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WPDGO6s Business Plan Commitment RepoO

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 (DNOSs)
strong incentives to meet the challenges of delivering a low carbon, sustainable energy sector at
value for money for existing and future customers.

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.

Structure of WP DOs Busi ness Plrgortingommi t me nt

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.

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.

www.westernpower.co.uk/Performance-Snapshot-BP-Commitments-Report-2016-17

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

www.westernpower.co.uk/Summary-Business-Plan-Commitments-Report-2016-17

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.

Electronic Document Navigation
There are two ways to navigate to individual sections of the document, we have included:
1 ahyperlinked sections list below; and
T 6buttonsd on the right hand side of the

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

2015-23 RIIO-ED1 - WPD Business Plan Commitments Report, Year Two 1 2016/17

Snapshot
Executjue
Summary

Introduction

Safety

Reliabiltf

Environment

Connections

Customer
Satisfaction

Social
Obligations

page

Expenditure

Glossary



http://www.westernpower.co.uk/Performance-Snapshot-BP-Commitments-Report-2016-17
http://www.westernpower.co.uk/Summary-Business-Plan-Commitments-Report-2016-17

. . = O
List of sections g
w5 e
QO
. C O e
Foreword, Performance Snapshot & Executive Summary RG]
Introduction
S
Safety =
=)
- =
Reliability 2
c
Environment
Connections =
o
- - m
Customer Satisfaction @)
Social Obligations
Expenditure =
=
°©
Glossary 2
c
(0]
€
c
2
=
c
LLl
1)
=
o
°©
(0]
c
=
o
(@]
. c
o .2
€0
[OpT
2R
©3
(]
c
=9
o
o o
"3
o)
o
2
£
=
(]
>3
Ll
=
©
(]
1)
o
0]

2015-23 RIIO-ED1 - WPD Business Plan Commitments Report, Year Two i 2016/17




Western Power Distribution

RIIO-ED1 Business Plan Commitments Report
Year Two - 2016/17

31 October 2017

Foreword
Performance Snapshot
Executive Summary

WESTERN POWER=.

DISTRIBUTION

Serving the Midlands, South West and Wales




Foreword, Performance Snapshot & Executive Summary G
Contents S g

[T =Y o o H OO PP R PUPRPPP 6
Performance SNapshot fOr 20L16/17.........oooiiiiiiiiiiie et 7

Introduction

Summary of OULPUL PEIfOIMANCE .....ciiiiiiiii e 8

EXECULIVE SUMIMAIY .1utiiiieeiiiiiiieiieeee e e s e st e et e e e s s st e e e ae e e s e stata e e e e e e e s ssnntntaeeeaeesssansnranneeaeanan 9

Performance summary of all 76 OULPULS ...cooceeiiiiiiiiiicec e 15

Safety

Reliability

Environment

Connections

Customer
Satisfaction

Social
Obligations

Expenditure

Glossary

2015-23 RIIO-ED1 - WPD Business Plan Commitments Report, Year Two i 2016/17




Foreword

Our business is a simple one. We keep the lights on - providing a
safe and reliable electricity service to over 7.8 million customers
who rely on us every day. We maintain and improve a network of
wires, poles, pylons, cables and substations; distributing electricity
to homes and business across the Midlands, South Wales and
South West.

Our RIIO-ED1 Business Plan set out our expenditure proposals and
planned service improvements for the eight year regulatory price control
review period which runs from April 2015 to the end of March 2023. We
committed to delivering 76 outputs over this period, outputs which were
informed by the requirements of our stakeholders.

This report provides an update on our progress against our business plan commitments, focusing on
performance in 2016/17 - the second year of the eight year RIIO-ED1 period.

2016/17 has been a year of positive progress as we continue to successfully embed our RIIO-ED1
outputs. We have seen some significant developments in performance towards our eight year

targets, including:

i reducing our accident rate to 0.93 accidents per 100 staff, a reduction of around 50% on

the previous price control DPCRS5;

i reducing customer interruptions by 31% and customer minutes lost by 49% from the

benchmark performance agreed for RIIO-ED1;

9 reducing our business carbon footprint by 4% in comparison to our 2012/13 reference

position, beating our in year RIIO-ED1 target;

i continuing to expand and develop our connections service, responding to the feedback

provided by connection customers;

E ]

in three out of our four licence areas.

Government targets for decarbonising energy are expected to lead to changes in the energy sector

with increased intermittent renewable energy supplies, growth in electric vehicles and increased use
of energy storage. Such changes will place increased demand on the electricity network and we will
continue to use innovation projects to help us to understand how best we can develop our network to

deliver what our customers need.

Robert Symons, WPD Chief Executive
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maintaining our position as the number one DNO for customer service; and
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Performance Snapshot for 2016/17 5 2

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.
=
= East 3
Midlands Midlands g
Number of Customers 2
=
Network length
Overhead lines (km) 23,491.5 21,195.7 17,945.8 27,822.7
Underground lines (km) 41,083.5 52,183.8 17,834.9 22,541.0
Other (Subsea cables) (km) 0.2 0.0 9.0 86.5 2
Total DNO Network Length (km 64,575.2 73,379.5 35,789.7 50,450.1 “mr?s
Total expenditure (TOTEX)
Total Expenditure (Em)* 295.3 291.4 138.8 240.6
RIIO-ED1 allowance (Em)* 260.7 278.7 147.0 215.1
% of Allowed Totex 113% 105% 94% 112% _
=
Customers Interrupted per 100 customers 2
(including exceptional events) Gl AL e el E
Customer Minutes Lost
(including exceptional events) 8l 22 by Sz
Custom_ers Interru_pted per 100 customers 58.1 43.2 465 483 _
(excluding exceptional events)** S
Customer Minutes Lost =
(excluding exceptional events)** 0o 208 2Ly =02 E
Unrestricted domestic tariff (adjusted for t =
.
Connections
Time to Quote (LVSSA) (Days) 4.5 3.5 4.3 5.2 7
Time to Connect (LVSSA) (Days) 37.2 34.4 33.8 36.5 5
3
Overall Broad Measure of Customer =
Satisfaction score (out of 10 8.87 8.96 8.89 8.91 é
Social obligations - Individual Stakeholder Engagement and Consumer Vulnerability score (out of 10)
Incentive on connections engagement (ICE) i penalties incurred under the ICE scheme (£) _c
=
Safety - qualitative summary % g
In 2016/17 the accident rate for WPD as a whole was 0.93 accidents per 100 staff. This is better than the overall 3%
target for RIIO-ED1 but is overshadowed by the death of a member of staff at work in January 2017. @)
In 2016/17 there were no improvement notices or prosecutions from the Health and Safety Executive. We have
appealed an HSE prohibition notice and will provide details on the outcome once the appeals process has
concluded. D)
s 2
WPD's business carbon footprint has decreased by 4% in comparison to our benchmark year of 2012/13, we é _%
have beaten our in year target for RIIO-ED1. ?O:
Innovation - qualitative summary
WPD had 25 innovation projects active during 2016/17 including one new large scale project (Open-LV) which
successfully gained funding via the Network Innovation Competition. Work has been undertaken on development ©
of DSO transition strategy. 5
*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 2016/17 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 in 31 July 2017. The w
values in Sl1 vary to those stated in other sections of this report. SI1 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 2017.
S
)
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Summary of output performance 5 2 3

