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At National Grid our vision is to connect people to the energy they use today, and be trusted to meet
the energy needs of tomorrow. As we develop energy infrastructure, safely, sustainably and reliably,
we are committed to ensuring that stakeholders views are heard, listened to and acted upon.

We have a strategy in place to ensure we meet this commitment, embedding this into normal
working practice is something that I, along with my senior leadership team, are very much focussed
on.

Nick Winser \
Executive Director, UK

This submission outlines our stakeholder strategy, the important role it plays within our business, the governance
structure that ensures stakeholder views are at the heart of our decision-making and how we are working to ensure
stakeholder engagement is part of the culture of our organisation. Part two of our submission will focus on specific

examples of engagement and the outputs and outcomes of these.

Our stakeholder strategy

Regular communication with our stakeholders is vital to
our business, their feedback helps us to understand their
needs and expectations and shapes the way we go about
our business. We are committed to being a business that
not only listens but also responds to and adapts our
business to what our stakeholders tell us.

Together, with our stakeholders, we have developed our
stakeholder strategy to strengthen our commitment to our
stakeholders, making clear what they can expect from us.
This strategy was developed and refined during our
Talking Networks process - the engagement process we
used in developing our business plans for our price
control. It is an enduring process that provides the basis
for all stakeholder engagement across our businesses
ensuring we are listening and working with stakeholders
to provide the types of services they want to see from us.
We have developed the '"Talking Networks' brand and
website across our regulated businesses to enable our
stakeholders to have a single focused hub where they
can find information and get updates on our engagement
processes. Our stakeholders can register on the Gas
Transmission section of our website to get updates
specific to this part of our business. We tailor our
engagement to meet the needs of our different
stakeholder groups, however our stakeholder
engagement strategy and culture applies to our entire
business, not just our Transmission businesses. Some of
our stakeholder groups do not distinguish between the
separate parts of our business and engage with us as an
integrated energy company. It is therefore right that some
of our engagement spans our different business units.

In embracing this approach our stakeholders have
recognised our engagement as being inclusive and of a
high standard. A selection of feedback received from our
stakeholders about this approach is shown below:

“I developed a greater understanding of how National
Grid are engaging and how well informed stakeholders

”

are

“National Grid are much more approachable and open to
engagement and discussion with stakeholders than we

previously experienced — very welcome”

The key is not only listening to and discussing issues with
stakeholders, it is also about acting on what stakeholders
have told us so we can improve the services we provide
to them. Our engagement with stakeholders will typically
follow the process outlined in the diagram below.

Identify stakeholders
who are interested
and/orinvolvedin the
topic/issue

Understand stakeholders
initial views

Develop, with
stakeholdersinput, the
best way to engage on

the topic/issue

What we do:

Act - develop service and
policy solutions
incorporating
stakeholders views, or
feedbackwhynotacting

Listen and discuss.
Evaluate stakeholder
feedbackand views on
the topic/issue

Provideall stakeholders
with a clear engagement
plan

Test solutions with
stakeholders

Implement service and
policy solutions

Continue dialogue—
check solutions are
working for stakeholders
—refine if required

The timescales involved in the process will depend on
the nature of the topic or issue being discussed. Through
this process we are able to monitor how areas are
progressing and ensure stakeholders are involved

throughout.

The core of our strategy is our commitment to Listen,
Discuss and Act, ensuring we provide channels through
which this can be achieved.
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How we do it:

Integrity
Accountability
Transparency
Inclusive

Integrity

We will be open, honest and create an
environment which enables you to discuss what is
important to you.

Accountability
We will show you how we have taken your views into
account. Where we have not, we will tell you why.

Transparency
We will ensure all relevant information is easy to access
quickly.

Inclusive
We will be flexible enough to provide
opportunities for everyone to be involved.

These principles will guide and govern us to ensure we
understand the views and priorities of all our
stakeholders. They are core to our strategy and
something we endeavour to achieve in all of our
stakeholder engagement activities.

Identify our
stakeholders

Engage
using
numerous
methods

Monitor,
review and
improve

Understand

and discuss
needs

Best Practice

We have sought the views of a range of stakeholders,
spoken to third parties and taken account of Ofgem’s
recommended ‘principles for effective enhanced
engagement’ to develop our approach to stakeholder
engagement.

