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SGN management statement

This document fairly presents SGN'’s stakeholder engagement activities for the period 1 April 2020 to 31 March 2021, which we are responsible
for designing and implementing. The criteria used for making this assessment, we believe, are suitable for evaluating our reporting. This
document:

* was prepared to appropriately describe our stakeholder engagement strategy, the way in which we keep stakeholders informed, how we
enable timely input and feedback to inform decision-making and the variety of mechanisms we use to engage, tailored to stakeholder needs

« includes relevant details of changes to SGN’s stakeholder engagement management activities in the period 1 April 2020 to 31 March 2021, and
« does not omit or distort information relevant to the scope of the stakeholder engagement management and activities being described.

This submission has been compiled and submitted in accordance with our data assurance process, which complies with Ofgem’s data assurance
licence conditions.
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John Morea, Chief Executive Officer



Covid-19’s impact on 2020/21 has led to a turbulent,
difficult and often distressing year for all of us. But
I’m proud that our front-facing teams have stepped
up to the challenge, fully equipped to recognise our
customers’ changing needs and providing the
necessary support required to maintain our high
standards of customer service, especially for the
growing numbers of customers that have become
vulnerable because of the pandemic. As one of the
few organisations with the privilege of entering our
customers’ homes, our frontline teams have made
40% more referrals for support this year, compared
to 2019/20 and as a result, there has been a 48%
increase in the number of services requested for
vulnerable customers. Our vulnerable customer base
will have grown this year, and we are determined to
continue to innovate and excel for them in the years
ahead.

It’s testament to our robust and mature strategy that we’ve been
able to use our established framework, evolved with our
approach to engagement over the entire GD1 period, to define

and deliver the necessary changes to our approach without
compromising our overall objectives for engagement.

This year we have further embedded our Stakeholder,
Environment and Customer Committee (SECC) Board sub
committee, adopting the Wates principles of higher standards of
corporate governance around our approach to stakeholder
engagement. We have also established new, important
governance panels to ensure we stay focused on what matters to
our stakeholders. Our SECC, Environmental Advisory Panel and
our Vulnerability Steering Group are all independently chaired
and tasked by the Board and | to hold us to account in these
areas.

And this year has shown us, if ever
more evidence was needed, of the
critical importance of working
with relevant partners, who have
provided valuable insight on the
impact that Covid-19 has had on
our customers’ lives and to reach
vulnerable customers and
communities quickly and
effectively. Working with charities,
community groups, other utilities,
and our extensive supplier
community has helped us to
understand, develop, share and
apply best practice.

Beyond the pandemic, we’ve experienced more direct impact
of climate change on our network, with raging rivers swollen by
exceptional and sustained rainfall stripping away riverbanks to

leave critical high pressure gas pipes exposed. We’re
progressing opportunities to work with partners to minimise
our impact and improve the sustainability of our supply chain.

Delivering our strategy and performing for stakeholders in
2020/21 has been tough. It’s testament to the resilience,
commitment, and determination of SGN’s whole workforce that
we ended the year with the highest customer satisfaction
scores of any GDN, adding to the prestigious Utility of the Year
award we received this year. I’'m pleased to submit this report
which demonstrates our commitment to stakeholders and how
we are delivering the best outcomes for customers.

—
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Foreword by Jayne Scott, Stakeholder Advisory Panel (SAP) Chair

As Chair of SGN’s Stakeholder Advisory Panel (SAP) | am very pleased to endorse this submission which

demonstrates that SGN has continued to make significant progress in how the company engages with customers and
stakeholders to inform its business decision-making processes.

This last year has been unlike any other as a result of Covid-19. As the pandemic took hold, SGN had to respond very quickly to the different
restrictions put in place by the UK and Scottish Governments. An equally fast response was also required to amend how SGN carried out its
programme of stakeholder engagement which was enacted very efficiently and with regular input from stakeholders, including the SAP.

In the South East and South London, SGN’s operation was hit particularly hard with Covid-19’s second wave and the more transmissible Kent
Variant, with large numbers of staff self-isolating. At the same time, operational teams in the Kent area proactively addressed the challenges
of an EU exit, collaborating with stakeholders on an integrated approach to mitigate disruption. Maintaining operational capability, SGN
redeployed staff from its other regions, which necessarily involved detailed and rapid stakeholder engagement with its staff and trade unions.