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.
g
g
1 HSE Intervention \Y 34 | Time to connect (all market segments) v -§
2 ESQCR clearances VvV 35 | Customer service V E
3 Inspection and maintenance Vv 36 | Customer surveys i distributed generation V
4 Accident frequency Vv 37 | Online project tracking V
5 Powering Improvement Vv 38 | Online information V
6 Working with trade unions Vv 39 | Connection surgeries V E
7 Investigating accidents Vv 40 | Improving processes V 8
8 Substation security Vv 41 | Guaranteed standards V
9 Educational sessions Vv 42 | Raising awareness of competition V
10 | Safety Literature Vv 43 | Extending scope of contestable work V -
=
11 | Network performance V 44 | BMCS V i
12 | Speed of restoration Vv 45 | CSE certification V &
13 | 12 hour outages Vv 46 | Telephone response times V
14 | Guaranteed standards \% 47 | Abandoned calls Vv =
15 | Worst served customers Vv 48 | Call taker availability V &
16 | Flood defences Vv 49 | Providing restoration times V %
17 | Tree clearance (resilience) Vv 50 | Customer call backs i faults V E
18 | Black start resilience Vv 51 | Customer call backs i non faults Vv L
19 | LCT response time 53 | Self service options V D)
20 | Identifying LCT hotspots Vv 54 | Customer panel V -%
21 | Uprating assets i LCT hotspot areas \Y 55 | Stakeholder workshops V 2
22 | Developing smart solutions VvV 56 | Stakeholder report V é
23 | Using smart solutions Vv 57 | One day complaint resolution Vv
24 | Oversizing transformers for losses \Y 58 | Ombudsman complaints \
25 | Uprating cables for losses \Y 59 | Power for life V @ é
26 | Lowering vehicle emissions \ S ..%
27 | Energy efficiency i buildings Vv 60 | Understanding of vulnerable customers V é '%
28 | Reducing waste to landfill Vv 61 | Training staff to recognise vulnerability Vv @
29 | Reducing BCF Vv 62 | Contacting PSR customers Vv
30 | Reducing oil leaks from cables Vv 63 | Improving PSR data V »
31 | Reducing SFs leaks Vv 64 | Working with suppliers on PSR issues V T é
32 | Installing bunds Vv 65 | Publicising the PSR Vv (/8) §>
33 | Undergrounding lines in AONBs Vv 66 | Providing crisis packs Vv 8
67 Contacting medically dependent customers Vv
during faults
68 | Practical support during power cuts V )
69 | Feedback from customers Vv %
70 | Working with local resilience forums V o
71 | Database of referral agencies V u%
72 | Fuel poverty website links V
V  Achieved an annual output 73 :gvs?;?grfss CETTZETEIS CIf U] e Vv
\% Output on track, some aspects require further progress 74 | Fuel poverty training for staff Vv %
Output under review 75 | Identification of vulnerable households Vv @
U  Not met an annual output 76 | Outreach services V o
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Executive Summary 5

Who we are and what we do

1.3 WPD is a Distribution Network Operator (DNO) and distributes electricity to 7.8 million
customers across the West Midlands, East Midlands, South Wales and the South West. Our S
role is to: B
3
o
 operate our network assets effectively to dkee
I 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;
1 upgrade the existing networks or build new ones to provide additional electricity
supplies or capacity to our customers. Z
T
1.4 Ourcosts makeuparound 16%0f a domestic customerdés bill 7
Our track record
>
1.5 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 ?—“j
fast response. 12
1.6 Our staff put customers first, treating customers the way they would like to be treated
themselves. =
£
1.7 Our track record is second to none: E
>
=
T we deliver the best network performance, restmo
faster than any other network operator;
1 we provide the best customer service in the UK, consistently appearing at the top of 2
Of gembés customer satisfaction surveys,; %
1 we deliver our work programmes, adjusting them as circumstances change, but never D
losing sight of getting them completed,; §
1 we operate local teams made up of our own staff who deliver work in a low cost and
efficient way.
=
Our stakeholders £
2 &
n un
1.8 Our stakeholdersd views are important and we ha@@
our business, using a range of engagement techniques.
1.9 We used stakeholder input to shape our RIIO-ED1 Business Plan and we continue to consult ®
stakeholders to refine the services we provide. B8
O ©
==y
1.10 Stakeholder feedback has guided our approach to business plan commitments reporting. For @ g
the first year of RIIO-ED1 we agreed to produce three tiers of reporting - a high level single page
summary, a short summary document focusing on specific areas of interest to stakeholders and
a detailed report providing a progress update against all business plan output commitments. o
=)
1.11 Our stakeholders reviewed the reports that we produced for 2015/16 and provided positive g
feedback on our approach; we have taken on board suggested improvements whilst retaining 2
the three tier reporting structure. H
1.12 We promoted our 2015/16 report via social media to ensure maximum awareness and prompted
stakeholders to provide us with feedback via an online survey. 2
2
o
@
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Our RIIO-ED1 outputs 5 ¢

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

Category | Commitment overview \

Safety To minimise the safety risks associated with operating the network

Reliability To maintain a reliable supply of electricity and make the network more resilient to 5

external events ©

Environment To reduce WPD6és i mpact on the environme “§

technologies (LCTs) =

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

Customer Satisfaction To provide excellent customer service

Social Obligations To meet the needs of vulnerable customers

>
Safety g
%]

1.14 Safety is at the heart of everything we do. During RIIO-ED1 we have targeted to improve on our
DPCRS5 accident frequency rate by 10%. We have already achieved this target.

1.15 Our accident frequency rate for WPD as a whole during 2016/17 was 0.93 accidents per 100 :?
staff. Whilst we are reporting better than target performance, this improvement is 3
overshadowed by the fatality of a member of staff. We are supporting the Health and Safety g
Executive investigation into this accident.

1.16 Behavioural safety is a key theme in the delivery of the company Safety Action Plan. -
Behavioural safety goes beyond setting rules and enforcing compliance: it aims to change 2
attitudes so that staff assume responsibility for their own safety and the safety of others. In S
2015/16, 5,500 staff attended behavioural safety sessions designed to augment our strong S
safety culture. During 2016/17 we continued to embed behavioural safety themes through the 15
development and implementation of employee safety initiatives, revision to business processes
and working with trade union representatives via safety forums. "

=
o

1.17 We also focus on ensuring the safety of the public. During the last year we have undertaken §
over 4,600 educational sessions with around 70,000 school children and delivered safety =
literature to around 500,000 people, targeting those individuals who could be exposed to higher 3
risks as a result of their work or social activities.

1.18 We have worked cooperatively with the Health and Safety Executive to ensure that our practices 56
and policies continue to be compliant with health and safety legislation, but also to seek out and EQ
apply best practice in the management of safety. 2R

©f

Reliability

1.19 We have continued to maintain equipment, replace poor condition assets, provide additional 2
network capacity and undertake tree clearance to ensure that we prevent power cuts. We have § %
also installed remotely controlled equipment that allows us to speed up the restoration of =
supplies. o)

1.20 Our network performance continues to improve. During 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 é
31% reduction in the number of power cuts and a 49% reduction in the average duration of 5
power cuts. We will continue to work to ensure that this performance is sustained over RIIO- L%
ED1.

1.21 We have committed to reducing the number of customers off supply for more than 12 hours by _
20% over the course of RIIO-ED1. WPD recognises the inconvenience of long duration power @
cuts so we have decided to go beyond this original target. As a result, we have reduced the §
number of customers off supply for more than 12 hours (with exemptions applied) from 10,748 )
in 2012/13 to 35 in 2016/17; almost a 100% improvement.
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1.22 Ofgem defines worst served customers as those that have had more than 12 higher voltage 5 ¢
interruptions over a three year period. During RIIO-ED1, we will be carrying out projects to
reduce the number of customerswhoarec | assi fied as O6worst served?
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 9,844 customers.

