33

1.34

Connections

1.35

1.36

1.37

1.38

1.39

1.40

The innovation programme has led to the introduction of alternative connections, which are
being utilised to accommodate more generation onto the network and provide lower cost
options for connection customers.

The i mpact of WPD6s activities on the environiment
carbon footprint (BCF). We have committed to reducing our BCF by 5% over the course of
RIIO-ED1. After establishing this target in 2012/13, our BCF increased during the remainder
of the previous price control (DPCR5). Since the start of RIIO-ED1 we have worked to
improve performance and have now achieved a 20% reduction in our BCF in comparison to
2012/13.
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We are also focused on reducing dechnical network lossesd(the losses associated with
power flowing through the network). Losses reduction activities include the proactive
replacement of assets with poor losses performance and discontinuing the use of smaller
assets which result in higher losses. We review our Losses Strategy on an annual basis to
ensure that we take into account changes in technology, government approach and the
views of industry experts and our stakeholders.

Power lines can impact on views and the landscape, especially where they pass through
iconic areas. We have committed to improving visual amenity in National Parks and Areas of
Outstanding Natural Beauty (AONBSs) by replacing 55km of overhead lines with underground
cables over the course of RIIO-ED1. To date we have completed schemes removing
29.12km of overhead lines across WP D dicence areas. Steering groups established with
representatives from AONBs and National Parks are responsible for identifying and
prioritising work and the delivery and timing of projects is therefore dependent on the actions
of the steering group.

Reliability

Environment

As of 1 April 2015 Ofgem introduced a new incentive to drive DNOs to provide a faster
connection service for single connections (LVSSA) and small scale connection projects
(LVSSB). This incentive considers the time to provide a quote and once the quote is
accepted the time taken to deliver the connection(s). WPD has beaten the targets in all four
categories in all licence areas.

Connections

WPD engages extensively with connection stakeholders to ensure that the services we
deliver meet their needs. Our connection engagement activities are explained within our
submissionforOf gemés I ncentive for ICB)nhnections Enga

Custemer

As a result of our engagement with over 17,000 connection stakeholders during 2019/20, we
have delivered 38 initiatives on our ICE workplan. We have focussed on a range of new
priorities, including acting swiftly to deliver DSO services, strengthening links with local
development representatives and updated our guide to electric vehicle charging points,
6Getting Electric Vehicles Movingo.

Obligations

We try hard to meet the needs of connection customers and as a result we score highly in

customer satisfaction surveys. In 2019/20 we achieved improved performance for each

licence areaint he section of Ofgemds Broad Measfarre o
Connections.

The Guaranteed Standards of Performance (GSOPSs) for connections set out the minimum
service standards that DNOs must meet under the statutory framework. We have set
ourselves the challenging target of achieving zero failures under these standards. In
2019/20 we had only 11 failures.

Expenditure

Third party connection providers continue to expand their capabilities and we work with them
to develop processes that facilitate competition within the connections market. We have
continued with trial processes for contestable work covering self-determined points of

Glossary
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connection, self-approved designs and HV connections completed by the Independent
Connection Provider (ICP).

Customer satisfaction

1.41

1.42

1.43

1.44

1.45

1.46

During 2019/20 we continued to be recognised for our excellent levels of customer service.
As a DNO group, WPD has achieved one of the highest overall scores for customer

satisfaction, derived from combiningt he t hr ee el ements of Of gemds

Customer Satisfaction (supply interruptions, connections and general enquiries).

We engaged with a range of stakeholders through a variety of events including Customer
Collaboration Panels and six annual stakeholder workshops. This engagement helped us to
understand and refine our service delivery in line with customer need.

Our telephone response times are fast. On average fault and emergency calls were
answered in 1.91 seconds during 2019/20, beating our ambitious RIIO-ED1 target of two
seconds.

We provide an estimated time of restoration for all calls related to power cuts. Call centre
staff regularly refresh the estimates with updates from field staff. This information is also
published on the WPD website and available in the WPD Power Cut app.

