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Head of Stakeholder Relations 
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Welcome 

Patrick Erwin  

Policy & Markets Director 
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Unlocking the Energy Future for the North 

1 
2 
3 

Discuss with us: 

Reshaping our network, enabled by new technology, so that it is more 
responsive to the needs and views of our customers 

The transition to a low carbon, decentralised and much more active 
network 

Delivering an energy network that is prepared for the realities of a 
changing climate 
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Guest speakers 

Key Note Speaker 
Rt Hon Lord  
John Hutton 

Adam Scorer 
Chief Executive,  
National Energy Action 

Carol Botten 
Chief Executive,  
Voluntary Organisations’  
Network North East 

Francisco Sierra 
Managing Director of Energy 
Service, Nissan Europe 

Joshua Emden 
Research Fellow,  
IPPR North 

Martin Budd 
Environment and Climate Change  
Strategic Advisor, Hull City Council 
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Northern Powergrid – Our Team 

Neil Applebee 
Director of People  
& Customer Service 

Jim Cardwell 
Head of Policy Development 

Geoff Earl 
Director of Safety,  
Health & Environment 

Tom Fielden 
Finance Director 

Patrick Erwin 
Policy & Markets Director 

Nick Gill 
Operations Director 

Mark Drye 
Director of Asset Management 
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Unlocking the Energy Future for the North 

1 
2 
3 

Discuss with us: 

Reshaping our network, enabled by new technology, so that it is more 
responsive to the needs and views of our customers 

The transition to a low carbon, decentralised and much more active 
network 

Delivering an energy network that is prepared for the realities of a 
changing climate 



The Future as a Regional 
Energy Network 

Rt Hon Lord John Hutton 



Keeping our promises  
Powering our region 

Mark Drye 

Director of Asset Management  

Nick Gill 

Operations Director  
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Our Business 
Northern Powergrid is responsible for the electricity network that keeps the lights on for 8 
million customers across the Northeast, Yorkshire and northern Lincolnshire.  
 
Our dedicated team of more than 2,700 employees operate 24 hours  a day, 365 days a year – 
no matter what the circumstances – to maintain  
a safe, reliable and efficient electricity supply.  
 
Our customers pay their energy supplier for the electricity they use. A small proportion of the 
money they pay as part of their electricity bill comes to us to cover the cost of keeping the 
network running safely, reliably and efficiently. 
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Business Priorities – what are we analysing? 

Operational Excellence 
 
High-quality efficient 
operations, running a smart, 
reliable system 

Environmental Impact 
 
Leaders in environmental 
respect and low carbon 
energy 
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Network Operations – Committed to keeping the lights on 

Our Commitments 
We committed to reducing the number of power cuts our customers experience and the amount of time 
the power is off, if a power cut occurs. And we’re committed to making our network more resilient with 
clear targets to strengthen flood defences and use data to improve our performance 

 

Our Achievements 
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Network Operations – Major incidents and extreme weather 

Always open for business – no matter what the circumstances. 
 
We are responsible for keeping the electricity distribution network running safely, reliably and efficiently. 
We are open for business every hour of every day, 365 days a year – no matter what the circumstances.  
 
During 2018, storms like ‘The Beast from the East’ caused disruption to thousands of homes and 
businesses across our region. We monitor weather conditions 24/7 so we know when a weather front is 
coming and our Major Incident Management Plans kick in. In partnership with emergency services and 
local resilience forums, we coordinate our response so that we can support our customers and restore 
supplies as soon as possible.  
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Investment in our Network 

15% of our capital program is to create enhanced smarter 
functionally to support the energy transition 

Capital Expenditure 2015-2023 £m 

Asset Replacement/Upgrades £1.1bn 

Replacement of Failed Assets £719m 

Diversions £43m 

Legal, Environment & Safety  £152m 

Network Reinforcement £189m 

Low Carbon Driven Reinforcement £44m 

Flood Defences £48m 

Operational IT £16m 

Quality of Supply (inc. Automation) £42m 

Smart Grid Enabling Technology £115m 

Other Operational Capex £18m 

Non-Operational Capex £141m 

Total Capex £2.65bn 
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Investment in our Network 

North Yorkshire - £3.3m investment programme to 
improve and modernise the network across Skelton, 
Saltburn and Marske. 

Key Investment Projects 
Seaham – £4.7m investment programme 
including the installation of 71 remote controlled 
smart switching devices to help automatically 
restore power for customers 

Calderdale – Upgrading flood defences in the Upper 
Calder Valley, including in Hebden Bridge, with 
relocation of the main substation to a protected 
location, in partnership with Calderdale Council. 