1.23 As well as routine tree clearance to maintain safety clearance distances, we have a resilience 5
programme to clear trees that could fall into overhead lines during storms. For RIIO-ED1 we 2
have increased the volume of resilience tree cutting and have completed the proposed work K
volumes for 2016/17. E

1.24 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 z
course of RIIO-ED1. We have completed 36% of the eight year work programme for pluvial and s
fluvial flood risks.

1.25 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 @lack Starté This work =
involves increasing the resilience of battery systems. We are on track with our work %
programmes for both protection and SCADA batteries. %

o

Environment

1.26 The WPD RIIO-ED1 Business Plan split environmental outputs into those that support the =
increase of | ow carbon technology and those thattr

o

1.27 The energy sector is changing as a result of developments such as the growth of intermittent =
generation and new technologies connecting to the distribution network. Our innovation .
programme is a major driver in assisting us to develop the flexibility needed to adapt to
changing customer requirements. @

o

1.28 During 2016/17 we had 25 active innovation projects. These projects aim to ensure that we §
operate the network as efficiently as possible and support our transition from the passive role of 5
Distribution Network Operator to an active role as Distribution System Operator T using ©
innovative solutions to defer costly network reinforcement.

=

1.29 One of the main outcomes of our innovation programme to date is the introduction of alternative g %
connections, which are being utilised to accommodate more generation onto the network and g
provide lower cost solutions for connection customers. 5 §

1.30 Low carbon technology (LCT) includes distributed generation (such as solar panels) the use of
electricity for transport (electric vehicles) and alternative heating (heat pumps). Increased use "
of LCT, especially in the same local area can lead to a requirement to provide more network =6
capacity. We have used socio-economic data to predict where such clustering may take place. S8
This allows us to install larger capacity assets when we carry out standard work on the network "=
in order to cater for future LCT growth. The volume of projects where this has been applied is o
currently low, but has increased since the introduction of new processes in 2015/16.

131 The i mpact of WPD&6s activities on the envir onmen%
carbon footprint. We have committed to reducing our carbon footprint by 5% over the course of S
RIIO-ED1. After establishing this target in 2012/13, our business carbon footprint increased 2
during the remainder of the previous price control. Since the start of RIIO-ED1 we have seen i
improvements and have achieved a 4% reduction in our business carbon footprint in
comparison to 2012/13.

>

1.32 We are also focused on reducing dechnical network lossesé(the losses associated with power g
flowing through the network). Annual review of our Losses Strategy ensures that we 3
continuously seek new ways to minimise losses. During 2016/17 losses reduction activities ©
included the proactive replacement of assets with poor losses performance, discontinuing
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smaller assets which result in higher losses and engaging with stakeholders to gauge feedback S
on our approach.

1.33 We have committed to improving visual amenity in National Parks and Areas of Outstanding
Natural Beauty by replacing 55km of overhead lines with underground cables over the course of
RIIO-ED1. We were close to achieving our in year target having completed schemes totalling
13.59km across the licence areas.

Connections

Introduction

1.34 As of 1 April 2015 Ofgem introduced a new incentive to drive DNOs to provide a faster
connection service for small scale connection projects. 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 16 categories of the Ofgem incentive.

Safety

1.35 WPD engages extensively with connection stakeholders to ensure that the services we deliver
meet their needs. Our connection engagement activities are explained within our submission for
Of gembs I ncentive for ICBlhnections Engagement (

1.36 As aresult of our engagement with over 4,700 connection stakeholders during 2016/17, we
have amended processes and procedures and developed a forward looking plan that builds
upon the improvements already made.

Reliability

1.37 We try hard to meet the needs of connection customers and as a result we score highly in
customer satisfaction surveys. In 2016/17 customers rated the four WPD licence areas within
the top five places in the sectionof Of gemdés Broad Measure of Cust ome
that focusses on Connections.

EnvironThent

1.38 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. We achieved this target
for the first time in 2016/17 and will work to continue to achieve this for the remainder of RIIO-
ED1.

Connections

1.39 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 three trial processes for contestable work covering self-determined points of connection,
self-approved designs and HV connections completed by the ICP. We have seen an increased
take up of these processes during 2016/17.

Customer
Satisfaction

Customer satisfaction

1.40 During 2016/17 we have maintained our excellent levels of customer service.

141 WPDés four | i cenc etopdourscares fa averall eustenter satisfaction derived
from an amalgamation of the three el ements of
Satisfaction (supply interruptions, connections and general enquiries).

O
Bocial

ORligations

1.42 We engaged with a range of stakeholders through a variety of events including four Customer
Panels (chaired by our CEO) and six annual stakeholder workshops. Engagement assisted us
to understand and refine our service delivery in line with customer need.

Expenditure

1.43 We have maintained our fast telephone response times answering calls in 1.66 seconds on
average, beating our RIIO-ED1 target of two seconds.

1.44 For calls related to power cuts, we introduced a process to provide an estimated time of
restoration for all faults, regularly updating customer information with updates from field staff. In
addition, we called back 99.85% of customers who had been in contact about a fault, proactively

Glossary
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texted over 658,000 customers during HV power cuts and introduced new online options for 5
customers looking for information about faults.

1.45 We have achieved our eight year target for RIIO-ED1 in relation to complaints, resolving 84% of
complaints within one day, against a target of 70%.

Social obligations

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

Introduction

1.47 We have continued to work with a range of expert partners during 2016/17 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 11 new PSR referral networks during 2016/17, taking the total to
34.

Safety

1.48 The details of vulnerable customers are held on our Priority Service Register (PSR), which has
historically been populated by data from suppliers. 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. We now have the equivalent of 25 people dedicated to contacting vulnerable
customers to ensure that we can meet our commitment of making contact with them at least
every two years. During 2016/17, we contacted 691,499 PSR customers.

Reliability

1.49 To help customers during power cuts we have developed crisis packs that we provide to
vulnerable customers free of charge. During 2016/17, we distributed 2,500 crisis packs (against
our target of issuing 10,000 packs during RIIO-ED1).

Environment

1.50 Our fuel poverty d?ower-upbprojects have been expanded to cover all four licence areas. dPower
Upbhas supported 7,205 customers to save them £1.4 million over 2016/17.

Expenditure

1.51 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.

Connections

1.52 In 2016/17, WPD expenditure was 7% higher than Totex allowances for costs within the price
control. Whilst our expenditure is currently ahead of plan we forecast that we will end up with
costs that are within our overall allowance for the eight-year RIIO-ED1 period.

Customer
Satisfaction

1.53 Spend on load related capex (expenditure incurred in providing additional capacity on the
network) was lower than forecast as a result of reduced spend on general reinforcement.
However spend on network reinforcement required for new connections was around three times
higher than forecast.

1.54 Spend on non-load related capex (of which two thirds is on the replacement and refurbishment
of poor condition assets), was 1% higher than forecast.

Social
Obligations

1.55 Spend on network operating costs (including inspections, repair and maintenance, faults and
tree cutting) was higher than forecast. Variations in forecast are related to increased spend on
fault management (driving our excellent performance on 12 hour failures) and the costs of tree
clearance contractors, which have been higher than forecast.

Expenditure

1.56 Non-operational capex includes the purchase of new IT systems, property, vehicles, and small
tools and equipment. Expenditure was lower than forecast, the main variation being due to the
timing of IT system refreshes.