Implementing our strategy

In implementing our stakeholder strategy we follow the
engagement process outlined on page one. This
approach is used for all our engagement activities, from
large annual consultations through to smaller one-off
pieces of engagement and everything in-between.

The example on the next page demonstrates our
stakeholder engagement strategy 'in action' to show how
it is implemented.

Reviewing our stakeholder engagement strategy and
approach.

In addition to asking for feedback as part of our specific
engagement programmes, we have also recently
published a stakeholder update and consultation
document for our gas transmission business. As well as

outlining our commitments for 2013/14 we have asked
our stakeholders about our engagement activities so far,
how they would like to engage with us and what they
think we should be focusing on. The feedback we receive
through this consultation will help shape our delivery plan
for 2013/14 and help us to develop our engagement
strategy.

Pages 8 through to 10 of this submission show how we
check that we are doing the right things and provide
ourselves with assurance that our approach works for our
stakeholders.
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Implementing our Stakeholder Strategy

Y nationalgrid
UK Future
Energy

Our Future Energy Scenarios consultation is one of a number of topic Scenarios
specific engagement activities we undertake. We have used it here to

illustrate how we implement our stakeholder strategy in practice.

Future Energy Scenarios (FES) consultation QU /A

| UK Future Nationalgrid

= S S Energy
=l Scenarios

Our annual UK Future Energy Scenarios publication provides a detailed T
analysis of credible future energy scenarios looking at a range of energy ,dlt 2 ‘ sakenolder
supply and demand options. The scenarios explore a range of plausible

outcomes and are subject to an established industry wide consultation.

These scenarios form the basis of our long-term investment plans as

well as providing useful information to the wider industry, therefore it is

important they have widespread stakeholder support.

We identify interested parties for this consultation based on previous interest,
existing work in similar areas and by reaching out to a wide range of stakeholder
groups through various communication channels and publications, along with
recognising those parties that we have an obligation to engage with.

FEBRUARY 2013

We use the feedback from the previous years consultation to understand the
initial views of our stakeholders for starting the years consultation.

Based on previous feedback we develop the best ways to engage with our stakeholders, for
some this includes questionnaires, surveys and workshops and for others it is via attendance at our annual
conference. We work with our stakeholders to develop the best methods of engagement by seeking
feedback after each event and/ or contact with them.

We provide all stakeholders with an engagement plan for the year so that they are aware of the
opportunities for them to engage with this consultation and to understand what they can expect from us.

To enable us to listen to the views, thoughts and opinions of our stakeholders they are invited to engage
and express their views through various targeted mechanisms, as listed above. This is designed to be
inclusive, allowing all interested parties the opportunity to feed in their views using the approach that best

suits them and to enable us to discuss these views with them.

In addition to receiving feedback on our processes and outputs through these methods we also have a
dedicated email address for stakeholders to contact us with specific questions/ feedback around the issues

we discuss with them.

To ensure that this process of engagement fulfils our stakeholder strategy and continues to meet the
needs of our stakeholders we seek regular feedback on the process itself through feedback forms, via

email and through the use of surveys. This enables us to listen to their thoughts on our engagement and
act on it by adapting and evolving our processes to ensure that we continue to engage with our

stakeholders in a way that best suits them, ensuring that they feel listened to and part of the consultation
every step of the way.

At the end of the engagement process, to keep everyone informed and test solutions with
stakeholders, we share the feedback received with all our stakeholders through our UK Future Energy
Scenarios Stakeholder Feedback document. This document provides a summary of the views that were
expressed in the consultation process, highlighting the key themes, our next steps and outlining how we
will act on their views now or in the future, enabling them to see what actions we will be taking based
on their feedback for which they can hold us accountable. This enables them to see what is
implemented as a result of their engagement and it also allows for continued dialogue and an
opportunity to continue to discuss and refine our outputs.