Grimsby – Planned investment of £XXm in Grimsby 
will improve the network in the town and fortify 
power supplies to the economically important 
Grimsby Docks  
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Investment in the network – the numbers 2017/2018 

Asset area Asset investment Spend(£) 

Voltage control and 
monitoring 

• Replacement of 1,356 transformer automatic voltage control relays 

• Installation of control equipment at 47 HV voltage regulators 

• Functionality for ANM & DSO services for improved visibility & alternative settings 

£34m 

Primary  substation 
RTUs 

• Upgrade or replacement of 850 RTUs  

• Platform for local substation control & IP capable 
£17.6m 

Telecoms 
(secondary) 

• Replacement of existing UHF radio system, operating over 9,500 sites  

• Providing communications for grid edge control & monitoring 
£13.8m 

Telecoms (primary) • IP based network replacement providing more bandwidth and resilience across 850 sites 
£9.9m 

Control and OT 
systems  

• Rollout of standard ANM systems, first one at Driffield in 2019 with forecast of two per year after that 

• New databases for monitoring data and platform for data analytics £4.3m 

Distribution 
monitoring 

• Harvesting of data from 2,000 pole mounted reclosers  

• Retrofitting of LV board monitors to 1,300 GM distribution subs   
£3.2m 

 £83m 

We’re in the process of a major overhaul of the network – the largest coordinated change to our network assets since the 1970s. 
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Investment that protects the Environment 

Our commitments 
Protecting the environment is one of our key business priorities, and we set ourselves ambitious 
environmental targets in our last business plan, with ambitions to make significant improvements across 
all the main areas against which we measure our environmental impact. We also set ourselves specific 
targets to: 
 
 

Our Achievements 
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Planning for the Future – Responding to change 
We are in the midst of unprecedented change in the UK’s energy system. Our distribution network was designed to deliver electricity from a 
few large power stations to homes and businesses and built to cope with historical patterns of demand. We now need to play a more active 
role in order to continue to deliver a safe, reliable and affordable service to the eight million people in our region. 
 

• Local generation is growing rapidly 
• Clean technologies are growing rapidly 
• Consumer demand patterns are changing 
• Digitalisation enables smarter ways of running the system 
• Growing awareness of sustainability 



Keeping our promises  
Improving Customer Service 

Neil Applebee 

Director of People and Customer Services 



20 

 

Our vision is to be the best energy company 
in serving our customers while delivering a 
sustainable energy solution 
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Culture 

Personal 
Responsibility to 
our CUSTOMERS  
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Core Principle – Customer Service 

CUSTOMER SERVICE 
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Tiered Service Delivery Model 

Tier -1 
 

... proactive 
communication 

 
 

Face Click Call 
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Tiered Service Delivery Model Face Click Call 

Tier 0 
 

... not a new 
concept …  

 
self service 
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Tiered Service Delivery Model Face Click Call 

Tier 0 
 

Using technology 
to empower our 

customers … 

 
 

Knowledgebase 
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Tiered Service Delivery Model Face Click Call 

Tier 1 
 

... we are here 
to help when 

our customers 
need us… 
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Tiered Service Delivery Model Face Click Call 

Tier 2 
 

... Polite, 
friendly & 

helpful 
colleagues…  
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Rank 21st in UK 



30 

So how satisfied are our customers? 

76%

78%

80%
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Make Every Contact Count 

With a culture where every member of Team Powergrid takes personal 
responsibility for our customers,  

every time we talk to you,  

every time we listen to you, 

and every time we solve your problems,  

we will do our very best to help you and provide a positive experience. 



32 

WE’LL KEEP OUR  PROMISES 

TO OUR 
CUSTOMERS. 

ALWAYS 

TRUSTED.   You can always trust us to do our very best for you 
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ALWAYS 

TRUSTED.   You can always trust us to do our very best for you 

WE’LL  HELP  OUR 
CUSTOMERS 

TO UNDERSTAND. 

ALWAYS 

CARING.  

You will always be clear on why things need to happen, even if they need 
to change 
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ALWAYS 

TRUSTED.   You can always trust us to do our very best for you 

WE’LL KEEP OUR 

CUSTOMERS INFORMED. 

ALWAYS 

INFORMED.  You will always know what is happening and when  
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WE’LL PROVIDE OUR CUSTOMERS  

WITH A PERSONAL 
SERVICE. 

ALWAYS 

VALUED.  