1.57 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 i such as network design and planning) was 16%
higher than forecast, reflecting increases in levels of connection work.

Glossary
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1.58 Business support (including Human Resources, Finance and Regulation) costs have been 14% 5 ¢
lower than forecast.

1.59 Other costs within the price control include atypical activity costs. Costs within this area in
2016/17 included a pre-payment into one of the pension schemes, expenditure on innovation
projects and settlement of an increased volume of claims for apparatus (wood poles) in gardens.

1.60 Costs outside the price control mechanism were higher than forecast as a result of expenditure
against the established deficit element of the pension pre-payment.

Introduction

Safety

Reliability

Environment
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Social
Obligations
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Performance summary of all 76 outputs

Safety

Meeting health and safety law

1 No improvement notices, prohibition notices No improvement notices were issued or prosecutions
and prosecutions from the Health and Safety made relating to the current price control period during
Executive.* 2016/17.

We have appealed an HSE prohibition notice and will
provide details of the outcome at the end of the appeals
process.

We continue to work with the HSE in relation to the
investigation of the death of a member of staff as a
result of an accident at work in January 2017.

2 Complete work programmes to meet the We have completed the programme for clearance
Electricity, Safety, Quality and Continuity distances to structures for West Midlands, East
Regulations (ESQCR) 2002. ESQCR requires | Midlands and South Wales. We have completed 83% of
that overhead lines are a safe distance from the South West programme, and have agreed to carry
either structures or the ground. out the remaining work by March 2018.

We have completed 100% of the work scheduled for
2016/17 relating to the required ground clearance
distances.

3 | Complete inspection and maintenance We completed the majority of work scheduled for
programmes every year. completion during the year. A small number of tasks

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

Reducing accidents

the public, contractors or our own staff to make
sure that learning points are quickly
understood and communicated.**

4 | Reduce our overall rate for the frequency of Our accident rate in 2016/17 is better than the 10%
accidents by 10%.* improvement target set for the whole of RIIO-ED1.

5 Continuetopl ay an active p|Events designed around t he
6Powering | mprovement g Improvement 6 t hemes t odk ingubirgc €
to lead to improved safety performance. 6Managing Occupati amal 6k

Management 6.

6 | Work with our trade unions to improve safety We carried out further work to reinforce the principles of
performance, including the use of more behavioural safety following training delivered in
6Behavioural Safetyd i|l2015/16. New initiatives were raised by staff and trade

union representatives.

7 Investigate all accidents involving members of | We investigated all 133 incidents that happened during

the year (62 staff accidents, 56 contractor accidents and
15 significant incidents involving the public).

8

Improve security measures at 50 substation
sites to reduce the number of repeat
break-ins.*

Substation security

We upgraded security measures at 11 sites that have
had repeat break-ins. We introduced temporary extra
security at four sites where projects are being carried
out.

Educating the public

safety around electrical apparatus and send
more than 500,000 copies of this literature to
targeted landowners, businesses or leisure
operators.*

9 | Organise and run over 1,000 educational So far in RIIO-ED1, we have delivered a total of 5,748
sessions to provide safety information to over educational sessions to 139,586 schoolchildren.
400,000 school children.*

10 | Continue to publish literature on maintaining To date in RIIO-ED1, we have issued 886,311 safety

leaflets, or made these available through social media,
to targeted groups.

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

Network performance

11 | Improve network performance by the end of
RIIO-ED1 so that, on average, customers will
have 16% fewer power cuts and have their
electricity supplies restored 23% quicker. *

Customer interruptions have reduced by 31% and
customer minutes lost have reduced by 49% from the
underlying performance benchmark calculated for
2011/12.

12 | Make sure that at least 85% of customers have
their power restored within an hour of a high
voltage fault happening.**

89.21% of customers had their power restored within
one hour of a high voltage fault.

13 | Reduce by 20% the number of customers
experiencing a power cut which lasts for 12
hours or more.*

Guaranteed Standards of Performance (GSOPSs)

The number of customers without electricity for more
than 12 hours (where the GSOP applied) fell to 35, an
improvement of over 99% 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 15 customers of planned
interruptions to their electricity supply.

Worst served customers
15 | Reduce by 20% the number of customers
classified as worst served.*

Reliability

To date, projects to reduce the number of worst served
customers have been put in place for 9,844 customers.
Our target for the whole of RIIO-ED1 was 6,812
customers.

ng our network more resilient

Apply flood defences to 75 substations,
reducing the risk of both damage to equipment
and power cuts due to flooding.*

Environment

To date, we have installed flood defences at 27
substations. We have carried out data analysis and site
surveys at a further 97 substations.

17 | Speed up the programme of tree clearance
(specifically related to storm resilience) by
40%, with the aim of clearing 700km of
overhead lines per year (delivering the
programme five years earlier than suggested
by Government guidelines).*

We met the revised targets (related to storm resilience)
for clearing trees from overhead lines, clearing trees
from 770km of overhead lines in 2016/17.

18 | Improve substation battery life to last for 72
hours if there is a major, network-wide power
loss.*

Protection batteries - 35% of eight-year programme
complete. Protection batteries - 35% of eight-year
programme complete.

SCADA batteries - 25% of eight-year programme
complete.

Telecommunications sites - 79% 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
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Environment

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

19 | Improve by 20% the time taken to provide a
response to customers who want to use
LCTs.*

We have introduced new processes to allow us to report
on LCT response times from 2017/18 onwards.

20 | Identify LCT hotspots using information from
smart meters, expert organisations and local
authorities, and use this information when
making decisions.

Information on the location of LCT hotspots has been
added to our systems.

21 | Selectively replace assets using larger assets
in areas where more LCTs may be connected
to our network.

We carried out 34 asset replacement projects, using
larger assets, as a result of using information about LCT
hotspots.

22 | Reduce costs for future customers by
developing smart solutions to provide
alternative and innovative techniques for
managing our network.

We had 25 innovation projects in progress during the
year.

23 | Provide additional network capacity by using
traditi onaeméthodsr 6smart @

We reached agreement with stakeholders to speed up
the roll-out of active network management zones to
allow for alternative connections. We issued 126
alternative connection quotations and connected 17

sites.

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

Reduce technical network losses

We installed 30 oversized transformers.

25 | Use larger cables when installing new network
in LCT hotspots.

We installed 337 metres of larger cable in LCT hotspots.

26 | Make sure all replacement vehicles have lower
CO; emissions than those they are replacing.

Reduce the carbon footprint of the business

We have procurement processes in place to make sure
that replacement vehicles have lower emissions. We
are trialling the use of alternative fuels in work vehicles.

27 | Make sure all new or substantially refurbished

buil dings meet, as a n
standard under the Building Research
Establishment Environmental Assessment
Method (BREEAM).**

No new builds or refurbishments were assessed in
2016/17.

28 | Reduce the amount of waste sent to landfill by
20% over the first two years of RIIO-ED1 and
5% per year after this.

We have achieved a reduction of over 20% in the
amount of waste sent to landfill over the first two years
of RIIO-ED1 and are on track to achieve our ongoing
targets.

29 | Reduce our carbon footprint by 5%.*

Our business carbon footprint has reduced by 4% since
2012/13. We have beaten our in-year target.

30 | Reduce by 75% the amount of oil lost through
leaks from oil-filled cables.*

Reduce the environmental risk of leaks from equipment

To date, the amount of oil lost from oil-filled cables has
reduced by 61% from our benchmark performance.