SGN has continued to listen carefully to feedback provided by the SAP to ensure customer and stakeholder engagement continues to mature
and drive SGN’s business. SGN’s Executive Team engage proactively with the SAP and there is good senior attendance (including the CEO) at
SAP meetings.

Key areas of focus for the SAP have included:

* Considering the changes required to SGN’s engagement strategy as a result of the pandemic and providing feedback on SGN’s revised
stakeholder engagement plan.

* Challenging the company to consider timescales to deliver a revised stakeholder engagement plan and ensuring a full programme of
engagement activity was successfully delivered as set out in this submission.

¢ Engaging with SGN on the establishment and progress of the Vulnerability Steering Group and the
Environmental Advisory Panel.

* Reviewing the pre-initiative assessment tool and process to ensure they were updated to keep them relevant
to evolving challenges and stakeholder needs.

¢ Holding a session on the company’s future energy strategy and challenging the underlying assumptions to
ensure SGN’s strategy remains relevant and considers all emerging issues as UK and Scottish Government
energy policies evolve.

Throughout this programme of work, the SAP has been able to track how SGN has responded to feedback
and is satisfied that good progress continues to be made. In addition, SAP members attended a number of
stakeholder engagement sessions and provided feedback on future engagement forums, digitally and in
person.

In summary, the SAP is very pleased to highlight the proactive approach adopted by SGN to respond to

Covid-19. The lessons learned from the move to digital platforms meant they continued to undertake high
quality engagement, and will ensure stakeholder and customer interests underpin SGN’s planning for the future.




Highlights of the year

First GDN to

A First GDN to
establish an establish a Future
Environmental Thinkers Panel

Advisory
Panel
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First network
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dedicated Energy
Hub to provide
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British Sign
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Delivering continuous performance improvement

Ofgem feedback on 2019/20 report:
SGN’s submission could have benefitted from
more clarity on how stakeholder engagement
has influenced the company’s strategic
direction.

SGN'’s submission could have benefitted from
more clarity on how initiatives are determined
and what input stakeholder feedback has on
decision-making.

The submission provided various examples of
partnerships, although there was lack of
clarity on what was being achieved.

Simplify governance structure

In regard to heat and future energy solutions,
while SGN has been participating, the Panel
had expected to see SGN take a leading role

Fewer examples of helping challenging
groups and little detail on project benefits.
No information to explain how substantial
benefits arrived at.

Part v

First GDN to establish
a Vulnerability
Steering Group
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Over 28,000 stakeholders and customers
engaged through strategic mechanisms

.‘-.. 59% increase in stakeholders and
customers engaged for the first time

Re od

Continued to lead
social value
measurement,
collaborated with
DNOs on common tool

First placed GDN for customer
satisfaction

7,912 proactive Careline calls to vulnerable
customers

Achieved full compliance with the AA1000
Stakeholder Engagement Standard, the
global benchmark for conducting high quality
stakeholder engagement

Retained the Carbon Trust Standard for

achieving a 6.6% reduction on our
carbon footprint

First GDN to
incorporate Hestia
Safe Spaces into our
website for victims
of domestic abuse

First GDN to
introduce
asymptomatic
testing to protect
our customers
and key workers

Total reach of 3,455,1 74 through our
social media platforms and website

<~

Funding secured for our world-first
H100 Fife green hydrogen to homes project

~

How we have addressed this: L

Our three strategic commitments (delivering a safe & efficient service, making a positive impact, and
building a shared net zero future) have been shaped by our stakeholders and customers, and continue to
underpin our business planning.

We describe how stakeholders have continued to shape our strategic focus this year on page 5.

Page 4 sets out how stakeholders are at the centre of our decision-making at all levels.

Our six stage engagement process on page 3 sets out how we listen with purpose to stakeholders, tailor our
response, assess the viability of projects and measure & evaluate the benefits.

Page 8 explains how we assess our initiatives and measure the outcomes to determine what we deliver with
input from stakeholders.

Page 7 sets out our partnership principles and the process we use to monitor and evaluate their
effectiveness. Our Part 2 submission identifies the outputs and outcomes of our partnership projects, and
where relevant, social return on investment (SROI).

Page 4 sets out our governance and leadership, external advice & challenge, and internal accountability for
engagement.

The information on pages 4 and 5 details the proactive engagement by our Executive and leadership team,
which includes leading the conversation on decarbonisation.

Part 2 discusses a selection of Energy Futures projects, including a number where our influence extends
beyond simply gas distribution to also consider generation, storage, transport and use of hydrogen
downstream of the meter.