You will always receive a service that is appropriate to your specific 
needs 
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https://youtu.be/AN9quUUSo4g 

Priority Services Register - Animation 

https://youtu.be/AN9quUUSo4g
https://youtu.be/AN9quUUSo4g
https://youtu.be/AN9quUUSo4g
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The future is here now… 
  …Proactive digital customer communications 
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The future is here now… 
  …Customer Relationship Management 
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The future is not far away… 
 …On site digital quote, payment & appointment booking 



40 

Our goal 

Striving for 
#10outof10 
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Our vision is to be the best energy 
company in serving our customers 
while delivering a sustainable energy 
solution 
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Ukrainian Power Plant Attack 

https://vimeo.com/254707611/9077654150 

 

https://vimeo.com/254707611/9077654150
https://vimeo.com/254707611/9077654150


Keeping our promises  
Cyber Security 

Tom Fielden 
Finance Director 
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Our experience of cyber attack sources: top 5 

1. UK:  1,627,851 

2. USA:  723,346 

3. Russia:  637,354 

4. Ukraine:  253,558 

5. China:  247,808 
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Attack Modes 
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Spear Phishing IRL 
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We have been working to improve security 

• System protections (firewalls, etc.) 

• Rigorous processes 

• 24x7 monitoring 

• Physical security 

• Agency support 

• Training our people (phishing) 135,000 emails YTD 

• Manual work-arounds (Plan B) 
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Conclusions 

• Cyber threats are here to stay 

 

• Threat types evolve all the time 

 

• The response much develop with the threat 



Keeping our promises  
Innovation to drive long-term 
customer benefit 

Jim Cardwell 
Head of Policy Development  



51 

An evolving world  
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What DSO means for our customers 
D

N
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Customers pay for receiving a service 

Keeping the lights on 
Providing 

connections  

Data and information provision  
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D
SO

 -
 F

u
tu

re
 

Customers pay for receiving a service,  
less than without DSO 

Customers paid to 
provide a service 

Competitive market 
delivers  new services 

to customers 

Keeping the lights on Providing 
connections  

Flexing demand and 
generation 

Local energy markets 

Data and information provision  

What DSO means for our customers 
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Our approach to being the DSO 

Solving the big open questions 
of market design and industry 

architecture 

Low regrets steps to 
implement, 

demonstrate and learn 

Providing new 
infrastructure 
and processes 



55 

Exploring the future: our innovation portfolio 
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Future services: our guiding principles 

1. Led by our customers’ needs 

2. Promotes sustainability by being efficient, fair and inclusive, and 
better for the environment 

3. Requires a right-sized regulated business supporting competitive 
markets for flexibility 

4. Changes to duties that optimise the system as the volume of 
distributed energy resources increase 
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DSO V1.0: implementing first phase of customer flexibility 
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Our emerging thinking: potential pathways to 2030  

• Customer and commercial development – 
developing deep and liquid flexibility markets 
through co-ordinated actions with customers 
and the sector 

 

• Technical development – cost effective 
deployment of well-targeted and well-timed 
investment smart grids 

 

• Data and systems development – embracing  
the opportunities to revolutionise our service 
delivery 
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Engagement objectives: 

Ensure 
opportunity 

to inform 
our thinking 

Seek 
challenge 

Provide clear 
information 
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Dialogue welcomed  

 Today – stakeholder validation of our DSO 
V1.0 thinking 

 Events  - 23 January 2019, DSO event, 
London 

 Newsletter 

 Email: 
yourpowergrid@northernowergrid.com 
 

mailto:yourpowergrid@northernowergrid.com
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Is there a particular aspect of DSO that you would 
like us to explore in a focused engagement session? 
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Executive Panel Q&A 

• Tom Fielden, Finance Director 

• Neil Applebee, Director of People & Customer Service 

• Mark Drye, Director of Asset Management 

• Geoff Earl, Director of Safety, Health & Environment 

• Nick Gill, Operations Director 

• Patrick Erwin, Policy & Markets Director 

• Rt Hon Lord John Hutton 
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The changing energy landscape: 
What does this mean for our 
region, partners and stakeholders? 

• Martin Budd, Hull City Council 

• Francisco Sierra, Nissan Europe 

• Josh Emden, IPPR 

• Adam Scorer, National Energy Action 

• Patrick Erwin, Northern Powergrid 

• Chair - Carol Botten, Voluntary Organisations’ Network North East 
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The changing energy landscape – what does this mean for our 
region, partners and stakeholders? 