When customers call us in relation to a fault we call them back to update them on the
progress of the fault and to check if they need any assistance. In 2019/20, we were able to
contact 98.64% of customers who had been in contact about a fault and proactively texted
over 896,608 customers during HV power cuts. We also provide a range of options for
customers to access information on our website.

We try to get things right, but sometimes things go wrong. When we get complaints we try to
resolve them quickly. Our approach has led to us resolving 89% of complaints within one
day, beating our RIIO-ED1 target of 70%.

Social obligations

1.47

1.48

1.49

1.50

151

We recognise that we have to provide enhanced services for customers in vulnerable
situations, especially those who would be impacted as a result of being without power.

The details of customers in vulnerable situations are held on our Priority Services Register
(PSR). Over time this data becomes out of date and we have a team of people contacting
vulnerable customers to improve this data and update the records. During 2019/20 the
number of people on the PSR has reached 1.9 million and we have proactively contacted
957,000 of those customers.

We have continued to work with a range of expert partners during 2019/20 in order to
improve our understanding of the needs of vulnerable customers. This helps to shape the
services that we provide. We have set up 19 new PSR referral networks during 2019/20,
taking the total to 106 organisations that we can refer PSR customers to for help and
assistance.

To help customers, especially those that are vulnerable, during power cuts we undertake a
range of activities. During 2019/20, we distributed 706 crisis packs (as part of our target of
issuing 10,000 packs during RIIO-ED1), made 210,366 calls to PSR customers during power
cuts and provided British Red Cross support during 8 prolonged power cuts.

We consider the factors that can impact vulnerability, including cold homes and energy
affordability. WPD works with a range of fuel poverty partners and during 2019/20 supported
18,652 fuel poor customers to save £10.7 million.
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Expenditure

1.52

1.53

1.54

1.55

1.56

1.57

1.58

1.59

1.60

Our RIIO-ED1 business plan specified expenditure of £9.2bn over the eight year period, of
which £7.1bn was related to costs under our control, referred to as Totex.

To date during RIIO-ED1, WPD expenditure is 2% lower than Totex allowances for costs
within the price control.

Spend on load related capex (expenditure incurred in providing additional capacity on the
network) was lower than forecast. All DNOs have seen lower than forecast secondary
reinforcement due to lower than forecast impact from low carbon technology. However
expenditure associated with the amount of network reinforcement required for new
connections was £22.7m against an allowance of £7.5m. The forecast (made in 2012/13)
assumed a lower level of higher voltage demand and generation connections than have
actually arisen.

Spend on non-load related capex (of which two thirds is on the replacement and
refurbishment of poor condition assets), was lower than forecast, partly as a result of a
decrease in the number of poles found in poor condition and lower volumes of overhead line
replacement.

Spend on network operating costs (including inspections, repair and maintenance, faults and
tree cutting) was higher than forecast. Variations are related to increased spend on repair
and maintenance (removing defects from the network), faults and other unplanned repairs,
and the costs of tree clearance contractors, which have been higher than forecast.

Non-operational capex includes the purchase of new IT systems, property, vehicles, and
small tools and equipment. Across the four categories expenditure was lower than forecast
during 2019/20. There has, however, been investment in management reporting tools,
laptop and PC technology refresh, and technology to address internet based cyber threats.
There is also an ongoing evaluation of IT requirements as a result of our transition to the role
of DSO and work to ensure the security of our systems in the light of cyber security threats.

Spend on closely associated indirect costs (related to the costs of staff and systems that
enable the work on the network to be carried out such as network design and planning) was
4.4% higher than forecast. Higher costs were mainly related to expenditure on core labour.
There were also increases in expenditure on operational training, which reflects the
recruitment of additional engineering trainees.

Business support (including Human Resources, Finance and Regulation) costs have been
18% lower than forecast.