31 | Reduce by 17% the amount of SF6 gas that is
lost from switchgear.*

The amount of SF6 gas lost as a percentage of the total
amount of SF6 used on our network has reduced from
0.59% in 2015/2016 to 0.31% in 2016/17. This means
that we have achieved our in-year target.

32 | Installeffect i ve oi |l contain

We have completed work on 94 bunds so far in RIIO-

plant containing high volumes of oil.*

ED1 - this includes both new and refurbished bunds.

Improve the appearance in National Parks and
33 | Replace 55km of overhead lines in National

Areas of Outstanding Natural Beauty (AONBS)
To date during RIIO-ED1, we have replaced 13.59km of

Parks and AONBs with underground cables.*

overhead lines with underground cables.

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

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

Provrde a faster and more efficient connections service

Improve the overall time taken to deliver a We achieved Of gembs a get

connection by 20%.* 6ti me to connect o for VS S
connections) and LVSSB customers (two to four
domestic connections and single small commercial
connection projects).

35 | Provide excellent customer service so that We are the top-performing DNO for the Connections
customers continue to rank us as the top- CustomerSur vey in Of gemds Br o0:
performing DNO group in customer satisfaction | Customer Satisfaction, scoring an average of 8.73 out
surveys.** of 10 across our four licence areas.

36 | Carry out surveys with distributed generation We achieved a score of 8.74 out of 10 for distributed

customers to find out if they are satisfied with
our service and identify where we could
improve.

generation customer satisfaction surveys. We have
specified a range of improvements within our work plan
for the Incentive on Connections Engagement (ICE).

Improve communication with customers

Develop and improve the way we process
online connection applications and make it
easier for customers to track the progress of
their application online.

We have made amendments to our online connections
information in line with stakeholder requirements.
These have been published in our ICE work plan.

38

Make sure that the information we provide in

documents and online is effective.

We achieved a satisfaction score of 8.73 out of 10 from
customers using our online application service.

Enhance Enhance engagement with major customers

Host Osurgeriesd every
connection customers to understand our
processes.

22 customers attended surgeries across our four licence
areas and we supported a further six customers through
phone calls or individual meetings.

Work with major customers to identify where
our processes can be improved and quickly
put in place any changes.

We engaged with over 4,700 stakeholders through
events and over 2,000 through customer satisfaction
surveys. The actions in our ICE work plan are based on
suggestions we received from these events and
surveys.

Guaranteed Standards of Performance

Aim to achieve no failures of the connection
GSOPs.**

There were no failures against the connection
Guaranteed Standards of Performance during 2016/17.

Further developing a competitive market

Improve customer awareness of other
connection providers and regularly check that
customers understand the options available to
them.

We carry out a yearly survey to measure customer
awareness of other providers. The 2016/17 survey
showed that 82% of customers who had a new
connection were aware of other providers. This was an
increase from 2015/16, when this figure was 77%.

Work with other connection providers to extend
the type of work they can carry out, including
high voltage and reinforcement work.

Trials are underway to extend the work that our
competitors can carry out to include HV work. We are
using feedback from stakeholders to improve our

Introduction

Safety

Reliability

Environment

Connections

Customer
Satisfaction

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
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Customer Satisfaction

Customer service

44 | Continue to be the top-performing DNO group | We achieved the top four scores for overall customer
across all elements of the Broad Measure of satisfaction across all of the DNOs. This overall rating
Customer Satisfaction.** combines results of the three surveys for supply

interruptions, connections and general enquiries.

45 | Maintain certification to show that we meetthe | We wer e awarded 6Compl i anc

Customer Service Excellence standard.**

57 standards. This meant that, for the second year
running, we were the highest-scoring organisation out of
all those accredited.

Telephone response

46 | Respond to phone calls quickly, answering Our average response time for customer calls was 1.66
them within two seconds.** seconds.

47 | Limit the number of calls that are abandoned Only 0.19% of calls were abandoned.
before we can answer them to less than 1%.**

48 | 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

contact centre.

always provided with the option to talk to a member of
staff.

O
o
|

Reliability

munication with customers

49 | Provide a restoration time for every power All power cuts have an estimated restoration time which
cut.** is updated as further information is provided by field
teams.
50 | Call back all customers who have been in We called back 99.8% of customers who contacted us
contact about a fault.** about a fault.
51 | Contact customers within two days of receiving | We contacted 99.7% of customers who contacted us
an enquiry which was not about a fault.** with an enquiry which was not about a fault within two
days.
52 |Provi dleemacnrd &6 mes s agi n( Weprovided on-demand messaging through text and
and social media for customers who want to be | social media and we added LinkedIn to our
kept informed in other ways, rather than a communication methods in 2016/17. We sent 658,107
phone call. text messages during high voltage power cuts.
53 | Develop6ssltr viced opti ong Wehosted 24,537 webchat conversations, our app for

find information online.

reporting power cuts was downloaded 4,823 times and
we introduced new storm bulletins for customers who
registered for updates.

5
<
2

ving stakeholders

54 | Continue to host a customer panel where our Our CEO met with the customer panel four times during
CEO will meet with our expert stakeholders the year.
four times a year.

55 | Continue to host at least six stakeholder We hosted six general sessions, attended by 270
workshops each year. stakeholders across our licence areas.

56 | Continue to produce a stakeholder report This yearly Business Plan Commitments report and the

every year providing an update on the actions
we have taken as a result of stakeholder

involvement.

separate summary report replace the stakeholder
report.

Complaints
57 | Resolve at least 70% of complaints within one | We resolved 84% of complaints within one day.

day.**
58 | Continue to have a target of no complaints One complaint was referred to the Ombudsman.

where the Ombudsman has to get involved.** Following an investigation, the Ombudsman found in

our favour.

Guaranteed Standards of Performance awareness
59 |[Continue to sfemdLi ieddWe i ssued O6Power for Lifef0

publication to all 7.8 million customers and

make sure it promotes the GSOPs.**

September 2016. It included information on 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
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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
understanding of the needs of vulnerable were accredited with the British Standards Institute
customers. (standard BS18477), which specifies requirements for

responding to vulnerable customers.

61 | Train staff to recognise the signs of We provided specialist training to Priority Service

vulnerability.

Register (PSR) teams and contact centre staff. We
completed training for field staff on supporting
vulnerable customers in three of the four licence areas.

Improving the data held on the priority service register

62 | Contact vulnerable customers at least once We contacted 691,499 PSR customers during 2016/17.
every two years to check the details we hold
on the Priority Service Register.

63 | Improve the quality of Priority Service Register | We developed new methods for referring people to the
data by working with other agencies and | Priority Service Register, with a focus on direct sign-
sharing information. ups. We standardised and simplified methods across

our 34 referral networks.
64 | Co-ordinate meetings with suppliers to agree We agreed27new6 c o mmon needs cod

criteria for vulnerability.

across the industry.

Improving the services provided for vulnerable customers

65 | Raise awareness of the Priority Service We worked with a range of organisations, including
Register. water utilities and gas distribution networks, to raise

awareness of the PSR.

66 | Make 10,000 crisis packs available.* To date, we have issued 3,580 crisis packs over the
RIIO-ED1 period. We have a new process for field staff
to issue packs.

67 | Contact all customers who depend on a power | During power cuts we prioritise contacting customers
supply for medical reasons every three hours who depend on a power supply for medical reasons.
during power cuts.** We made 115,747 calls to PSR customers (including

those who depend on a power supply for medical
reasons) during power cuts.

68 | Continue to provide practical support through We provided British Red Cross support during 23
the British Red Cross and other organisations prolonged power cuts. This was an increase from
as appropriate. 2015/16 as a result of training field staff on the support

which is available to vulnerable customers.