Identifying our stakeholders

Grouping our stakeholders helps us to understand where their interest lies and ensures that we are providing
information that is timely and relevant. These groups are identified via our engagement activities and by what our
stakeholders tell us is important. In our price control engagement and consultation five key outputs were identified -
safety, reliability, environment, customer satisfaction and connections. We can then identify which of these areas
interest specific stakeholder groups, recognising that there is often overlap and interaction between the groups and
outputs. This enables us to target relevant material at specific groups. Across our organisation, we have a diverse
range of stakeholders, as shown in the image below, each with their own specific interests and interactions with us.

e.g. Consumer Focus,

e.g. Shippers Which?
Gas Forum, Community groups e.g. Investors,
Industrials, Trade Unions
E?f;g)é}sm’ / Professional Bodies,
Gas-fired power generators, Cc(>3nsu|:ants,
EIUG rantors
MEUC
e.g. Green Peace,
e.g. Ofgem, Friends of the earth,
Health & Safety Executive, RSPB,
ACER, e English Heritage,
Environment Agency, National Trust,
SEPA CPRE,
CCwW

e.g. MPs/ MEPs,

STAKEHOLDERS
Government
[ T —

DECC,
Dl\lioFDRA / e.g. Construction partners,
, Energy Networks Association,
Welsh Assembly, Producers
Scottish Government, LNG Importe,rs
Treasury, —). ’
European Commission, Eliju;ggg-z
EU Parliament, Oil & Gas Uk
Local Councils Interconnectors

Mechanisms of engagement

We employ a variety of tailored engagement mechanisms
to both inform and engage with our stakeholders. For
example,

We consult through community liaison, surveys,
consultations and forums.

We inform through conferences, summits and
publications.

We discuss through meetings, seminars, workshops and
surgeries.

This array of engagement tools allows us to tailor our
methods to specific stakeholders, enabling us to capture
everything they want to say to us, and ensuring that we
remain accessible.

Throughout all our engagement processes, such as our
Future Energy Scenarios outlined on page 3, we check
with our stakeholders how we are engaging with them
and ensure these are tailored and fit-for-purpose.

For instance, as part of our FES engagement we
introduced electronic voting buttons to allow our
stakeholders to have a direct impact on the development
of our energy scenarios. This is an innovation that has
been replicated by other network companies and
organisations as they engage with their stakeholders.
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Stakeholders are part of everything that we do within
our gas transmission business and it is vital that they
remain at the core of our business activities. To make
this a focus of our business we utilise a 'line of sight'
framework to ensure that stakeholders remain central to
our decision-making process:

Strategy

Strategic Actions

Annual team priorities

Annual individual objectives

Line of sight provides a framework that shows how the
things our employees do every day connects directly to
National Grid's vision and strategy which includes
commitments to engage internally and externally and
work with our stakeholders. Every employee is able to
trace their objectives through to the strategic actions,
strategy and vision. Line of sight is fundamental to
delivering our business plan and performance
management. It's at the heart of everything that we do,
ensuring that our commitment to stakeholder
engagement is understood throughout the organisation.
The Line of Sight is reviewed annually to ensure it
keeps pace with a fast evolving energy market.

Connecting you to your energy today,
trusted to help you meet your energy
needs tomorrow.

To be a recognised leader in the development and operation of safe, reliable and
sustainable energy infrastructure to meet the needs of our customers and communities

and to generate value for our investors we will:-

£$

e

CaS

Deliver operational excellence - Achieve
excellent levels of safety, reliability, security
and customer service.

Engage externally — Work with external
stakeholders to shape UK, EU and US
energy policy.

Engage our people - Create an inclusive,
high performance culture by developing all
our employees.

Embed sustainability - Integrate sustain-
ability into our decision making to create
value, preserve natural resources and respect
the interests of our communities.

‘)4

/2

Stimulate innovation — Promote new
ideas to work more efficiently and
effectively.

Drive growth — Grow our core businesses
and develop future new business options.

Internal governance and responsibilities

We are committed to ensuring stakeholder views are
incorporated into our decision-making at every level of
our business. This includes the key decisions that are
made at the top of our organisation. Our governance
structure ensures that stakeholders are considered in
the decision-making process at the top of our
organisation.

Governance structure of the Company

National Grid PLC

4

Executive Committee

4

Investment committee

The views of stakeholders are considered as part of all
our decision-making processes. For instance, when
sanctioning investment on our network all proposals
include a section on 'customer issues' to capture
stakeholder input. As an additional assurance check,
our Director of Transmission Network Service, Mike
Calviou, is also our stakeholder and customer business
lead and is part of all Transmission related Executive
Committees, where he represents the interests of
customers and stakeholders.

