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Who is on the call? 

‒ Derek, Phil, Mike and Emma

Northern Powergrid – leading session 

‒ Amelie, Hattie and James

Traverse – facilitating the session 

‒ You!

Northern Powergrid stakeholders 



Agenda
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Agenda

10:00 Opening and welcome

10:05
Our vision, business plan journey and our 

‘Emerging Thinking’

10:15 In focus: Connections service options overview

10:30 Q&A

10:40 Discussion groups

11:25 Polls, next steps and close
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What’s on your screen?

• Don’t worry about children, pets or backgrounds

• Tell us if there’s a problem

• Use the chat function for questions as we go 

along and quick comments

• Raise your hand to ask a question verbally 

during the Q&A

• Keep muted when not speaking

• Conversation recorded for note taking purposes
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Objectives for this session 

‒ To understand your views on our 

proposed levels of service for 

connections

‒ To understand your priorities so we 

can continue to develop our business 

plan and refine our propositions
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Our vision, business plan 
journey and emerging thinking



– We own, operate and maintain the 
electricity network that powers every day 
life for 8 million people across the North 
East, Yorkshire and northern Lincolnshire. 

– Our network delivers a safe and reliable 
supply of electricity to 3.9 million homes 
and businesses.

– We deliver new connections that contribute 
to the economic growth of our region and 
will help power the green recovery. 
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Northern Powergrid



Our Emerging Thinking has been shaped by what we’ve heard from our customers and stakeholders: 

✓ Decarbonisation is a priority 

✓ The safety, reliability and resilience of our network remains a top priority

✓ You expect us to show leadership on environmental protection

✓ You want us to be a force for good throughout our region and beyond

✓ You want us to do all this whilst keeping bills low

Emerging Thinking – what we’ve heard so far

We’re 

here



We see an opportunity to power our region with 
sustainable, long-term investments that unleash the 
potential of innovation, digitalisation, collaboration 
and our people to:

– Lead the drive towards decarbonisation

– Operate a highly reliable and resilient network

– Delight our customers with outstanding service

– Provide remarkable value for money

– Ensure world-class levels of safety and security 
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Our vision for the future

By 2028, the end of our next price control period, 

we envisage a world where energy generation and 

use are very different to the way they look today.
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Connections: 
Current performance



✓ Reduced small works connections lead times 
by 27% 

✓ Our customer satisfaction has increased by 
9.7% to 88.4%

✓ Introduced new online tools like AutoDesign 
which cuts the time its takes to get a free of 
charge budget estimate for LV connections 
from 10 days to 10 minutes

✓ Made improvements to our heat maps so that 
customers can make more informed choices 
about where to connect

✓ Reduced the cost to connect in constrained areas 
of our network by deploying ANM solutions
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Current performance 
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- NEXT STEPS

What we’ve heard from stakeholders so far

– Access to network information and mapping data is important to you 

– We need to make it easy for customers to self-serve and provide support and guidance to others 

– Key areas for improvement across all connections work types are: 

– Cost

– Communication

– Speed of quotation 

– Timeliness of the overall process 
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Connections: Levels of Service



Service Level A 

would have us running 

current schemes but at a 

lower cost to than today

Service Level B 

would expand our 

current schemes but at a 

similar cost to today

Service Level E 

represents a fundamental shift in our 

operations and we would seek to be 

an industry-leader

Service Levels C & D would see a greater shift in our 

ambitions, but at a greater cost

Balancing resilience with cost

A B C D E

– We have some of the highest levels of vulnerability in the UK

– We need to think about how we’re going to balance any increases in spending against costs of our customers

– Engaging with our stakeholders will help us to make the right decisions



– Our Emerging Thinking summarises 

what we have heard to date and sets 

out ambitions for our RIIO-ED2 

business plan

– It is a platform for further and 

more detailed engagement 

with our stakeholders

– To make it more digestible, 

we are breaking things down 

into 12 key performance areas

Performance areas A B C

D E

– For each of the 12 

areas, we’ve set out 

five calibrated, 

achievable levels of 

service –

A, B, C, D & E. 

– Each level outlines the 

ways in which we could 

achieve those goals 

and the associated 

impact on an average 

domestic customer’s 

electricity bill.
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- NEXT STEPS

Providing you with 
personal and online 

service offerings

Remember we’re only looking at one of the 12 areas of the plan here. Additions to bills will add up across the 12 areas.

