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Executive summary

This submission outlines an extraordinary twelve months for our
network extensions strategy during which time we achieved our 2013
target three years early. In fact, 2010/2011 saw us nearly doubling
the rate of connections achieving a staggering 4,710 in just one year
giving a total of 8,454 homes connected, despite already having the
most actual completed connections per network area in 2009/2010.
We are already planning for future years and have almost 21,000
potential Community connections in our planning process.

2010/2011 was also a milestone in terms of innovation: we finally
found and successfully implemented a low carbon ‘heat’ solution for
delivering network extensions to multi-occupancy dwellings (a major
challenge given the number of multi occupancy homes within our
network areas). We also further improved our network extensions
application process — the fastest and the only paperless application
process in the sector.

There are an estimated 1.4 million fuel poor or vulnerable households
in our four gas distribution areas that currently have no access to gas
and qualify for assistance under the current Ofgem criteria for a gas
network extension.

In 2009 we agreed a target with Ofgem of providing gas network
extensions to 5,000 homes by 2013 as part of Ofgem’s publicly
stated objective of connecting 20,000 fuel poor households to the
gas network by 2013. We have already exceeded this target.

We are not resting on our laurels though and within our business
we have revised our target from 5,000 to 17,150 completed
connections.

Solving our demographic challenge

National Grid’s network area includes 5 of the top 10 UK cities in
the country. This means that a large proportion of our fuel poor
households (80-85%) live in high rise flat developments that may
not be suitable for individual gas connection. Therefore innovation
was needed.
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For community schemes alone our highly acclaimed partnership has
secured over £4.8million in investment for new gas heating systems.
Customers are also recognising the improvement with an increase in
customer satisfaction, and 97% of customers saying their houses are
now warmer following the installation of a new gas heating system.

It is surprising how much Gas Distribution Networks (GDNs) differ in

their strategies. Our network extension strategy is as follows:

e Target the 20% most deprived areas using demographic data.

e  Establish a Community Interest Company (CIC) called Affordable
Warmth Solutions CIC (AWS) - a separate non-profit distributing
organisation founded and funded by National Grid.

e Target and bring together other key strategic and funding
partners such as Local Authorities, Housing Associations
and energy suppliers, and also the government Warm Front
scheme.

e  Back up the new gas network connections with other essential
energy efficiency measures to achieve maximum warmth for
minimum spend.

Our solution is a centralised boiler unit and the construction of a
heat network, successfully piloted in Stourbridge in 2010 — a sector
first: see Doveton House in supporting material.

Other AWS developments

Last year we explained how we introduced AWS in 2009. The
company brings together funding partners, local authorities and
communities to provide efficient gas connections and new gas
heating systems for the fuel poor. Developmentsin 2010/2011 have
been as follows:

e Further enhancements to our e-commerce systems to speed
up fuel poor quotations and automatically apply a Fuel Poor
Voucher to qualifying households living in deprived areas. Ours
is still the only paperless network extension application process
in the sector, and therefore takes just minutes to complete as
many fuel poor customers struggle to fill in paper forms.

e Consumer Focus partnership: In an effort to better target “Hard-
to-Reach” households, AWS has worked with Consumer Focus,
sharing research and information that will help the whole energy
industry better target potentially vulnerable households.

N.B. Qualifying households don’t just benefit from a new
connection, they can also benefit from a discounted high efficiency
gas-fired heating system, cavity wall insulation, loft insulation and
energy efficiency advice including help choosing the most
appropriate energy tariff.



National stakeholder engagement:

e Jenny Saunders, the Chief Executive of National Energy Action
(NEA) represents consumer interests on the AWS board.

e National Grid is the only GDN represented on the Government’s
Fuel Poverty Advisory Group.

e National Grid actively engages key stakeholder groups through
their participation in the All Parliamentary Fuel Poverty and
Energy Efficiency Group.

e National Grid is an active member of the NEA Business
Supporters Group.

e Our new Consumer Focus relationship (outlined earlier).

Funding for community projects

e £4.8m has already been committed by our partners for central
heating improvements that are expected to be realised within 12
months following the installation of the new gas connections.

e National Grid has identified circa £13million for investment with
around £5 million likely to be invested by it during 2011/12.

e During the year Affordable Warmth Solutions ring-fenced
£250,000 to support the installation of new gas heating systems
for ‘non public’ sector housing in two projects. In addition it
has secured around £900,000 in CERT funding for one of the
projects.

e During the year our activities have also enabled local authority
partners to secure over £660,000 in CERT funding.

Performance indicators

e Project indicators: Post contract evaluations are undertaken
between National Grid, AWS, its contractors and, most
importantly, customers. The reviews include Health & Safety
compliance, customer satisfaction and include the identification
and resolution of any on-site findings.

e Impact measures: We also measured the impact on perceived
warmth, engery bills and emmisions (see later).

e  Customer satisfaction indicators: AWS carries out post-project
completion customer surveys. 71% of respondents rated the
overall service they have received from AWS as 10/10 (up from

67% last year).