Stakeholder Management Steering Group

In 2012 we established a stakeholder management
steering group to “drive and support the delivery of a
business that shapes everything we do around our
stakeholders requirements, putting customers and
stakeholders at the heart of our business”. The
membership of this group includes senior management
representatives from across our UK business:
Transmission, Distribution, Corporate Affairs, Human
Resources, Electricity Market Reform, Price Control
Delivery and Process Development. The group is jointly
chaired by Mike Calviou.

The steering group has the following objectives:

. Develop a framework and approach for effective
enduring stakeholder engagement;

. Ensure appropriate strategies, governance and
assurance are in place to meet requirements;

. Demonstrate stakeholder requirements are

understood, evidenced, discussed and ultimately
delivered through future business plans;

. Ensure that processes for stakeholder
engagement and managing the change resulting
from it are robust and embedded in normal

business;

= Develop the organisational and individual
capability, skills and tools to deliver enduring
engagement. Page 5



Customer Strategy Steering Group

The Customer Strategy Steering Group consists of
nominees from across the Transmission business who
directly impact on the service we provide to our
customers and stakeholders. The focus of the group is
ensuring that we satisfy the needs of our customers and
stakeholders. The group is chaired by Mike Calviou.

The steering group has the following objectives:

. Drive performance to ensure we deliver for all our
customers;

. Provide leadership support and guidance;

. Monitor and control progress at a strategic level,

= Hold the business accountable for improving

customer and stakeholder satisfaction by:

- Challenging and reviewing action plans,

- Monitoring progress,

- Reviewing investment proposals that improve

satisfaction;

. Provide knowledge and experience to support
effective decision making;

. Provide insight and innovation that accelerates
performance;

. Agree terms of any benchmarking, research, and

other relevant studies.

We are committed to ensuring that we have the correct
resource, skills and capabilities for delivering on our
stakeholder strategy and commitment to our
stakeholders. We are continually trying to improve in
this area. For instance we have reviewed staff
competencies with regard to customer and stakeholder
facing roles and we have rolled out customer service
workshops across our transmission business.

Competency Review

We are working to ensure that we have the resources,
skills and capabilities to deliver on our strategy. To
assist in these efforts this year we have reviewed our
staff competencies for our customer and stakeholder
facing roles to include:

- Customer Focus

- Communication

- Work Management

- Business & Commercial Knowledge & Awareness

The process of reviewing these competencies included
an external benchmarking exercise to determine what
good customer engagement competencies look like.

These competencies have been deployed to all staff
through our normal performance management
processes and internal governance for competencies.

For example, ensuring that they are incorporated into
performance reviews. These competencies were then
made available beyond our customer facing teams to the
whole of our transmission business.

Customer Service Workshops

In addition to the competency review we have also run
‘delivering great customer service’ workshops internally.
These focus on the skills, knowledge and attitude that
collectively enable our people to deliver great customer
and stakeholder engagement.

The workshop is delivered across teams in Transmission
to help them focus on what ‘customer’ means to them on
a personal level and in the context of their day job. The
primary aim is to encourage individuals to think about
the customer, encouraging them to ask questions and
address the issues that stop them delivering great
service in their area.

Individuals are helped to understand that attitude and
behaviour drives successful service interactions,
encouraging them to realise that the key is to understand
customer needs, communicate progress effectively and
deliver as promised.

It is made clear how all their work outputs link to the
customer satisfaction feedback from our customers and
the importance of driving home our “promise” to
customers through our Customer Commitment (see
page 7) for which everyone in the business is
accountable for delivering.

This workshop has been attended by over 200
employees in the last year (800 in total to date). This is
something that we do intend to develop and refine in the
coming year by working in partnership with external
trainers.

Improving internal communications to drive culture
change

To instil in our employees the importance of the
stakeholder and effective engagement we regularly
cascade key messages and desired behavioural traits
down to all employees through a variety of
communication tools. This seeks to reinforce our
continued drive for excellent engagement throughout the
business. For instance we utilise weekly communication
channels such as ‘straight talk’ (a weekly view of life in
National Grid from a Director or senior manager) to
deliver strategic messages straight from Directors to all
employees. Again, this highlights our commitment from
the top of the business to actively influence the
behaviours in others. For example, in July 2012 a
‘straight talk’ from Alison Kay, then Commercial Director,
highlighted that: ‘We continue on the journey to
becoming an organisation where customer sits at the
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heart of everything that we do. This means really
listening to and reacting to the needs of our customers
and seeking their views, understanding and managing
their expectations, responding and adapting to what they
tell us they need...’