Carol Botten 
Chief Executive,  
Voluntary 
Organisations’  
Network North East 

Adam Scorer 
Chief Executive,  
National Energy Action 

Francisco Sierra 
Managing Director of Energy 
Service, Nissan Europe 

Joshua Emden 
Research Fellow,  
IPPR North 

Martin Budd 
Environment and Climate Change  
Strategic Advisor, Hull City Council 

Patrick Erwin 
Policy & Markets Director 



Martin Budd 

Hull City Council 



City Challenges 

• Network resilience: 

– heat decarbonisation  

– electric vehicle infrastructure 

• Climate adaptation resilience 

• Substation space for regeneration 

• Role of planning- V2G/EV spaces 

• Location of EV energy hubs 

 



Corporate Challenges 

• How do we pay for EV infrastructure  

• Future proof EV infrastructure 

• Time of Use tariffs 

• EV fleet and grid balancing 
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Adam Scorer 
National Energy Action 



Skills and workforce 
transition in the North of 
England 
 
Joshua Emden 
j.emden@ippr.org  

mailto:j.emden@ippr.org


Context 
• Decarbonising the UK’s economy is an urgent necessity if we are to 

tackle the threat of climate change and stand a chance of limiting 
global warming to 1.5C 
 

• This is particular relevant for the North of England where the energy 
sector is one of its “prime capabilities” 
 

• However, decarbonisation, automation and disruptive technologies 
are all fundamentally changing the shape of the workforce in the 
North’s energy sector 
 

• To ensure that the North continues to be a leader in the  energy 
sector, a just transition strategy is needed to support workers at risk 
of losing their jobs whilst providing the skills of the future 

 
 



Key findings of our interim 
report (1) 
• Decarbonisation could lead to the creation 

of 46,000 jobs in the power sector alone 
by 2030 but also lead to approximately 
28,000 jobs being lost in the North of 
England 
 

• Workforce transition from carbon-based 
generation to low-carbon energy is 
possible.  However, there is no 
government plan either in the Industrial 
Strategy or Clean Growth Strategy to 
support these workers 



Key findings of our interim 
report (2) 
• Government plans for the low carbon 

energy sector are also not ambitious 
enough which further limits transition 
opportunities 
 

• The skills system is ill-equipped to either 
retrain workers in carbon-based energy 
sectors or provide graduates with the right 
kinds of skills to make them employable 

 



Key findings of our interim 
report (3) 
 
 
 
1. Greater long-term policy certainty for the low carbon energy sector to ensure the growth 

opportunities are realised in the first place. 
 

2. Embedding just transition into decarbonisation, including involving trade unions as critical social 
partners and to ensure that workers in carbon-based generation are given the opportunity to find 
new high quality, well paid employment in the low carbon energy sector and beyond. 
 

3. Reforming an ill-equipped skills system, both in terms of adult training and retraining for those 
working in carbon-based generation but also skills and appropriate apprenticeships for graduates. 

 
4. Providing certainty on Brexit, particularly, though by no means exclusively, on Euratom as well as 

any restrictions on freedom movement. 

 

 
 



Key takeaways 

 
 
 
 
 
 
 
 
 

• Long-term policy certainty is crucial in helping businesses to make 
plans for the future of their workforce 
 

• The language of just transition must be embedded at every level of 
government.  It must also be made clear that high quality jobs are 
entirely compatible with policy objectives to increase productivity 
 

• There is a huge opportunity for a just transition in the low carbon 
sector given that the demand for skills is likely to grow.   
 

• However, this can only be achieved by providing incentives for 
proper re-training of existing workers and for taking on and training 
new graduates and apprentices 

 
 
 
 
 
 



Next steps – research 
timelines  

 
 

• Thursday 29th November: Manchester 
• Thursday 29th November: Leeds 
• Friday 30th November: Durham 

 
• w/c 17th December: Dissemination of survey on job quality, 

reasons for hard-to-fill vacancies and future skills.   
 

• Please email if you would like to receive the survey to fill in 
or to pass it on 
 

• First draft: January 2019 
• Final report publication: Early March 2019 
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Summary and next steps 

Siobhan Barton 
Head of Stakeholder Relations 
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Workshops Lead 

Workshop 1   -  Herringbone Suite, Floor 1 

Supporting our region’s growth and decarbonisation: investing in a smart, 
sustainable network 

 

Mark Drye Jim Cardwell 
Mark Nicholson Andrew McKenna 
Issy Middleton 

Workshop 2   - Denim Room, Floor 2 

Electric Vehicle’s: Charging ahead 

Nick Gill Iain Miller 
Geoff Earl Phil Jagger 
Francisco Sierra (Nissan) 

Workshop 3  - Tailors Suite, Floor 1 

Skills: developing the northern energy economy’s future workforce 

Tom Fielden Glen Hodges 
Andy Bilclough Josh Emden (IPPR) 

Workshop 4 - Cotton Room, Floor 1 

A socially inclusive transition to a smart energy future: what could this mean for 
Northern Powergrid and our customers 

Siobhan Barton Patrick Erwin 
Anne-Claire Leydier Adam Scorer (NEA) 

Workshops  3 - 4pm 


