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Introduction - Derek Lickorish MBE 

– An extensive career over some 52 years in the energy industry 

– Current  Chairman of Northern Powergrid’s Social Issues Expert Group, Chairman of Utilita 
Energy, Non-Executive Director of Secure Meters, a Trustee of Sustainability First. And a 
member of NEA’s Presidents Group. 

– Previously Chairman of the UK Government’s Fuel Poverty Advisory Group, Chairman of 
National Energy Action, and Chairman of the South West Development Partnership. 

– Prior to focussing on fuel poverty, smart metering, sustainability and energy strategy, I was 
employed by EDF Energy as their Chief Operating Officer until 2007 and was previously the 
Customer Service and External Affairs Director at SWEB from 1996. He commenced his 
career as a trainee at Seeboard Hove in 1970. 

– Awarded an MBE for ‘Services to the Fuel Poor’ in The Queen’s Diamond Jubilee Honours 
2012. 
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Ensuring nobody is left behind 
 
Introduction – Derek Lickorish MBE 
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Role of Northern Powergrid’s Social Issues Expert 
Group 

– The social issues expert group (SIEG) seeks to bring together professionals with a deeper knowledge 

and understanding of wider and specific social issues faced by some of our customers across the 

region.  

– The group help shape, support and challenge the development and delivery of Northern Powergrid’s 
business plan commitments to better meet the needs of customers and other stakeholders. 

– The issues covered by the group include, but are not limited to: fuel poverty, vulnerable customer 
support, No one left behind on the journey to decarbonisation, innovation, our communities – 
including the priority services membership and sustainable community investment and partner 
programmes.  
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Why is this event taking place? 

– The way that electricity is made and used is changing, and needs to continue to 

change to combat the climate crisis the world faces. 

– This impacts Northern Powergrid, who distribute the electricity in your region. 

– Though NPg don’t generate electricity themselves, they want to enable society in 

their region to move away from technology which uses fossil fuels, and use more 

renewable energy sources. 

– In time, it will impact everyone, including customers like you and me, and many 

aspects of our lives like how we travel and how we heat our homes 

will be different.  

– Smart metering will be in all homes in the very near future, we need to educate 

customers so that they are used effectively, and the benefits realised. 

– We need to ensure that everyone benefits from these changes, including anyone 

who is more vulnerable 

– We need to understand the barriers that may prevent people from engaging on 

their own decarbonisation journey and what we can all do to mitigate this.  
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The future will be different 

– It is anticipated that we will all be more reliant on electricity in the future.  

– New technologies including smart meters will offer opportunities for 

consumers to live in a much more energy efficient and environmentally 

friendly way.  

– This will include the ways we travel and how we heat and insulate 

our homes. 

– Heat accounts for over a third of UK’s greenhouse gas emissions.  

78% of the heat is delivered using fossil fuels but this will change as we move 

from gas boilers. 
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Making sure that nobody is left behind 

7 

– We want to make sure everyone can benefit from the 

changes which are coming our way 

– However, there is a concern that as decarbonisation 

progresses, there is risk that some customers will be 

“left behind”  

– We think this is an important consideration for 

Northern Powergrid as we plan what support we need 

to provide for customers in the future 

– We would like to hear from you, as well-informed 

customer representatives, on this important topic 
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Ensuring nobody is left behind 
 
Catherine Harris 
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The research 
Whilst there are multiple frameworks and customer research projects out there no single organisation seems to be delivering their 

customer research systematically.  Currently the research findings are scattered and as a result the shared knowledge is ad hoc. 

This overview of existing research will help NPg to focus current/future service developments and where future research resources 

need to be focussed.  

Search, identify, record and analyse existing information through 2 different lenses: 

 

 ENOs – SECVs, RIIO ED2 Business plans, innovation projects, web-sites, SLC50s 

 Market research organisations  

 Industry specialists: Citizens Advice, Ofgem tracking surveys, CSE, EST, Smart GB 

 Triangulation of NPg existing research, feedback and insight against existing frameworks  
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By new energy system, DSO, decarbonisation services: 

 Flexibility 

 EVs 

 In-home LCTs inc. heat pumps, boilers, biomass, hydrogen, 

solar water  

 Energy efficiency measures – insulation, appliances, lighting 

 Energy storage (batteries) 

 Open data 

By customer group: 

 Vulnerability – PSR needs codes 

 Chosen NLB framework – agreed in advance with NPg. e.g. 

language, transport, physical disability, affordability etc. 

 Traditionally hard to reach groups e.g. SMEs 
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Early outcomes 
– The majority of related research to date is either attitudinal (based on perception) or smaller samples based on experience 

with specific types of technology (and/or) vulnerability 

– Barriers are consistent across customer groups but exacerbated by particular vulnerable circumstances, age and other 
socio-economic factors.   

– New vulnerable circumstances are identified thought the “Nobody Left Behind Lens” which might not previously have been 
considered through PSR or affordability indicators. 

– The barriers are often overlapping and likely if you experience one, you’ll experience several.  It will take a plan that tackles 
several areas at once to really make inroads. 

– Due to focus in RIIO ED1 (and before) on Fuel Poverty much more is understood about successful barriers to and delivery of 
energy efficiency advice and measures; much of which can be translated and learnt from for decarbonisation and LCTs. 

– Decarbonisation is, for many, a mid to long-term customer journey which requires multiple points and types of intervention.   

– Identifying those most likely to be left behind is not an exact science the two most sophisticated models currently published 
are: 

– The Centre for Sustainable Energy’s Smart and Fair? Programme  

– UKPNs framework applied to available socio-economic data 
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Early outcomes 

• Keys to the success of advice and support include: 

– Delivery through trusted channels and partners  

– Plain English and easy to understand 

– Tailored to specific needs, personalised where possible 

– Multi-channel and multi-faceted 

– Multiple interventions at key point in the journey 
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Our current thinking on approach 

– We will aim to… 

1

2 

–Work with partners to put 
initiatives in place that will 
directly support vulnerable 

customers through the 
transition 

–Actively monitor the impact 
of the journey to net zero on 

vulnerable customers 

–Collaborate with partners 
to develop actions aimed at 

overcoming barriers that 
emerge 

–Trial new ways of doing 
things 
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Breakout – No one left behind (30 minutes) 

Thinking about Northern Powergrid’s commitment to ensure that no one is left behind in the 
move to a decarbonised world… 

– What are you doing currently to support customers? 

– For all customers? 

– Then specifically customers living in vulnerable circumstances? 

– How could NPg support? 

– How about vulnerable customers specifically? 

– Tell us about any services or grants available to customers that you are aware of. 

IF EXTRA TIME: 

– Think about collaboration opportunities- we’ll talk about this in more detail at workshop 2 

1

3 
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Breakout – No one left behind (30 minutes) 

Thinking about Northern Powergrid’s commitment to ensure that no one is left behind in the 
move to a decarbonised world… 

 

– What are the barriers and challenges of customers engaging with the journey? 

– How about vulnerable customers specifically? 

IF EXTRA TIME: 

– What projects are you working on in this area that Northern Powergrid could support with? 
This will be discussed in more detail at Workshop 2 

1
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