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The Electricity Supply Industry
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The electricity industry comprises four main licensed organisational groups:

Generators Transmission DNOs Suppliers

Generation is the
production of electricity.
Bulk electricity is produced
in power stations

The bulk transport of
electricity from power
stations to grid supply
points through National
Grid

Distribution is the transport
from national grid supply
points to final customers

Supply is the process of
buying electricity in bulk
and selling it on to the final
customer
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Northern Powergrid Overview

Our customers and other

stakeholders:

—  We serve 8 million people (3.9 million homes and
businesses) across Yorkshire, North Lincolnshire and

the North East of England

—  We cover 3 of the UK’s top 10 largest cities

— We cover affluent areas and a disproportionate
number of deprived communities

— Some large areas include rural communities and

farmland

— Four National Parks in the area we serve
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Priority Services Membership

Welcome to your Priority
Services Membership.

If yourely on ele ty
for medical reasons > %

Our Priority Services Membership provides our customers with
advice, information, and support if there is a power cut, we also Ty - .y
provide useful information on saving money and making the most of : B« oot L
your energy supply. All our services are free and confidential. e

Priority service members receive:

If you have children age:l" A
Sorbelow>

— Afreephone direct-dial number to the Priority Services Membership
Team on 0800 169 2996

— Someone to talk to and help you, 24 hours a day

l&& need A& to . 'you need extra support
communicate with s > fora short time >

— Up-to-date information during power cuts

— Help if you have a power cut — including hot drinks, meals and
snacks, phone-charging facilities, transport, and somewhere to stay
if you need it

— ‘Knock and wait’ service if you need more time to answer the door

— Set up a password with you to make you feel more secure if we need
to visit your home

- IC-I;eIp and advice from other organisations, such as the British Red
ross
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Our Vulnerability Assessment Matrix

Customers”’
neads evolve
owver the
lifecycle of a
power cut

""H_fl'__EI'E thar wroulid
become & struggle for
me. | can’t afford to get
any cokd on T
POOR FRCEILITY

~2-3 hours you Can cope
with that - it doesn”™t
affect your freezer™.
MEDHICALLY DEPENDENT

“Anygthing 12 howurs that would bhe
over 8 hours devastating. We would
would be feawe and think about the
frusrating.” loss we would take aswell."™
SERPOUS,/CHREOMIC ILLMNESS TEMPORARY VULNMERABILITY

STRUGGLE

6 - 8 HOURS 8- 12 HODURS 12 HOURS +

CRITICAL
MNEED

EMOTIONAL
MEED

COMFORT
MEED

Contact Centre v ey 3 > N e N

colleagues e -‘!' -~ LA

assess the — 3 —— —— — W, — ———
needs of each - . - g 2

customer and A . S "‘

offer the appro-
priate tailored

Proactive contact and

ongoing updates from our
help Powrergrid Care team

The option of a torch /
glowr sticks and a hot
meal provided

NT—"

& call from the British Red
Cross, a visit from an engineer alternative accommaodation
and a generator if neaded

12 3%\ 124

The option of

if reguired
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Priority Service Membership Video

— https://www.youtube.com/watch?v=EpchYialFoA
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Priority Service Membership

Responding to customer feedback: We re-positioned our priority service register to a membership and revised our
communications with these key insights in mind:

PSR needs to create trust, become a brand in its own right and have clear brand values

Signing up to the PSR needs to be seen as positive and proactive and not due to a form of weakness
Customers need to have a clear understanding and see the relevance and benefits of becoming a member
We need to emphasize that membership becomes a safety net/support system in the event of a power cut

It needs to create a sense of entitlement ‘what’s in it for me’
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Ou rre ion popullaa};iiefao’ethergjrs wil 28.6% households are currently living with
g have growr?by925°/s, an long term health problem of disability

By 2030, there is additional 414,000 people

projected to be compared fo 2018. The North East and Yorkshire
approximately regions continue to achieve
46,000 fewer 13% of the population of Yorkshire and the below-average economic growth
people in the 16-64 North East are in fuel poverty, compared to compared to the rest of the UK.
labour-force age- 11% nationally, with a large majority of the Relative income deprivation is

groups local authority areas in Yorkshire and the itself a driver of health and social
North East above the national average well-being, with the regions
generally having below-average
life expectancies and poorer
health outcomes compared to
national averages.

311,833 of our
Decarbonisation is both a unique opportunity customers live in

and threat to the north of England: there are rural location -
28,000 jobs at risk in the coal, oil and gas 8.4% of UK total
industries by 2030, whilst a potential to create

46,000 in the low-carbon power by the same We have areas of high deprivation in our

date. region which can often be linked to reduced
access to education and life skills
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Our Communities initiatives

Education

*  Energy Heroes
i E I | *  AheadPartnership

Teach First

Affordability (fuel poverty)
+  Citizens Advice Bureau: Bradford, Calderdale,
Kirklees, Leeds, Wakefield, Newcastle and
8 surrounding areas
*  Green Doctor: Tees Valley, North Yorkshire, West Yorkshire, Hull
& East Riding

*  Money and Pensions Advice Service

Innovation

«  Community Partnering Fund (partnership with Northern Gas

[/’ Networks)
S _
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Community Partnering Fund

Northern Powergrid together with Northern Gas Networks, delivered by Leeds
Community Foundation.

£100,000 available, for organisations to apply for between £1000 and £10,000
Categories:
-Alleviating hardship associated with fuel poverty.

-Informing communities about domestic power and gas safety including the
dangers from Carbon Monoxide (CO) poisoning.

-Encouraging interest in STEM (Science, Technology, Engineering and Maths)
subjects and related career opportunities.

-Promoting use of the Priority Services Membership, a free service provided by
network operators and suppliers to customers in vulnerable circumstances
within communities.

-Championing community energy.

- Examples: Leeds GATE, Speakup Self Advocacy, Northumberland

Community Enterprise Ltd
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Referral Partners

We are always keen to connect with charities and support agencies
who can help us spread the word about the Priority Services
Membership with their service users.

- Age UK branches

- Crisis branches

- West Yorkshire Fire Service

- Mind branches

- Community Partnering Fund recipients

- FEtcetc

We can supply leaflets, posters etc and free post applications forms.

How you would like to work with us?

Get in touch!

Welcome to your Priority
Services Membership.

If you rely on electricity

for medical reasons >

If you have a mental health
condition >

Wt =
T e |

ceémmunicate with s >

v
A
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V’ » ‘Mi
or sefious illness > ¥

f you have children aged | 3
5 orbelow >

Ifyou need extra support
fora short time >
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Questions?

Please get in touch if you would like to work with us.

leah.larkin@northernpowergrid.com
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