These messages are reinforced through monthly team
talks (face to face team briefings and discussion
forums), where teams are encouraged to discuss and
debate what good customer and stakeholder
engagement looks like, what it means for their team and
what it means for them as individuals. They are asked to
highlight any areas of improvement in this area and to
ask for any development they think they need to deliver
our commitment to stakeholders.

Further to this we have regular penetration of messages
through ‘Brown Bag’ lunches (ad-hoc presentations on a
specific topic - held over a lunch time), which bring
together employees to discuss, share and learn about
key issues. In October 2012, as part of our month long
learning@work campaign we held a Brown Bag Lunch
on Customer Service Excellence.

' Learning@Work

Week One!

Just in case you didn't already know, October is Learning@Work month and, with events
running at sites across the month, there's plenty to get involved with

This week is MNational Customer Service week so there are presentations from both the
Customer Strategy team in Gas Distribution and their counterparts from Transmission

wuanes - Network Service — hear how the teams are working to help us improve our custormer

I_ performance

Straight Talk - Alison Kay

Published by Sheila Passey, 23 Jul 2012

Topics: Customer focus Customer service Operations D

Our new UK Operating Model will place customers at the heart
of all that we do and give even greater focus to operational
safety, the reliability of our networks and the significant
increase in our capital invesiment capability to maich the
plans laid out in the RIIO submissions

31

people
like this

Like this article

Focus on
Line of Sight

So that we can
achieve our plans
affordably.
sustainably and
reliably, we need to
work more closely
with our customers
and other
stakeholders than we ever have before
understanding and managing their expectations
responding and adapting to what they tell us they
need, recognising that we will be incentivised for
getfing this right. penalised should we get it
wrong

Let's look back on what we've achieved to date within the transmission business. We've a

strong platform on w

Transmission Brown Bag Lunches

Brown bag lunch presentations are given to
provide managers and staff in National Grid a
broader understanding of topical issues facing
the business.

CUSTOMER COMMITMENT

As our strategy details, our —
stakeholders are central to our

business and we are increasing our

focus on our engagement with

them and our commitment to them.

We have listened to their

feedback and they told us what we *
need to do better. As part of our
commitment to great customer

service, our stakeholders have told |

us that we need to get the basics

right for them — that we need to

make our processes more Qur Gustomer
transparent, communicate more E—
clearly and work more flexibly.To

spell out exactly what our

customers and stakeholders can

expect from us we have created a
customer commitment for our UK
Transmission business to which

they can hold us accountable for
delivering.

nationalgrid

Our commitment:
. We will work closely with you to build a foundation
for trust through open and honest relationships and

discussions

We will listen, understand your needs and
expectations, and seek solutions that work for you

We will help you understand our business so that
we can work better together

We will be accountable for delivering a clear and
timely service

We will seek and act upon your feedback

Through our customer research and day-to-day
interactions and conversations with customers we
identified what our customers wanted from us. Through
this dual process of internal consultation and obtaining
customer feedback we have developed a programme to
become more customer focused in order to enable us to
deliver what our customers need. Our directors and their
teams worked together to articulate a collective view of
what our core values mean when delivering our
services. We launched our customer commitment
internally a year before we made it public, to ensure that
the basic behaviours were embedded within our way of
working. This internal document provided a high-level
overview of our customer strategy and provided
guidance to the business in relation to the Customer
Commitment outlined above.

We measure how we are performing against the
customer commitment as part of our regular customer
satisfaction survey (please see page 9).
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Listening to our stakeholders - a balanced

approach

One of the most significant deliverables in 2012 was our
detailed 8-year RIIO price control business plan. This was
developed in conjunction with our stakeholders via a
robust and extensive stakeholder engagement plan. The
stakeholder engagement annex of this plan clearly shows
where stakeholder feedback influenced our plans.

Our stakeholder update and consultation document
outlines how we have acted on feedback we received from
stakeholders with some examples of how stakeholder led
proposals influenced our business plans outlined below:

- The availability of capacity on our network and the
development of the connections and capacity
processes. One of the major concerns for our customers
is the time it takes to release extra capacity on our network
due to the planning process. In order to help address this
concern we are exploring the development of contracts
with our customers that will allow certain planning activities
to be undertaken earlier. We are also continuing to engage
with our stakeholders on the co-ordination of the
connections and capacity processes with a view to
reaching an outcome in 2013/14.