We review the projected expenditure outturn each year and we forecast that we will end up
with costs that are within our overall allowance for the eight-year RIIO-ED1 period as a
whole.

2015-23 RIIO-ED1 - WPD Business Plan Commitments Report, Year Five 1 2019/20
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Performance summary of all 76 outputs g2
=}
28
Safety o
1 No improvement notices, prohibition notices No improvement notices or HSE prohibition notices were -
and prosecutions from the Health and Safety issued during 2019/20. g
Executive.* 3
2 Complete work programmes to meet the We have completed the programme for clearance 8
Electricity, Safety, Quality and Continuity distances to structures for all regions. E
Regulations (ESQCR) 2002. ESQCR requires  We have completed 100% of the work scheduled in
that overhead lines are a safe distance from 2019/20 relating to the required ground clearance
either structures or the ground. distances.
3 Complete inspection and maintenance We completed the nearly all of the work scheduled for
programmes every year. completion during the year. A very small number of tasks

could not be carried out due to access issues and we put in
place appropriate plans to manage these safely until the
work was completed.

Reducing accidents

>
4 Reduce our overall rate for the frequency of Our accident rate in 2019/20 is better than the 10% g
accidents by 10%.* improvement target set for the whole of RIIO-ED1. e
5, Continue to play an ac Wetookpartinevents designed around the ENA &
6Power irmgzelmemt &6 initi 6Powering I mprovementd them
to lead to improved safety performance. progress to date and ensuri

are implemented.

6 Work with our trade unions to improve safety During RIIO-ED1 WPD has delivered a wide variety of 5
performance, including the use of more behavioural safety training to its staff. Using this training =
Odhaviouralsaf et yd i ni ti at i\ asafoundation, during 2019/20 we have continued to g

=
L

reinforce key behavioural safety principles.
7 Investigate all accidents involving members of ~ We investigated all 87 incidents that happened during the
the public, contractors or our own staff to make year (49 staff accidents, 29 contractor accidents and 9

sure that learning points are quickly significant incidents involving the public). @
understood and communicated.** o
(8]
£
8 Improve security measures at 50 substation The number of repeat break-ins has been lower than 8
sites to reduce the number of repeat predicted. To date in RIIO-ED1, we have upgraded
break-ins.* security measures at 19 sites that have had repeat break-
ins. -
@9
Educating the public Eg
9 Organise and run over 1,000 educational So far in RIIO-ED1, we have delivered a total of 15,840 2D
sessions to provide safety information to over educational sessions to 376,686 schoolchildren. o8
400,000 schoolchildren.*
10  Continue to publish literature on maintaining To date in RIIO-ED1, we have issued over 3.6 million
safety around electrical apparatus and send safety leaflets and made these available to targeted groups

more than 500,000 copies of this literature to through social media.
targeted landowners, businesses or leisure
operators.*

* Targets are for the full eight year RIIO-ED1 period, not for a discrete year

** Target to be achieved each year of RIIO-ED1

EqpEnaiine Obligations

Glossary
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Reliability

Network performance

11 Improve network performance by the end of Customer interruptions have reduced by 40% and
RIIO-EDL1 so that, on average, customers will customer minutes lost have reduced by 50% from the
have 16% fewer power cuts and have their underlying performance benchmark.
electricity supplies restored 23% quicker. * -
12  Make sure that at least 85% of customers have 88% of customers had their power restored within one hour 2
their power restored within an hour of a high of a high voltage fault. 3
voltage fault happening.** 3
=
_
13 Reduce by 20% the number of customers The number of customers without electricity for more than
experiencing a power cut which lasts for 12 12 hours (where the GSOP applied) was 70, an
hours or more.* improvement of over 97.5% on our 2012/13 benchmark

performance. Customers received a set payment where
we failed to achieve the GSOP.