69 | Ask for feedback from vulnerable customers We achieved customer satisfaction ratings of 9.13 out of
about our service. 10 from customers on the PSR who had received a

routine call to check their personal details, and 9 out of
10 for those referred for advice on fuel poverty.
70 | Develop ways of sharing information with local | We worked with 19 forums across our four licence

resilience forums.

areas. We launched a new £10,000 fund through local
resilience forums to support businesses to plan for
power cuts.

Reducing fuel poverty by supporting customers to access help

71 | Build a database of regional agencies we can There are fuel poverty projects in all our areas, working

refer customers to for help. with a network of support agencies. During 2016/17, we
organised best practice events with all our partners to
share learning.

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 We havePofweur Upod fuel pove
campaigns, and co-ordinate with partners to support customers who are facing fuel poverty. We
provide customers with help. supported 7,205 customers to save £1.4million a year.

74 | Provide fuel poverty training to our staff who We provided field staff and staff in our contact centre

have contact with members of the public.

with customised fuel poverty training. We completed
vulnerable customer training for field staff in three of the
four licence areas.
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75 | Use data analysis to help identify areas with a | In 2017 we used data on social factors such as benefit 5 ¢

high concentration of vulnerable households. claims and long-term disability (collected from 41 =
different data sources) to target our projects to areas T §
with the greatest need.
76 | Develop local outreach services. OAf fordabl e Warmt hdé scheme
across all four licence areas. We created a Local Action
fund to identify new ways to tackle fuel poverty and -
vulnerability. We helped 4,595 customers to save g
£1.7million. S
3
* Targets are for the full eight year RIIO-ED1 period, not for a discrete year 3&"
** Target to be achieved each year of RIIO-ED1 -
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. S () z\
2 Introduction £Z8
g8 E
G i@
Who we are and what we do
2.1 WPD is a Distribution Network Operator (DNO) and distributes electricity to 7.8 million =
customers across the Midlands, South Wales and the South West. Our role is to:
1 operate our network assets to Okeep the 1 S
1 maintain our assets so that they are in a condition to remain reliable;
9 fix our assets if they get damaged or if they are faulty; and
1 upgrade the existing networks or build new ones to provide additional electricity
supplies or capacity to existing and new customers. z
3
(P
I .
= 5
©
T
Keep the lights on Maintain equipment Fix the network  Connect customers e
by operating our sothat the network is if equipment gets by upagrading existing
network assets in a condition to damaged oris faulty netwarks or building _
effectively remain reliable new ones o
2.2 All of these tasks are carried out with the highest regard for the safety of members of the public, ’g
contractors and our own staff. w
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), 5
switches (to turn on, off or to alter the routing of electricity) and service connections (which take S
the electricity i normovideduhe tconneotian sf@engrati@ni s e s £
o
O
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. 5 o
5§38
I2R%
33
%]
n
] 1 =
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2.5 The WPD network currently comprises: 5L
GSE
Qo
seE
West East South South LU
Asset Type Units | Midlands Midlands Wales West WPD Total
Overhead Lines km 23,000 21,000 18,000 28,000 90,000
Underground Cable km 41,000 52,000 18,000 23,000 134,000 =
Transformers each 50,000 44,000 41,000 53,000 187,000
Switchgear each 84,000 97,000 36,000 79,000 296,000 5
Poles each 364,000 284,000 286,000 440,000 1,375,000 =
Towers (Pylons) each 4,000 5,000 2,000 4,000 15,000
Customer Numbers each 2,470,000 2,631,000 1,128,000 1,601,000 7,830,000
Licenced Area km® 13,300 16,000 11,800 14,400 55,500
2.6 Our network is the largest in the UK, covering every kind of geography and demography from 5
densely populated residential areas to widely dispersed rural communities. &
2.7 We provide power to large cities such as Birmingham, Bristol, Cardiff and Nottingham, farming
communities in counties across the Midlands, South Wales and South West and remote areas
such as the Isles of Scilly. >
E
©
T
o
c
(]
£
=
=
=
Lincoln LICJ
Stoke-on-Trent Retingen ERE
EAST MIDLANDS
Shrewsbury g
Birmingham Coventry o
WEST MIDLANDS Milton Keynes ]
West Wales e E
SOUTH WALES ~ Sloucester 8
Swansea
. =
o o
EQ
Somerset 9 JE
SOUTH WEST 22
S8
Bodmin  Plymouth
(%2}
=
=
o ®
2.8 Our teams are based in local offices where they take responsibility for local issues, deliver local 3 %”
work programmes and respond quickly to local power cuts. o
2.9 At WPD we try to get whatever we are delivering right first time. To encourage this we stress
that all employees should: 9-;
§
i take personal responsibility; ]
i follow the problem through until the end; a
1 work with others to find a solution;
1 keep the customer informed; and
i follow our Golden Rule i treat customers the way you would like to be treated. >
©
(2]
2.10 We continue to look for and make use of innovative techniques and encourage creativity so that S
we carry out all of our work in an effective and efficient manner. This helps to ensure value for ©
money for our customers and stakeholders and a fair return for our shareholders.
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2.11 Although we are facilitating competition in some of the services we provide (such as new
connections) we are a natural monopoly within the geographic area we serve. We are,
therefore, regulated by the Office of Gas and Electricity Markets (Ofgem).

Snapshot
Executive
Summary

2.12 Ofgem issues licences to DNOs that set out the obligations and responsibilities of the
companies and also determines the revenues they are allowed to earn each year. WPD has
four licences covering the four geographic areas of the West Midlands, East Midlands, South c
Wales and the South West.

2.13 Periodically, Ofgem scrutinises the Business Plans of DNOs through a price control regime.
This determines how much DNOs are allowed to charge in total per year for network investment,
operating costs and allowed returns.

2.14 This charge, known as the Distribution Use of System charge (DU0S), is payable by the 2
electricity suppliers who, in turn, incorporate it into electricity charges to customers. &
2.15 Our costs account for around 16% of the make-upofanaver age domestic customer
percentage is based upon the latest Ofgem statistics that show distribution costs (publication
Household Energy Bills Explained, January 2013). More recent data published by Ofgem and >
suppliers shows total network costs rather than separating transmission and distribution. =
©
E’
Make-up of the customer bill
(source: Ofgem Household Energy Bills Explainedan 2013) -
=
(]
6% % £
=
2
Suppliers w
m Distribution
Transmission 5
o =
58% ® Environment “é
=
Other Costs S
VAT
. =
o o
=
2 &
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WP D 6R3IO-ED1 Business Plan

2.16 The WPD RIIO-ED1 Business Plan was developed during 2012/13, looking forward ten years to
March 2023. It sought to balance the needs of current customers (network performance,
customer service and social obligations) with the needs of future customers (long term reliability
and environmental issues), leading to an investment programme based upon efficient costs and
refined through thorough stakeholder engagement.

Snapshot
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Summary

217 Of gem assessed all the licenseesd business pla
extensive benchmarking analysis. As part of the assessment process Ofgem had the facility to
award fast track status to Business Plans that were well-justified.