Online self-service tool 

for generating LV quote 

estimates

‘Quote-on-site’ service 
to generate instant 
quotations for new 

connections

Online heat maps for 
substations to view 

existing capacity levels

Enhancing the personal 
service we provide and 
providing more online 

self-service tools

Delivering smarter, quicker 
and more flexible 

connections and supporting 
the LCT uptake

New measures to facilitate 
mass LCT uptake, 

flexible connections & 
variable network access

High levels of network 
flexibility & connectivity to 
drive, enable & accelerate 
the low carbon transition

Free advice service to 
identify best solutions for 
new connections, EVs & 

heat pumps

Publishing more 
information online about 
our LV and HV network

Facilitating significant 
volumes of new EV & 

heat pump connections 

Providing assurance on 

network capacity 

availability

Procuring flexibility 

contracts with new and 

existing customers

A comprehensive online 
self-serve connections 

portal

Next day service available 

for short duration works

More flexible connections 
via a network capacity

Access / facilitate on behalf 
of customers, flexibility 
arrangements between 

commercial parties

Enabling the low carbon 
transition with a smart 

network that is managed 
locally

Same day service 
available for short 

duration works

Service Levels
£85 of the average household bill goes towards maintaining the network 

£0.00 +£0.02-£0.02 +£0.06 +£0.09

Service Level A
Current package but 

at a lower cost

Service Level B
Enhanced performance 

for the same spend

Service Level C
Major upgrade

Service Level D
Breaking new ground

Service Level E
A new world

Application checking 
service for domestic & 

vulnerable customers & 
Community Energy groups



All customers 

✓ Single point of contact to guide customers throughout the 
connections process 

✓ Online self-service tool for generating LV budget estimates 
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Service Level A – Current package, lower cost 

Small works customers 

✓ ‘Quote on site’ service to generate instant quotations for new 
connections 

Medium and large works customers 

✓ Online heat maps to view existing network capacity 

✓ Gradual expansion of flexible connections into ANM enabled 
networks 

Key performance measures

92.5% customer satisfaction

38 days to connect small works

Cost

£10.9m (-4%) - Total annual cost

-£0.02 - Annual bill impact

£1,248 (-4%) - Average cost of a single

domestic connection



All customers 

✓ New free advice service to help customers identify most 
viable and cost-effective solutions for new connections, EVs 
and heat pumps

✓ Free application checking service for domestic and vulnerable 
customers and Community Energy groups

✓ New self-service tools for LV demand and generation 
connections 

✓ Publishing more information online about our LV 
and HV network to help customers make more informed 
decisions about where to connect 
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Service Level B – Enhanced performance, same spend

Small works customers 

✓ Connecting you 10% (4 days) faster

Key performance measures

93% customer satisfaction

34 days (-10%) to connect small works

Cost

£11.4m - Total annual cost

£0.00 - Annual bill impact

£1,300 - Average cost of a single domestic 

connection 



All customers 

✓ Publishing LV heat maps using LV monitoring and smart meter 
data

✓ Providing assurance on network capacity availability

✓ Facilitating significant volumes of EV & heat pump connections
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Service Level C – Major upgrade

Small works customers 

✓ Connecting you 20% (8 days) faster

✓ Customers able to select a specified time/date for services

Key performance measures

93.5% customer satisfaction

30 days (-20%) to connect small works

Cost

£11.9m (+4%) - Total annual cost

+£0.02 - Annual bill impact

£1,371 (+5%) - Average cost of a single

domestic connection 

Medium and large works customers 

✓ Procuring flexibility contracts with new and existing customers

✓ Publishing more information online including capacity and 
network performance  



All customers 

✓ A comprehensive online self-service connections portal 
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Service Level D – Breaking new ground

Small works customers 

✓ Connecting you 35% (13 days) faster

✓ Next day service available for short duration works 

Key performance measures

94.5% customer satisfaction

25 days (-35%) to connect small works

Cost

£12.8m (+12%) - Total annual cost

+£0.06 - Annual bill impact

£1,450 (+8%) - Average cost of a single

domestic connection 

Medium and large works customers 

✓ Actively promoting capacity curtailment guarantees and 
trading arrangements

✓ More flexible connections via a network capacity and 
curtailment trading platform 

✓ Publishing more comprehensive network data, with combined 
LTDS and interactive heat maps



All customers 

✓ Enabling the low carbon transition with a smart network that 
is managed locally and can facilitate mass uptake in flexible 
connections 
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Service Level E – A new world 

Small works customers 

✓ Connecting you 40% (16 days) faster

✓ Same day service for short duration works 

Key performance measures

95.4% customer satisfaction

22 days (-40%) to connect small works

Cost

£13.5m (+18%) - Total annual cost

+£0.09 - Annual bill impact

£1,460 (+12%) - Average cost of a single

domestic connection 

Medium and large works customers 

✓ Access or facilitate on behalf of customers, flexibility 
arrangements between commercial parties as a means 
of providing additional network capacity over network 
reinforcement and potential cost savings
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Your questions 
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Discussion group:
Small works connections  



Agenda
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Agenda

Discussion group

10:40

Part 1: Small works connections key questions:

- Speed of connection

- Connections support service 

11:10 
Part 2: Overall connections ‘levels of service’ –

your views 

11:25 Polls, next steps and close



– What would be a priority for you when thinking about 
the future services Northern Powergrid could offer its 
connections customers? And why?
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Your priorities



26

- NEXT STEPS

– How ambitious do you think we should be and why?

– Delivering higher levels of service will have a cost implication for all our customers (whether they use 
our connections services or not). What do you think about this? 

– Would you expect to pay for any of these services?