14  Achieve no failures on all other GSOPs.** We had no failures against most GSOP categories.
However, we failed to notify 14 customers of planned
interruptions to their electricity supply and failed to meet
the standard for restoring supply following a storm for 12

=
customers. =
&
3
15 Reduce by 20% the number of customers To date, projects to reduce the number of worst served
classified as worst served.* customers have been put in place for 12,681 customers.
Our target for the whole of RIIO-ED1 was 6,812 customers. >
=
£
16  Apply flood defences to 75 substations, We are on track to achieve our RIIO-EDL1 targets. §
reducing the risk of both damage to equipment  To date, we have installed flood defences at 72 =
and power cuts due to flooding.* substations. e
17  Speed up the programme of tree clearance The programme is ahead of plan. We have completed
(specifically related to storm resilience) by 65% of the programme of tree clearance for resilience that "
40%, with the aim of clearing 700km of we committed to for the whole of RIIO-ED1. 5
overhead lines per year (delivering the 3
programme five years earlier than suggested e
by Government guidelines).* §
18 Improve substation battery life to last for 72 All programmes are ahead of plan.
hours if there is a major, network-wide power
loss.* Protection batteries i 85% of eight-year programme
complete.

SCADA batteries i 81% of eight-year programme
complete.

Customer
Satisfaction

Telecommunications sites i 92% of eight-year programme
complete.

* Targets are for the full eight year RIIO-ED1 period, not for a discrete year

** Target to be achieved each year of RIIO-ED1

Social
Obligations

Expenditure

Glossary
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Environment

Make it possible for more people to use low carbon technologies (LCTs)

19 Improve by 20% the time taken to provide a We are receiving increased volumes of notifications which
response to customers who want to use we are addressing quickly, but the volumes of enquiries
LCTs.* mean that we have not been able to improve our response

times.

20  Identify LCT hotspots using information from The project LCT Detection has proven that a model can be 5
smart meters, expert organisations and local developed to spot unregistered LCTs connected at b
authorities, and use this information when household level. The data gathered from this project has 3
making decisions. been used to refresh the LCT hotspot data held in our g

asset register database and mapping system.
21  Selectively replace assets using larger assets We carried out 27 asset replacement projects using larger
in areas where more LCTs may be connected assets, as a result of using information about LCT

to our network. hotspots.
22 Reduce costs for future customers by We had a wide range of innovation projects in progress
developing smart solutions to provide during the year.

alternative and innovative techniques for
managing our network.

23  Provide additional network capacity by using We have continued to develop the Flexible Power brand

traditional or 6ésmar t ¢ andincreased the number of substations utilising flexibility
from 71 in 2018/19 to 122 in 2019/20.

Reduce technical network losses

24 Install oversized transformers when replacing We installed 27 oversized transformers.
assets in areas where demand for power may
become higher than equipment can cope with.

25  Use larger cables when installing new network  We installed 2.93km of larger cable in LCT hotspots.
in LCT hotspots.

Reduce the carbon footprint of the business

26 Make sure all replacement vehicles have lower ~WPD operational vehicle emissions have reduced by 11%
CO:z emissions than those they are replacing. compared to 2018/19, but there have been increases in
vehicle emissions reported to us by our contractors. This
means we have slightly missed our target for 2019/20.
27  Make sure all new or substantially refurbished  We have not completed any depot construction or
buildings meet, asamini mum, t he 6 refurbishmentworks during 2019/20.
standard under the Building Research
Establishment Environmental Assessment
Method (BREEAM).**
28  Reduce the amount of waste sent to landfill by =~ We have seen a reduction in the amount of waste sent to

Reliability

Environment

Connections

20% over the first two years of RIIO-ED1 and landfill, and we have achieved our target for the whole of 5o
5% per year after this. RIIO-ED1. EQ
29  Reduce our carbon footprint by 5%.* Our business carbon footprint has reduced by 20% ZRY
compared with 2012/13. We have beaten our in-year 3 §
target.