Our H100 Fife project referenced in Part 2 is a world first and has now secured funding to move into full
construction.

Pages 8 and 9 detail how we assess and determine what we deliver, and measure the value we create. We
explain how we evaluate through the whole project lifecycle and the tools and techniques we apply,
including social return on investment. This is detailed by initiative (a number of which target challenging
groups) where relevant in Part 2.

Improving satisfaction from our stakeholders
This year, our External Stakeholder Satisfaction Survey (SSAT) showed:

1 LI

Relationship
satisfaction increased
significantly from 7.5
last year, to an all-time

high of 8.1 this year.

8.2
81
8.0
7.9

7.8
Communication 27

satisfaction increased
significantly from 7.4

last year, to an all-time
high of 8.0 this year.

7.6
75
7.4
73
72

In terms of satisfaction
with ‘how SGN has
adapted during
Covid-19’, stakeholders
recognised our efforts
and rated us an average
of 8 out of 10.

71
7.0

6.9
2018

After a slight dip in performance in 2020, relationship
satisfaction and communication satisfaction scores

While still a good score, ratings for ‘listen and act’ marginally underperform compared to the other
metrics, revealing an opportunity for us to better demonstrate to stakeholders that we listen and act on

Overall base : 2018 =100, 2019 = 112, 2020 = 93, 2021 = 204

Our Internal Stakeholder
increased significantly to an all-time high Satisfaction Survey has shown:

Relationship

satisfaction 89% of our business has been
helped to identify their

stakeholders

Communication
satisfaction

SGN Listen &
* Acts

nmp

A significant increase in the

Adapted during proportion of colleagues who

i

Covid-19
stated the stakeholder team
helped them engage with their
ﬁ stakeholders - 90% up to 97%
statistically
significant
increase at 95% . . .
confidence t Overall satisfaction with support
71 interval & provided by the stakeholder
2019 2020 2021 team has increased significantly

to an average of 9 out of 10,
with over half (55%) scoring a
perfect 10

their feedback.

SGN

2020/21 @




Part v

Section 2

Commit and Purpose, scope
integration and stakeholders

Section 3 Section 4 - Stakeholder engagement process

Invite stakeholders [l Review and
to engage improve

In our most recent assessment this
year, we have turned all 26 elements
of the standard to green. This
indicates we are fully in line with the
current standard, illustrating our
journey of continuous improvement
and that stakeholder engagement is
now fully embedded within

our organisation.

Over the last few years, we
have commissioned PwC
to periodically undertake
an independent gap
analysis of our approach to
stakeholder engagement
against AccountAbility’s
AA1000 Stakeholder
Engagement Standard.

Plan Prepare

ced strategy to integrate stakeholder needs with our ambition

Stakeholder
engagement strategy:
¢ Reflect, understand

and serve our

customers well
« Put customers’
interests at the
heart of our
decision-making
process
* Ensure our net zero
approach reflects
customer needs
* Tailor our response
in line with regional
differences

Our stakeholder
defined
commitments to
customers:

Vision:
to own heat and
lead the way in

Safe and

Stakeholder / efficient

customer insight Outcomes and

benefits for
customers and
stakeholders

(informing what
and how we
deliver)

low carbon
energy delivery
by making gas
green

Positive
impact

Shared
future

Responding to -
Ofgem requirements "
*, and SGN stakeholder |’
' themes !

The golden thread: how stakeholder insights have driven action to deliver outcomes for customers and stakeholders
aligned to our company vision.

Our three commitments:

@1

We will make a positive impact on society, by supporting
vulnerable communities and providing excellent service.

SGN’s corporate vision is to own heat and lead the way in

low carbon energy delivery by making gas green. We will deliver a safe and efficient service by acting safely,

keeping the gas flowing and keeping costs down.

22

We will build a shared net zero future by accelerating
decarbonised energy solutions and minimising our
environmental impact.

Our stakeholders have asked
us to deliver our vision
around their strategic
priorities which form the
basis of our three
commitments to customers.

This year we revalidated our
vision and commitments
with stakeholders,
confirming that they remain
relevant in the context of
the pandemic.

There are two elements and six
objectives (see box) in our
stakeholder strategy:

Our stakeholder engagement mission, supporting delivery of our corporate vision, is: 1.