Actual network connections

We committed to Ofgem 5,000 connections by 2013 —we have already

achieved 8,454 actual network connections (4,710 in 2010/2011).

According to data reported to and published by Ofgem, National

Grid achieved the most actual (not just planned) connections per

network area in 2009/2010 (see graph in supporting material) and

we nearly doubled this figure in 2010/2011 (refer to graph right).

We also have a strong delivery plan:

e We have almost 21,000 potential connections already in the
planning process.

e A 52% increase in the number of planned connections for the
period 2011-2013, compared to those made to date.

Other delivery achievements include:

e Almost 8km of new gas mains constructed.

e 58 community projects completed in 2010/2011
completed to date 69).

e  Throughthe provision of a FREE gas connection, we have enabled
the fitting of a new gas heating system to 8,454 homes.

(total

e National Grid provides a mechanism that Independent Gas
Transporters and Infrastructure Connection Providers can
access in order to benefit from the funding partnerships that
AWS has brought together. During 2010/11 we helped facilitate
the connection of 167 homes in other GDN areas.
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Local stakeholder engagement:

e We have held several community events. The largest of which
was in Langwith on the back of the turnout for the local election.
This was attended by over 400 people.

e 12 Consumer Open days in 2010 for the team to meet with
customers to help resolve issues of a more individual nature.

e Prior to the commencement of each project a stakeholder
engagement plan is agreed with the local authority or housing
association.

e In ethnic minority areas we engage the support of local
community support officers.

e In local ‘hot spot areas’ we engage the support of community
support groups and ensure the Community Police are aware of
our activities.

Impact on people’s lives
According to our survey 97% of customers who benefited from
our network extensions say their houses are warmer.

e  Warmer homes lead to better health: reducing for example
cardio-pulmonary illness amongst the elderly.

e Research by the Government’s Chief Medical Officer (2009)
suggests that for every £1.00 spend on Energy Efficiency
measures £0.41 is saved by the NHS. Therefore we estimate
that our new gas connection and heating work will save the NHS
£10.1million.

Impact on the environment

Offering gas instead of coal or electricity, alongside our energy

efficiency measures has delivered:

*  Approximately 638,871 tonnes of lifetime CO, savings,
equivalent of permanently taking 5,200 cars off the road.

e Local authorities/registered social landlords will meet air
quality and energy efficiency targets.
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We have already exceeded our final target and aim to triple this
by 2013 (see supporting pages for per year performance and
comparison with other GDNs)

e We are leading the debate with DECC to extend the Green Deal
to include new gas connections.

e InNovember 2010, National Grid became the first GDN to hold a
dedicated RIIO stakeholder event targeting the fuel poor which
included voluntary groups such as Age UK and Citizen’s Advice
Bureau. The three other GDN’s have now followed our lead.



Leading the sector in fuel poor

network extensions

Using data published on the Ofgem website
we can demonstrate just how much we led
the sector in terms of completed fuel poor
network extensions in 2009/2010, and we
have further improved our performance by
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Annual fuel poor network extension connections
(completed extensions, as reported to Ofgem)
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Our customer satisfaction scores

An important new type of network extension - Doveton House

Doveton House in Stourbridge consists of 30 one bedroom flats
and one two bedroom flat. Previously each flat was heated with
two or three individually controlled electric storage heaters which
were inefficient and expensive to run. By securing an investment
of £220k we have ensured Doveton House is the first multi-
occupancy development to benefit from an entirely new type of
network extension that falls outside the scope of the FPV scheme: a
centralised boiler unit where there is one gas extension that
benefits numerous flats.

One benefit of this innovation is continuity of supply to vulnerable
people. If a single gas boiler/pump breaks down a home gets cold
which increases the risk of ill health whereas this provides back up
heat should 1 or even 2 components fail maintaining a reasonable
level of warmth within the property.

This innovation has enormous significance given the number of
multi-occupancy inner city neighbourhoods that we serve where
network extensions are particularly challenging.

National Grid believes this approach to heating multi occupancy
buildings is ‘ground breaking’ and has engaged Ofgem with a view
to supporting changes in our Charging Methodology that would
allow us to provide greater investment to Heat Networks. One lady
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at Doveton House told one of our team that she used to go to bed
at 5pm in winter because of the cold. She can now stay up and enjoy
spending time with other residents.
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http://www.ofgem.gov.uk/Networks/Connectns/ConnIndRev/Documents1/CIR%2009-10.pdf
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Our Ref: Doveton House Housing and community solutions

Date; 21" January 2011
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Operations director Phil Rider with our Customer comment
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