- Provide clarity of the timescales and deliverables for
the connection process. In August 2012 we
implemented a new Application to Offer process that gives
a clear explanation of the connection offers available to
customers, has defined timescales for connection offers
relative to their complexity and guidance on the
information we need from customers.

- Explore innovation topics that are suggested by our
stakeholders. To support us in achieving this our gas
Transmission team organised an Innovation day in
November 2012. This enabled stakeholders and ourselves
to share ideas on areas for innovation. Several potential
projects are currently under development which we will
continue to progress in the coming year.

Our plans also included a number of ideas that our
stakeholders did not support and therefore were not taken
forward such as:

- Introducing generic customer forums similar to those we
run for our electricity business.

- Taking voluntary action over and above our statutory
environmental obligations.

- Enabling the early availability of capacity on our network.

Our stakeholder engagement strategy results in a wide
range of stakeholder views, often giving a wide range of
perspectives. When assessing potential outputs and
outcomes of our engagement activities we ensure that all
views are considered. Our decision-making has to be cost-

effective and balance the needs of our different
stakeholder groups. For instance, we often have to
balance the needs of our stakeholders with the potential
cost to consumers.

When designing new infrastructure routes on our
transmission network there is a need to have a balanced
approach to our decision-making that takes into account
the most efficient and cost-effective route with the effect on
the landscape. Ensuring that we reinstate the landscape
after building our infrastructure is an important aspect of
any project.

Large infrastructure projects are infrequent on the gas
transmission system. A recent example of this balanced
approach in action is the Wormington-Sapperton pipeline
that was constructed in 2010. This project affected an area
of outstanding natural beauty in the Cotswolds, two
popular footpaths and sections of historic drystone walls.

A stakeholder mapping exercise identified the stakeholder
groups affected and we engaged with stakeholders such
as local MPs, parish councils, local residents, the
Cotswold Conservation Board (CCB) and local walking
groups. Our engagement activities included e-mails,
newsletters, a website, local letter drops to schools and
stakeholder meetings. Feedback from our stakeholders
resulted not only in amendments to the project plan and
route but also to our engagement activities such as our
public exhibitions and our website. Our community
relations team produced regular newsletters throughout
construction to update stakeholders on progress, promote
positive messages and give information on related issues
such as the community support initiative. The newsletter
format was designed so they could be issued as an email,
but easily printed for parish council notice boards if
required.

Particular concerns were raised by the CCB about wall
sections which were going to be affected by construction
of the new pipeline. We worked with the CCB to develop
and launch the National Grid Dry Stone Walling Grant
Scheme. The scheme has helped to provide funding for 65
dry stone walling projects totalling 6,743 metres in length.
The average grant covered 45% of total costs, with the
match funding being provided by landowners. It has
resulted in over £1million of investment in walling
throughout the Cotswolds, leading to more than nine
years’ work for local dry stone wallers.

The results of the project was a new 44km, 900mm-
diameter gas pipeline helping to ensure continued reliable
and safe gas supplies in Great Britain while balancing this
with the needs of our stakeholders. We received positive
stakeholder feedback on this project, which is evidenced in
part two of this submission.
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very dissatisfied

1=
10
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Understanding how we perform

In assessing the quality of our approach to stakeholder
engagement we have gathered various pieces of
evidence to measure our progress and to focus us on
continual improvement.

Customer Service Excellence accreditation

To support our continued drive to improve our services,
we are using the Customer Service Excellence (CSE)
government standard as a practical tool to drive our
customer focused transformation. This is an
independently assessed standard based on those things
which customers have highlighted are important to them
(in research with Mori) and has enabled us to identify
further improvements in our service provision. We are
committed to ensure the principles of CSE are applied to
customer and stakeholder facing teams across our
organisation. Our gas customer team are in the process
of working towards this standard. The pre-assessment, in
April 2013, was successful with the aim to achieve the
standard in June 2013.

Stakeholder survey scores
Since 2009 we have been asking our customers how
satisfied they are with various aspects of our service.