We make better decisions in the interests of our customers and stakeholders when we place all their
requirements, and distinct and evolving priorities, at the heart of every level of our decision-making

Our well-established stakeholder strategy responds directly to feedback from our stakeholders,
including our Stakeholder Advisory Panel and our Customer Engagement Group, and is owned by our
Board, through its sub committee and leadership team. It ensures our activities stay aligned with
stakeholders’ priorities in a dynamic customer environment; that we remain transparent in our
operations, and we adhere to evolving policy and legislative frameworks guiding delivery.

By overlaying these customer commitments with our well-established stakeholder engagement
strategy, we ensure our activity is always aligned with what stakeholders and customers want and
delivers the outcomes and measurable benefits desired.

We will continue to learn and
improve stakeholder engagement
in our everyday business as usual
activities.

We will work collaboratively to
solve long-term complex
challenges, such as the energy
transition and social disadvantage
for vulnerable households.

2.

Our engagement objectives

To focus on material issues:
We ask our customers and
stakeholders what they want to

To deliver measurable benefits:
We will engage directly with
customers and stakeholders to

To drive inclusivity and diversity:
Our engagement will be broad and
inclusive, fully reflecting the

embed their interests in our
decision-making and deliver valued,
measurable benefits, working with
partners where we can to maximise
the impact of our approach.

To provide ongoing opportunities
for challenge and collaboration:
Engagement continues to be
adapted to meet the changing needs
of stakeholders to ensure genuine
opportunities for ongoing dialogue,
challenge, review, mutual education,
collaboration and co-creation.

©® sonN

2020/21

engage on, to allow them to have
a say in the issues that matter and
impact them most, now and in the
future.

To be responsive and transparent:
Explaining how the views,
concerns and priorities of
stakeholders have influenced
decision-making, and how we have
balanced the needs of different
stakeholders.

()

communities we serve. We will
seek out the diverse perspectives
of hard-to-reach groups to
understand their challenges and
concerns and ensure our
communications are clear and
easily accessible for all.

To continually improve and
develop: Finding new and
innovative ways to evolve our
approach in response to changing
stakeholder needs, accessing
feedback from a wide and
comprehensive range of sources.



Part v

Applying our six stage engagement cycle this year

@ Identify + Undertaken annual review and audit of our Stakeholder Relationship Management
(SRM) tool and stakeholder mapping
o « Asked trusted stakeholders and employees to suggest new stakeholders g
« Used data and insight to identify new stakeholders of importance and influence ‘

F ¥

« Used at least 12 different types of engagement mechanism to reach stakeholders
and customers

« Asked stakeholders to select their engagement preferences

» Used partner organisations and stakeholders to support us when engaging with
hard-to-reach communities

« Adapted to online engagements wherever possible to mitigate the risk of Covid-19

Over 40 individual engagement events and surveys, reaching more than 6,85 0 stakeholders and customers

total reach across all
social media platforms

1 5 meetings of steering committees and 24 online workshops, webinars, Adapted
governance groups round tables & exhibitions fgr
: Covid-19
+ Stakeholder, Environment and Customer : « Four Future Thinkers Panel sessions
Committee (SECC) : + Two Future of Heat specialist events
+ Stakeholder Advisory Panel (SAP) : « Two local authority webinars on growth, infrastructure
Engage « Environmental Advisory Panel and future energy requirements
mxtrl:agse « Vulnerability Steering Group « One Virtual Coffee Morning to share & discuss resilience planning
and listen « Customer Engagement Group (CEG) .+ Three MP Roundtables, one in partnership with SSEN
................................................... : + Two Edinburgh Napier University briefing webinars
: « Two H100 community engagement events
)) g\ 2’1 06’1 84 : « Two interactive stakeholder exhibitions
page views on our website © « Two fuel poverty partner forums
.............................. stakeholder - . Four national engagement WOFkShOpS
3,45 5,1 74 newsletters Our events utilise live polling, online whiteboards and virtual
issued - breakout rooms to allow for two way deliberative engagement

13 : One annual Stakeholder Satisfaction Survey,
bespoke and tailored stakeholder and :
customer research surveys : reaching 204 stakeholders

« Biomethane stakeholders
« Third Party Connections customers
» Tailored Project Delivery impacted stakeholders
« Internal stakeholders :  Online Tailored Project
. Delivery community
drop-in sessions, using
virtual whiteboard

Four customer panels
and focus groups, held
in small online groups

Adapted
for
Covid-19

» Online customer omnibus surveys
» Door-to-door customer surveys
« Energy Futures surveys