30 Reduce by 75% the amount of oil lost through ~ The leak volume from oil-filled cables has significantly 2
leaks from oil-filled cables.* decreased. We have beaten our in-year target. -%
31 Reduce by 17% the amount of SF6 gas thatis  The amount of SF; gas lost as a percentage of the total 2
lost from switchgear.* amount of SFsused on our network has reduced from e}

0.47% in 2015/16 to 0.19% in 2019/20 for the whole of our
area. However, we missed our in-year target in the South
West.

(]

32 Install effective oil Wehavecompletedworkon 173 new and refurbished 3
plant containing high volumes of oil.* bunds so far in RIIO-ED1, going further than our forecast of =

104 bunds. 2

i

33 Replace 55km of overhead lines in National To date during RIIO-ED1, we have replaced 29.12 km of
Parks and AONBs with underground cables.* overhead lines with underground cables for visual amenity
in AONBs.

* Targets are for the full eight year RIIO-ED1 period, not for a discrete year
** Target to be achieved each year of RIIO-ED1

Glossary
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Connections

Provide a faster and more efficient connections service

34 Meet Ofgembs targets f We outperformed Of gembés tar
guoted and O6time to ccoétime to connectd for singl
connections and small commercial commercial connections.

connections. Improve the overall time takento ~ We have also beaten targets for three of the other

provide a quote for all other customer groups customer groups. §
by 20%.* g

35  Provide excellent customer service so that We are one of the top performing DNOs for the 8
customers continue to rank us as the top- Connections Customer Survey s
performing DNO group in customer satisfaction of Customer Satisfaction, scoring an average of 8.99 out of
surveys.** 10 for our DNO group.

36  Carry out surveys with distributed generation We achieved a score of 9.44 out of 10 for distributed
customers to find out if they are satisfied with generation customer satisfaction surveys. We have

our service and identify where we could specified a range of improvements within our work plan for

improve. the Incentive on Connections Engagement (ICE).

Develop and improve the way we process We have made amendments to our online connections

online connection applications and make it information in line with stakeholder requirements. These =

easier for customers to track the progress of have been published in our ICE work plan. =

their application online. 3
38  Make sure that the information we provide in We have improved the information we provide in 2

documents and online is effective. documents and online in line with stakeholder feedback.

Enhance engagement with major customers

39 Host OGsurgeriesd ever y 241 connectionsurgeries took place across our four %
connection customers to understand our licence areas. E
processes. 2

40  Work with major customers to identify where We engaged with over 17,000 stakeholders through events z
our processes can be improved and quickly and over 1,700 through customer satisfaction surveys. The -
put in place any changes. actions in our ICE work plan are based on suggestions we

received from these events and surveys.

(2]

c

=]

Guaranteed Standards of Performance 3
41  Aim to achieve no failures of the connection There were only 11 failures against the connection g
GSOPs.** Guaranteed Standards of Performance during 2019/20. g

We had a further seven failures against Competition in
Connection standards, which relate to services we provide
that cannot be carried out by competitors.

Further developing a competitive market

Improve customer awareness of other We provide clear information for customers explaining that

connection providers and regularly check that they can use other connection providers. We carry out a

customers understand the options available to  yearly survey to measure customer awareness. The

them. 2019/20 survey showed that 87% of customers who had a
new connection were aware of other providers.

Customer
Satisfaction

(%]

43  Work with other connection providers to extend We host a group to focus on the specific needs of other S
the type of work they can carry out, including connection providers. Two sessions took place during b

high voltage and reinforcement work. 2019/20 and we used feedback to improve our processes. %”

)

* Targets are for the full eight year RIIO-ED1 period, not for a discrete year
** Target to be achieved each year of RIIO-ED1

Expenditure

Glossary
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Customer Satisfaction