We are disappointed that overall satisfaction with
National Grid Gas Transmission has fallen and we are
working hard to build on the areas they have identified for
improvement. The detail from our Customer Surveys tells
us that this has largely been driven by process concerns
around reconciling connection projects. A project team
has been put in place to correct his. Other services show
general improvement.

We conduct surveys across service areas including
connections, charging, outages, control rooms and
regulatory frameworks. The graph below summarises our
overall performance.

Gas Transmission Overall Customer Satisfaction

0
8 L 6.7 6.7
6 ¢ * *
4
2
0
2010/11 2011/12 2012/13
Year

Customer Commitment

As part of our regular customer satisfaction survey we
have introduced questions on our customer commitment,
as described on page 7. This enables us to measure how

we are performing against the commitment.

The chart below shows how we have performed over the
last year.

Gas Transmission - Customer Commitment 2012/13

T
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needs and
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These results drive our processes going forward,
allowing us to focus on specifics and continue to improve
and revise our commitment to customers and
stakeholders. This helps us to ensure that we are
delivering on our promises to stakeholders and that they
are satisfied with our processes and outcomes.

Stakeholder Feedback

We seek regular feedback from our stakeholders on our
engagement processes to help us to understand how we
are performing and to ensure that we are meeting their
needs.

Talking Networks: “National Grid is more serious about
engaging with stakeholders than | had thought. There
should, and hopefully will, be more opportunities to
engage, which we appreciate.”

FES: “I thought last year’s event was one of the best
events I've attended, with both good context and good
critique of Grid’s work”

FES: “I thought the focus was too heavy on power this
year, though | thought the morning session was
outstanding”

FES: “I thought this was an excellent event. A wide range
of points of view were presented”

Gas Innovation Day: “l was positively impressed and it
looks very promising indeed, so I look forward to the next
steps”

Gas Innovation Day: “Many thanks for organising the
visit, most enlightening”

Sustainability Summit: “Thank you for putting on such
an inspirational summit on Sustainability”

Sustainability Summit: “| really enjoyed the summit,
and | am so inspired by the energy, positive stories, and
possibilities that we discovered in these two days. It is
truly amazing how National Grid presented itself”
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Sustainability Summit: “I thought that opening the
summit to external parties and baring National Grid’s
sustainable soul to public scrutiny was a bold move. It
certainly paid off”

Major infrastructure projects: “It is good to see how
common sense, good planning and good
communications seem to be preventing problems for
walkers during this massive project, and every one hopes
it will continue to work as well as the work progresses”

Feedback from our regulators

Ofgems feedback on our engagement for our price
control submission, known as Talking Networks, provides
assurance that our engagement is improving and moving
in the right direction.

“All of the companies have sought to engage more
effectively with a wider range of stakeholders. NGET and
NGG have been most effective. Third parties, including
the CCG, identified a number of positives in National
Grid’s process including that they started engagement
early and demonstrated a multifaceted and iterative
process for engagement”,

“National Grid demonstrated a detailed, multi-faceted and
inclusive process of stakeholder engagement. They also
make a strong commitment to enduring stakeholder
engagement”

Development areas:

“There is scope for further development in the
stakeholder engagement processes”

“We expect NGET and NGGT to keep developing their
approaches to stakeholder engagement and to seek
continually to improve”

Taking these views into account we will be ensuring that
an appropriate level of stakeholder diversity is used in the
future. Our effectiveness will be monitored by the
Stakeholder Management Steering Group outlined on
page 5.

We are also in the process of establishing a Stakeholder
Advisory Panel to ensure our business and practices
properly take into account the interests, aspirations and
concerns of all stakeholders and customers.

The objective of the panel is to allow our executive to
draw on the experience of eminent and diverse senior
advisors outside of National Grid to discuss key
stakeholder issues and their impact on our business. The
panel will provide a challenge to our executive team and
a strong voice for our stakeholders, helping to shape our
business strategy.

An annual statement will be published on our website
explaining how the panel has operated, the areas it has

focused on, how it has assured itself that we engage fully
and with diversity and areas for improvement.

Building for the Future

Our engagement strategy has developed significantly
over the past year, as we work to ensure that we are
engaging with our stakeholders in the way that best suits
them and around the issues that are of greatest
importance to them. Our strategy will continue to develop
and strengthen over the coming year, utilising the
feedback from our stakeholders and the initiatives
outlined in this submission.
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