« Updated stakeholders via newsletters, meetings, our website, social media posts and engagement events
@ Respond » Developed business cases including cost benefit analysis

» Piloted projects to assess viability

» Sought feedback via research and engagement

« Scored projects using our pre-initiative assessment tool prior to commencing (see page 8)

Measure
and » Assessed costs and social value to determine Social Return On Investment (SROI) (see pages 8 and 9)

evaluate « Monitored KPIs and management dashboard reports

« Ran annual Stakeholder Satisfaction Survey (SSAT) and post-event feedback surveys after each individual engagement
« Used Willingness to Pay (WTP) results to help determine customer priorities

Review, « Held steering group meetings at least quarterly

refine and « Reviewed progress at SECC Board meetings

improve - Used regular Stage Gate Reviews with partners to provide feedback on performance
« Evaluated SROI of relevant initiatives (see pages 8 and 9)

« Used Acceptability Testing to gauge customer acceptability and affordability of future plans (conducted pre and post
the Covid-19 pandemic)

SGN Stakeholder Engagement Submission 2020/21 9




Part v

Keeping stakeholders at the centre of our decision-making processes

Governance and leadership

Responsibility for stakeholder engagement is embedded across our
business and governed by a well established structure which
oversees, scrutinises and assesses our effectiveness. Accountability
for engagement is well defined at every level of our decision-
making. This keeps stakeholders at the centre of all business
decisions and allows us to share information effectively and
consistently.

This year, our CEO and Executive Team have been particularly
attentive to ensure they fully understand the impact of the Covid-19
pandemic on our customers and how that relates to their
relationship with SGN and their gas supply.

In response to Covid-19, we’ve enhanced our governance structure
to incorporate adaptable and bespoke internal Gold and Silver
Command groups, designed to ensure the safety of our customers
and workforce during the pandemic and to provide safe, rapid
decision-making structures for us to respond to the evolving
situation.

Internal accountability for engagement

Group in SGN and responsibilty What they do

In addition to our internal accountability for stakeholder
engagement at every level of our organisation, we have
established routes for external advice and challenge directly into
our decision-making:

v Stakeholder, Environment and Customer Board Committee:
oversight by the Non-Executive Chairperson ensures we have
due regard for stakeholders’ and customers’ views and needs

v’ Stakeholder Advisory Panel (SAP): membership includes
external expert stakeholders

v/ Customer Engagement Group (CEG): external stakeholder
experts represent the interests of different customer and
stakeholder groups in our business planning process

v Vulnerability Steering Group: external experts help us identify
different types of vulnerability, and challenge and shape our
activities to support vulnerable customers

v’ Environmental Advisory Panel: stakeholders on the group
advise and challenge us on the steps we are taking to make
our operations more sustainable

Outcomes delivered

( . N\
Board & SECC sub committee*
Representation of stakeholder interests Use stakeholder and customer insight to shape our SGN’s vision and strategic approach is
in Board level decision-making corporate strategy and vision reflective of the needs of stakeholders
and customers
. J
e " N N
Executive Leadership Team
Internal leadership, ownership and Engage with a wide range of senior level Senior ownership of performance and
review of performance stakeholders, ensuring feedback informs business delivery that meets stakeholders’
L planning and our policies and practices expectations )
( N\
SAP*
Senior level internal and external Advise on emerging issues which require stakeholder  Outputs demonstrably reflect the
advice and challenge input and provide challenge around engagement needs of stakeholders and customers
L programme )
( . . N\
Covid-19 Gold and Silver Command ¥
Bespoke and tailored senior level rapid Monitor changeable situations to quickly respond to Completion of adjusted and tailored
decision-making pandemic challenges, and protect our customers and  work programmes with minimal
workforce Covid-19 risk
. J
e . 3
Operational Stakeholder Governance Group
Alignment of stakeholder needs with Provide oversight of feedback from operational Robust control and management of
operational performance stakeholders and customers, and monitor progress projects and outcomes that benefit
L on newly established initiatives customers and stakeholders )
( o s . N\
Specialist working groups
Joined up development, testing and Act on feedback and insight from stakeholders and Enhanced solutions and programmes
rollout of new initiatives customers, developing new solutions to meet developed in close cooperation with
stakeholders’ needs partners
\ J
e N
Stakeholder Strategy Team
Our strategic approach to engagement Extend our reach by identifying gaps and Actionable insight provided to
and providing engagement support to undertaking research and engagement to gain new business to improve decision-making
L the wider business insight from stakeholders and customers and stakeholder outcomes )
( . N\
Local Stakeholder and Community Managers
Reflecting and responding to diverse Map stakeholders to continually identify local and Local works and delivery programmes
needs of local communities regionally specific stakeholders and their are tailored to take stakeholder
L requirements feedback into account )
( . . N\
Business and Operational Leads
Ensuring strategy is embedded in Identify emerging issues requiring stakeholder input, Better decision-making by giving
topic-led engagement plans and and identify new stakeholders based on topic consideration to stakeholder
L relevant stakeholders are engaged specific issues and challenges feedback and related insight )
( R . N\
Frontline engineers and teams
Understanding customer needs when Engage ‘on the doorstep’ and provide feedback on a Better service and experience for
undertaking BAU activities diverse range of stakeholder and customer needs via  customers and stakeholders
L referrals )