2.18 WPD is very proud of being the only DNO to be awarded fast track status. The business plan

>
was fast-tracked by Ofgem in February 2014, being accepted in full. The plan can be found on £
our website: @
www.westernpower.co.uk/About-us/Stakeholder-information/Our-Future-Business-Plan.aspx
2.19 The Business Plan specifies the investment proposals, the expenditure and how this will benefit :?
customers and stakeholders. e
E
Forecast expenditure
2.20 Inthe RIIO-ED1 Business Plan, WPD proposed an overall 8-year expenditure of £9.2bn of é
which £7.1bn was covered by Totex. The remaining £2.1bn covers costs that are outside the 5
controlofWPDandé passed throughdé to the charges we ma<e'§t
L

2.21 Progress against this forecast is shown in the expenditure section of this report.

2
o
Outputs (commitments) 2
=
2.22 The business plan specified outputs in six main categories. 8
1 Safety c
1 Reliability g %
1 Environment 28
1 Connections 3%
f  Customer Satisfaction @
1 Social Obligations

2.23 For some outputs there are specific regulatory targets. For others, the business plan stated a
voluntary improvement target or described the service that was to be provided.

Social
Obligations

2.24 The performance against these targets and the progress made in developing enhanced or new
services is described within this document.

Expenditure

Glossary
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http://www.westernpower.co.uk/About-us/Stakeholder-information/Our-Future-Business-Plan.aspx

Developing our approach to reporting
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Ofgem guidance

2.25 The requirement for the Business Plan Commitment Reporting is defined within Standard
Licence Condition 50. The guidance requires an annual report to be published each year on or
before the 31 October which provides information on performance against business plan
commitments.

2.26 The guidance does not specify the format, structure or contents of the report, but instead
requires DNOs to shape the report to the requirements of stakeholders.

Stakeholder engagement >
T
2.27 As part of our Stakeholder Engagement Strategy we hold an annual round of general 7
stakeholder workshops which provides the opportunity to introduce key topics to a range of
stakeholders and gain feedback on our approach.
>
2.28 As aresult of the feedback gained from our 2015/16 workshops we adopted a three tier %
approach to Business Plan commitments reporting, producing: <
()
o
1 aone page performance summary;
1 asummary report of around 20 pages providing an overview of performance in key
areas for interested stakeholders; and <
1 acomprehensive report for expert stakeholders providing detailed performance £
information. =
>
=
2.29 Stakeholders also identified the commitments that they considered should be prioritised for .
inclusion within our summary report.
2
2.30 We used our 2016/17 workshops to ask stakeholders their opinion on our first year of reporting %
on our Business Plan Commitments. Stakeholders provided positive feedback and use of o
electronic voting identified that the format of reporting should be broadly similar to 2015/16. We 5
have taken feedback into account and made the following changes. ©
1 We have enhanced the _ <
existing expenditure gn d i e q ok
(8]
information that we provide by eah iy ar}”“‘i‘ e orrdnance reportfan es
including a high level see how we've improved our service for 3 ﬁ

summary of our forecasted customers. Bit.ly/2gUU5sL
investment for each licence
area over the RIIO-ED1
period.

1 We have simplified some of
the detailed explanation of
technical elements.

1 We have submitted our
summary report to the Plain

Social
Obligations

English Campaign in order to %
achieve the &rystal Markdofor i
use of plain English. <
1 We have enhanced our (i

reporting webpage to ensure

that information is as

accessible as possible for stakeholders. =
]
2.31 We promoted our 2015/16 report via social media, achieving a reach of 218,000 stakeholders g

through Facebook and Twitter.
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2.32 In addition we posted a short survey online asking stakeholders to provide feedback on the
reports. We used the feedback from our workshops and the survey to shape the 2016/17
report.
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Other considerations

2.33 In addition to the input provided from our stakeholder workshops the following references have
been used to shape our approach to reporting.

T Citizens Advice document 6éBeginning to see
content of consumer and stakeholder reports published under the RIIO framework.

www.citizensadvice.org.uk/Global/CitizensAdvice/Energy/Beginning%20to%20see%20the% 2
20light%20-%20reporting%20paper.pdf 5
19T The outcome of Ofgemds Consumer First Panel p.u
focused on consumer views on the approach to DNO performance reporting.
>
www.ofgem.gov.uk/system/files/docs/2016/05/15-035666- =
01 ofgem consumer panel wave 2 dno 290416 final O.pdf ?—“j
o
T The views of WPDO6s Customer Panel
c
(]
£
=
=
2
L
(%]
=
o
g
=
=
o
&}
=
@ 9
EQ
2
0n un
S =
S5

Social
Obligations
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Useful links

1 WP D &816/17 submissions for the Incentive on Connections Engagement.

https://www.westernpower.co.uk/Connections/ICE.aspx

1 Competition in Connections Code of Practice.

www.westernpower.co.uk/docs/connections/competition-in-
connections/CiCCoP_final January2017.aspx

1T WPD6s Competition in. Connections webpage

www.westernpower.co.uk/Connections/Competition-in-Connections.aspx

1 WP D &816/17 submissions for the Stakeholder Engagement and Customer
Vulnerability Incentive.

www.westernpower.co.uk/About-us/Stakeholder-information/Stakeholder-Reports.aspx

1 WP D é&avironment Report.

www.westernpower.co.uk/About-us/Our-Business/Environment.aspx

1 WP D @817 Losses Strategy.

www.westernpower.co.uk/docs/Innovation-and-Low-Carbon/Losses-strategy/WPD-Losses-

Strateqy-Report-2017.aspx

1 WP D @817 Innovation Strategy.

www.westernpower.co.uk/About-us/Innovation-Low-Carbon/Our-Innovation-Strategy.aspx

1T WP D &RH0-ED1 Business Plan.

www.westernpower.co.uk/About-us/Stakeholder-information/Our-Future-Business-
Plan.aspx

T Link to WPDO6s wentbed Stgndardé af PerfdBiaace.

www.westernpower.co.uk/About-us/Our-Business/customer-service/Guaranteed-
Standards.aspx

9 Link to our video guides for Community Energy Schemes.

www.westernpower.co.uk/Connections/Generation/Community-Energy-
Schemes/Community-Energy/Guides-and-Information.aspx
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3 Safety

3.1 Safety is fundamental to everything we do.
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3.2 WPD has committed to a range of outputs to improve overall safety performance. These aim to

minimise the safety risks to staff, contractors and members of the public. 5
@)
=

3.3 The safety outputs are in four themes. 3
=
1 Compliance with health and safety law.
1 Reducing accidents.
I Substation security and theft of equipment.
1 Educating the public. :
Regulatory framework:
3.4 There are no Ofgem incentives for safety because the primary requirement from Ofgem is

compliance with the requirements set out in legislation and enforced by the Health and Safety =

Executive (HSE). =
S
o
c
(]
=
=
e
2
L
(%2}
=
o
g
=
=
o
O

. =
o o
E T
8 &
ZR%
33

7]
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Overview of safety outputs

1 No improvement notices, prohibition notices No improvement notices were issued or prosecutions
and prosecutions from the Health and Safety made relating to the current price control period during
Executive.* 2016/17.

We have appealed an HSE prohibition notice and will
provide details of the outcome at the end of the appeals
process.

We continue to work with the HSE in relation to the
investigation of the death of a member of staff as a
result of an accident at work in January 2017.

2 Complete work programmes to meet the We have completed the programme for clearance
Electricity, Safety, Quality and Continuity distances to structures for West Midlands, East
Regulations (ESQCR) 2002. ESQCR requires | Midlands and South Wales. We have completed 83% of
that overhead lines are a safe distance from the South West programme, and have agreed to carry
either structures or the ground. out the remaining work by March 2018.

We have completed 100% of the work scheduled for
2016/17 relating to the required ground clearance
distances.