Continue to be the top-performing DNO group ~ WPD is a top-performing DNO group for overall customer

across all elements of the Broad Measure of satisfaction. The rating combines results of the three
Customer Satisfaction.** surveys for supply interruptions, connections and general
enquiries. -
Maintain certification to show that we meetthe We wer e awar ek FPCaumpl isd at u g
Customer Service Excellence standard.** standards. We were the highest-scoring organisation out 3
of all those accredited. 3
£
Respond to phone calls quickly, answering Our average response time for customer calls was 1.91
them within two seconds.** seconds for fault and emergency calls.
Limit the number of calls that are abandoned Only 0.16% of calls were abandoned.
before we can answer them to less than 1%.**
Always provide customers with the option to Our systems allow us to make sure that customers are
talk to a member of staff when they call our always provided with the option to talk to a member of staff.

contact centre.

>
Provide a restoration time for every power All power cuts have an estimated restoration time which is E
cut.** updated as further information is provided by field teams. o
Contact all customers who have been in We contacted 98.6% of customers who contacted us about &
contact about a fault.** a fault.
Contact customers within two days of receiving We contacted 99.6% of customers who contacted us with
an enquiry which was not about a fault.** an enquiry which was not about a fault within two days. =
Provi dilemaonrd 6 me s sagi n: Weprovided on-demand messaging through text and g
and social media for customers who want to be  social media. We sent 896,608 text messages during high 5
kept informed in other ways, rather than a voltage power cuts. S
phone call. ]
Devel opeésekcfd opti ons Wehosted 18,561 webchat conversations, our app for
find information online. reporting power cuts was downloaded 18,078 times and we

had 2.4 million hits on our online map showing details of @
individual power cuts. S
3
s
Continue to host a customer collaboration The Customer Collaboration Panel met four times during 38
panel where our CEO will meet with our expert  the year. We continued to work with the new Customer
stakeholders four times a year. Engagement Group to enable the members to challenge
our plans for the next price control period. .=
Continue to host at least six stakeholder We hosted six general sessions, attended by over 380 g %
workshops each year. stakeholders across our licence areas. IORT
Continue to produce a stakeholder report This yearly Business Plan Commitments summary report § '%
every year providing an update on the actions  and the separate detailed report replace the stakeholder n
we have taken as a result of stakeholder report.
involvement.
2
1)
Resolve at least 70% of complaints within one ~ We resolved 89% of complaints within one day. §
day.** =
Continue to have a target of no complaints There were five complaints referred to the Ombudsman. In ©)

where the Ombudsman has to get involved.** all cases the ombudsman did not rule against WPD.

Continue to send the ¢We issued O6Power for Lifebd
publication to all 7.9 million customers and November 2019. It included information on GSOPs.
make sure it promotes the GSOPs.**

* Targets are for the full eight year RIIO-ED1 period, not for a discrete year

** Target to be achieved each year of RIIO-ED1

Expenditure
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Social Obligations

Improving understanding of vulnerability

60  Work with expert partners to improve our We worked with a wide range of expert partners and were
understanding of the needs of customers in certified to the British Standards Institute Standard
vulnerable situations BS18477, which specifies requirements for responding to
customers in vulnerable situations. -
61  Train staff to recognise the signs of We provided specialist training to the Priority Services g
vulnerability. Register (PSR) teams and contact centre staff. Field staff g
are trained on registering customers to the PSR. g
=
62  Contact vulnerable customers at least once We contacted over 950,000 PSR customers during
every two years to check the details we hold 2019/20, which allowed us to update 30% of our records.

on the Priority Services Register.
63 Improve the quality of Priority Services Register We increased the number of referral partners that we work
data by working with other agencies and with. We added 19 new partners, with the aim of achieving

sharing information. a better balance in the types of agencies that we work with.
64  Co-ordinate meetings with suppliers to agree 27 new 6common rermwidsse acioss ths 0
criteria for vulnerability. industry.
=
65 Raise awareness of the Priority Services We worked with a range of organisations, including a §
Register. mental health organisation and fire and rescue services, to E
raise awareness of the PSR.
66  Make 10,000 crisis packs available.* To date we have issued 7,468 crisis packs over the RIIO-
ED1 period.
67  Contact all customers who depend on a power  During power cuts we prioritise contacting customers who