¥ Introduced for Covid-19

O soN

*membership includes external stakeholders

2020/21



part QI

How stakeholders continue to shape our strategic focus

Defining senior level decision-making

Our CEO and the senior leadership team have continued with a programme of high level engagement, sitting on over 60 external groups and
engaging with 33 senior politicians. This continuous engagement process has influenced our decarbonisation roadmap and has been invaluable
in ensuring that we have consistently aligned and adapted our Covid-19 response to keep customers, particularly those most vulnerable, safe and
warm throughout the Covid-19 pandemic. Specific examples can be found in Part 2.

¢ Understanding changes in stakeholders’ priorities: reviewing our business plans and

strategic priorities

This year, we recognised that the Covid-19 pandemic may have changed our customers’ and
stakeholders’ priorities for us. With that in mind we revisited our future business planning to give
customers and stakeholders the opportunity to reconsider what was important in the context of

the Covid-19 pandemic and reaffirm their support. We have taken great assurance that the extremely
high levels of acceptability we received during the pandemic of 2020 were almost identical to the
confidence we received when we had completed the same acceptability testing exercise in 2019.

* Understanding changes in stakeholders’ priorities:
increasing our focus on vulnerability

Feedback from our stakeholder satisfaction survey has
told us the importance of ‘supporting those who are .
vulnerable’ has increased since last year. Feedback

from partners and front-facing teams throughout the
Covid-19 pandemic has driven an even greater focus on

enhanced training and processes, to ensure our people .
are better equipped to understand and support a
wider range of vulnerabilities, a number of which have .

been exacerbated by the pandemic. We have
introduced new external insight and challenge to
ensure we respond to a greater range of vulnerabilities.

Enhancing how we serve vulnerable customers

Our strategy to serve vulnerable customers has been
developed with stakeholders and continues to evolve in line
with stakeholder advice, insight and experience. The strategy is
delivered around four themes:

1. Treating vulnerability through a holistic and needs-based
approach, using our network of partners to provide timely,
relevant and tailored services and support for vulnerable
customers

2. Listening to and developing our people to facilitate greater
understanding of vulnerable customer’s needs, ensuring they
feel empowered to help customers they identify as being in a
vulnerable situation

3. Contributing in the community, through targeted support for
fuel poor households and improving life opportunities and
outcomes for young people and underprivileged groups

This year we’ve added a fourth focus area:

4. Understanding the impacts of Covid-19 in different customer
groups and adapting our behaviour and processes
accordingly

Enhanced training for our people
* NSPCC ‘You Make the Call’ training
Disability Awareness programme

Mental Health Awareness training .

Informed
acceptability

]

o

Scotland
=)
Oct/Nov 2019
(pre Covid-19)
Jul 2020
(during Covid-19) Southern
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Sources of external challenge
and insight

RNIB blind and visual impairment
awareness training

RAD deaf and hard of hearing
awareness training

Refreshed and enhanced our .
Vulnerable Circumstances training

Vulnerability Steering Group

Inclusive Customer Testing Panel

Identifying and mapping our stakeholders

We continue to adopt a data driven approach, capturing and analysing
our engagement activities using our digital Stakeholder Relationship
Management (SRM) tool. We use this to record stakeholder engagement
activity and the topics each stakeholder has prioritised or is interested in,
the geographical areas in which they operate and their communication
preferences. Our SRM tool is available to external facing colleagues, and
ensures insight is easily accessible across the organisation.

We use our annual stakeholder satisfaction survey to ask stakeholders to
select their priorities and the areas they consider most important. We
record past en