3 Complete inspection and maintenance We completed the majority of work scheduled for
programmes every year. completion during the year. A small number of tasks

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

Reducing accidents

the public, contractors or our own staff to make
sure that learning points are quickly
understood and communicated.**

4 Reduce our overall rate for the frequency of Our accident rate in 2016/17 is better than the 10%
accidents by 10%.* improvement target set for the whole of RIIO-ED1.

5) Continuet o pl ay an active|Events designed around the
6Powering | mprovement d Improvement 6 t hemes t odk ingubirgc €
to lead to improved safety performance. 6Managing Occupatibnardd I4dA

Management 6.

6 | Work with our trade unions to improve safety We carried out further work to reinforce the principles of
performance, including the use of more behavioural safety following training delivered in
6Behavioural Safetyd i|l2015/16. New initiatives were raised by staff and trade

union representatives.

7 Investigate all accidents involving members of | We investigated all 133 incidents that happened during

the year (62 staff accidents, 56 contractor accidents and
15 significant incidents involving the public).

8

Substation security

Improve security measures at 50 substation
sites to reduce the number of repeat
break-ins.*

Customer
Satisfaction

We upgraded security measures at 11 sites that have
had repeat break-ins. We introduced temporary extra
security at four sites where projects are being carried
out.

Educating the public

safety around electrical apparatus and send
more than 500,000 copies of this literature to
targeted landowners, businesses or leisure
operators.*

9 | Organise and run over 1,000 educational So far in RIIO-ED1 we have delivered a total of 5,748
sessions to provide safety information to over educational sessions to 139,586 schoolchildren.
400,000 school children.*

10 | Continue to publish literature on maintaining To date in RIIO-ED1, we have issued 886,311 safety

leaflets, or made these available through social media,
to targeted groups.

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

Output (1) No improvement notices, prohibition notices and prosecutions

\

from the Health and Safety Executive.
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3.5

3.6

3.7

3.8

3.9

3.10

WPD works cooperatively with the HSE to ensure that practices and policies continue to be
compliant with legislation and to identify and apply best practice.

The HSE can impose the following sanctions where compliance is breached.

1 Where there is a significant breach of law the HSE has the power to issue a formal
Improvement Notice.

i If the HSE believes that there is a serious risk of harm it has the option to stop activities
immediately using a Prohibition Notice.

1 Where HSE inspectors observe a 6 mat e r iofHhealtthandesafetyhldyislation

during an inspection, t heytoooeeythelceswvofinspectionf e e

visits. Whilst these fees are not fines the HSE do expect that remedial actions will be
carried out.

During 2016/17 there have been no improvement notices issued or prosecutions made from the
HSE relating to the current price control period.

A notice of contravention (an observation) was identified by the HSE during 2016/17 as follows.

1 An observation was made in March 2017 in relation to the management of a low
exposed overhead conductor at a site in South Wales. This observation has been
investigated and resolved by replacing the low conductors and reviewing inspection
procedures. Company-wide briefings were issued to ensure that the learning from this
incident was circulated across the business.

We have appealed an HSE Prohibition Notice during 2016/17 and will provide details on the
outcome once the appeals process has concluded.

We are continuing to work with the HSE in relation to the fatality of a member of staff that
occurred in January 2017. We are fully committed to supporting these ongoing investigations.

Introduction

Reliability

Environment

Connections

Output (2) Complete work programmes to meet the Electricity, Safety,
Quality and Continuity Regulations (ESQCR) 2002. ESQCR requires that V
overhead lines are a safe distance from either structures or the ground.

Customer
Satisfaction

3.11

3.12
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The Electricity Safety, Quality and Continuity Regulations 2002 (ESQCR) specify requirements
for clearance to objects and ground as detailed below.

1 Regulation 17 deals with the height of overhead lines and specifies the clearances to
ground for roads and other situations. This allows safe operation of activities under the
lines.

1 Regulation 18 requires that overhead lines are positioned away from buildings and
structures to reduce the risk of inadvertent contact. This was a new obligation
introduced in 2002 that required DNOs to identify locations where overhead lines were
close to structures and remove the hazard by modifying, diverting or undergrounding
the lines.

A range of risks were identified as a result of regulation 18 and a work programme initiated, with
most work undertaken within DPCR5 to address these risks. The work programme for West
Midlands, East Midlands and South Wales is complete. Agreement was reached with the HSE

Social
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to extend the timeframe for the South West licence area to 31 March 2018. At the close of
2016/17, 83% of the work programme for South West was complete.
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3.13 For Regulation 17 (clearance to ground), WPD has established a risk based assessment
process that measures the existing clearance height and assesses locational risk. The results
determine the timescale for rectification of low clearance defects and therefore provides ongoing
deadlines for the forward plan (between 3 and 10 years). The assessment policy required all
road crossings to be inspected by December 2016 and this target was achieved in August 2016,
leading to a programme of defect rectification. The required timeframes for resolving defects
can extend up to ten years and as a result there will be some activity that continues into RIIO-
ED2.

Introduction

3.14 The achievement of resolving defects within the required timeframes is monitored through key
performance indicators. At the close of 2016/17 there were no regulation 17 defects that had
not been rectified within the timeframes indicated by the risk assessment process.

Output (3) Complete inspection and maintenance programmes every year. | V

Reliability

3.15 One method of ensuring that the network remains safe is through regular and thorough
inspection, defect rectification and maintenance.

3.16 Cycles of inspection and maintenance are built into our asset management systems so that
mai ntenance and aregeneratedifar assets in tina witk heéfrequency specified
in policy. Local teams use the tasks to manage inspection and maintenance work and the
completion of tasks is monitored through key performance indicators sent to managers. WPD
targets the completion of all inspection and maintenance tasks within the required period, so
that no arrears exist.

Environment

3.17 The programme for inspection and maintenance work is managed over a calendar year and all
tasks are expected to be completed within the year. Occasionally arrears may arise due to
access issues. Where maintenance arrears arise, each instance is managed either through
enhanced inspections or application of operational limitations. All arrears and associated
mitigation plans are reviewed by the Operations Director.

Connections

3.18 Condition assessments are carried out during inspection and maintenance work. The results
are recorded as either condition statuses or as defects. WPD policy requires defects to be fixed
with the clear instruction throughout policy documents of O DONGO&T | GNIGFKE DEFE
THEMOG . Ri sk assessment approaches have been d
rectification and the clearance of defects within the deadlines is monitored in key performance
indicators.

O
Cystomer
Dapsfaction

(4
<

3.19 WPD continues to seek ways of improving efficiency and using technology to enhance
inspection and maintenance activities. In 2016/17 work has been ongoing to introduce a hew
@ashboardbsystem for monitoring our progress in carrying our operational tasks; this provides a
high level view of progress and an automatic process for extracting reports which allow
managers to easily drill down into the underlying data. The dashboard will provide improved

Social
Obligations

visibility of outstanding tasks with data automatically updated on a daily basis, complementing =

the existing weekly KPIs. The dashboard for inspection and maintenance tasks went live on 3 ij

April 2017. 2
n

3.20 All field teams are issued with iPads for recording of information in the field. During 2016/17 we

have continued to introduce new bespoke applications and develop existing ones. These

applications allow better checking of existing records and automatic updates of information from -

site. We continue to make these applications as user friendly as possible in response to S

feedback from the staff using them. For example, in October 2016 we introduced an application g

for Tower Inspections which allowed engineers to upload photos of the asset which can be
automatically geo-tagged so that we ensure the correct asset is updated on our asset database.
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Updates such as these allow us to streamline our processes to ensure that they are quick and
easy for staff to undertake and that our mechanisms for capturing information about the current
status of the network are efficient and effective.
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