supply for medical reasons every three hours depend on a power supply for medical reasons. We called
during power cuts.** 82% of these customers within one hour of a fault and
97.5% in under two hours.
68  Continue to provide practical support through We provided British Red Cross support during eight
the British Red Cross and other organisations prolonged power cuts, supporting 71 customers in total.
as appropriate.
69  Ask for feedback from customers in vulnerable =~ We achieved customer satisfaction ratings of 9.5 out of 10
situations about our service. from customers on the PSR who had received a routine
call to check their personal details.
70 Develop ways of sharing information with local ~We worked with 19 forums across our four licence areas.
resilience forums. For 2019/20 this included offering the support of our
helicopter unit during severe weather.

Environment

Connections

c

Reducing fuel poverty by supporting customers to access help T2

. . : = = : EQ

71  Build a database of regional agencies we can There are fuel poverty projects in all our areas, working o8
refer customers to for help. with a network of support agencies. 32

72 Work with partners to develop links to and from  Details on our fuel poverty projects and links to partner ©&
our website. organisations are available on our website.

73  Develop joint information and awareness Wehave six O6Power Upo6 fuel |
campaigns, and co-ordinate with partners to customers who are facing fuel poverty. We supported @
provide customers with help. 8,672 customers to save over £2.6 million a year. < 2

74  Provide fuel poverty training to our staff who We provide staff in our contact centre with customised o _%
have contact with members of the public. training on fuel poverty and customers in vulnerable "3

situations. ©

75 Use data analysis to help identify areas witha  We use data analysis to identify areas with a high
high concentration of vulnerable households. concentration of vulnerable households. During 2019/20

we increased the number of data indicators and
vulnerability factors we consider.
76  Develop local outreach services. 0Af fordable Warmthoé and oth
7,975 customers to save over £7.1 million a year.
* Targets are for the full eight year RIIO-ED1 period, not for a discrete year
** Target to be achieved each year of RIIO-ED1

Expenditure
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2 Introduction

Snapshot
Executive
Summary

Who we are and what we do

2.1 WPD is a Distribution Network Operator (DNO) and distributes electricity to 7.9 million
customers across the Midlands, South Wales and the South West. Our role is to:

c
o
2
3}
S
o
o
b=t
5
=

operateournetworkassets to 6ékeep the lights onbd;
maintain our assets so that they are in a condition to remain reliable;

fix our assets if they get damaged or if they are faulty;

upgrade the existing networks or build new ones to provide additional electricity

supplies or capacity to existing and new customers; and

i1 operate a smart system by managing two-way power flows and flexible services.

@& ® @

= =8 =4 =4

>
Keep the Maintain Fix the Connect Operate a 3
lights on equipment network customers smart system 2
by operating our so that the if equipment by upgrading existing by managing
network assets network remains gets damaged networks or building two-way power flows
effectively reliable or is faulty new ones and flexibility services >
:
2.2 All of these tasks are carried out with the highest regard for the safety of our staff, 5
contractors and members of the public. ’g
L
2.3 Our distribution network consists of transformers (which convert electricity from one voltage
to another), underground cables and overhead lines (which carry electricity across long "
distances), switches (to turn on, off or to alter the routing of electricity) and service S
connections (which take t he eolpoviderthe connecyion ofnt o 2
generation). g
S
2.4 This network sits between what was traditionally known as the National Grid transmission

network and customers. More recently the drive towards a low carbon economy has led to
increasing levels of generation directly connected to the distribution network and rapid
growth of new forms of electricity demand such as electric vehicles and battery storage.

Customer
Satisfaction

Social

Obligations

Expenditure

25 These changes mean that we will need to change the way that we operate our network. We
will have a greater need to forecast energy production and usage, and actively manage
energy flows across the network. This will require a transition from the relatively passive role
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