Small works connections 



– Providing a free advice service to help 
customers identify the most viable and 
cost-effective solutions for new 
connections, EVs and heat pumps

– A free application checking service 
for domestic and vulnerable customers 
and Community Energy groups

– Do you think this is a good idea?

– Are there other customers who would 
benefit from this service? 
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Supporting customers through the connections process
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- NEXT STEPS

Illustrative average prices

– To provide you with an indication of the cost impacts of the five levels of service we have calculated 
an illustrative average price for four different types of connection

– How ambitious do you want us to be? 
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Part 2
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- NEXT STEPS

Providing you with 
personal and online 

service offerings

Online self-service tool 

for generating LV quote 

estimates

‘Quote-on-site’ service 
to generate instant 
quotations for new 

connections

Online heat maps for 
substations to view 

existing capacity levels

Enhancing the personal 
service we provide and 
providing more online 

self-service tools

Delivering smarter, quicker 
and more flexible 

connections and supporting 
the LCT uptake

New measures to facilitate 
mass LCT uptake, 

flexible connections & 
variable network access

High levels of network 
flexibility & connectivity to 
drive, enable & accelerate 
the low carbon transition

Free advice service to 
identify best solutions for 
new connections, EVs & 

heat pumps

Publishing more 
information online about 
our LV and HV network

Facilitating significant 
volumes of new EV & 

heat pump connections 

Providing assurance on 

network capacity 

availability

Procuring flexibility 

contracts with new and 

existing customers

A comprehensive online 
self-serve connections 

portal

Next day service available 

for short duration works

More flexible connections 
via a network capacity

Access / facilitate on behalf 
of customers, flexibility 
arrangements between 

commercial parties

Enabling the low carbon 
transition with a smart 

network that is managed 
locally

Same day service 
available for short 

duration works

How ambitious do you want us to be?

Service Level A
Current package but 

at a lower cost

Service Level B
Enhanced performance 

for the same spend

Service Level C
Major upgrade

Service Level D
Breaking new ground

Service Level E
A new world

Application checking 
service for domestic & 

vulnerable customers & 
Community Energy groups
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Discussion group:
Medium and large works connections



Agenda
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Agenda

Discussion group

10:40

Part 1: Medium & large works connections key 

questions:

- Flexible connections

- Network data & automated processes

11:10 
Part 2: Overall connections ‘levels of service’ –

your views 

11:25 Polls, next steps and close



– What would be a priority for you when thinking about 
the future services Northern Powergrid could offer its 
connections customers? And why?
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Your priorities
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- NEXT STEPS

– What flexible connections and/or flexibility services do you expect to see from us? 

– What support would you need to participate in them? 

Flexible connections 
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- NEXT STEPS

– What network data do you want us to make available? In what format and what would it enable you to do? 

– Are there any aspects of our current connections process that you think could be more automated? 

– What are the parts of the process where you like to be able to self-serve? 

Network data and more automated processes
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- NEXT STEPS

Illustrative average prices

– To provide you with an indication of the cost impacts of the five levels of service we have calculated 
an illustrative average price for four different types of connection

– How ambitious do you want us to be? 
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Part 2
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- NEXT STEPS

Providing you with 
personal and online 

service offerings

Online self-service tool 

for generating LV quote 

estimates

‘Quote-on-site’ service 
to generate instant 
quotations for new 

connections

Online heat maps for 
substations to view 

existing capacity levels

Enhancing the personal 
service we provide and 
providing more online 

self-service tools

Delivering smarter, quicker 
and more flexible 

connections and supporting 
the LCT uptake

New measures to facilitate 
mass LCT uptake, 

flexible connections & 
variable network access

High levels of network 
flexibility & connectivity to 
drive, enable & accelerate 
the low carbon transition

Free advice service to 
identify best solutions for 
new connections, EVs & 

heat pumps

Publishing more 
information online about 
our LV and HV network

Facilitating significant 
volumes of new EV & 

heat pump connections 

Providing assurance on 

network capacity 

availability

Procuring flexibility 

contracts with new and 

existing customers

A comprehensive online 
self-serve connections 

portal

Next day service available 

for short duration works

More flexible connections 
via a network capacity

Access / facilitate on behalf 
of customers, flexibility 
arrangements between 

commercial parties

Enabling the low carbon 
transition with a smart 

network that is managed 
locally

Same day service 
available for short 

duration works

How ambitious do you want us to be?

Service Level A
Current package but 

at a lower cost

Service Level B
Enhanced performance 

for the same spend

Service Level C
Major upgrade

Service Level D
Breaking new ground

Service Level E
A new world

Application checking 
service for domestic & 

vulnerable customers & 
Community Energy groups
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Next steps



✓ Take part in discussion workshops and 
regional conferences  
engage.northernpowergrid.com/

✓ Read our Emerging Thinking document 
and supporting materials if you think we 
have missed anything, let us know

✓ Complete our survey 
engage.northernpowergrid.com/planning-
for-2023-28/have-your-say/connections

Have your say
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Thank you for joining us 
and for all your input

Please complete our poll

Your feedback is important
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Thank you


