
1

SP Energy Networks 
Customer Contact Focus Group

Wednesday 3rd August 2022

Thank you for joining - this session will start at 10:00.



2

AGENDA – Customer Contact Focus Group

10:00 – Welcome, Housekeeping & Safety Contact

10:10 – iDentify App

10:30 – Design Self Service Tool

11:00 – ICE

11:30 - Close
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Housekeeping  

Thank you for taking the time to attend today.

• This session is being recorded.

o please let Louise know if you are not comfortable with this and we will take your 

comments in the Chat section

• Please try and keep background noise to a minimum by using the mute button when 

you are not speaking.

• We are keen for this to be an interactive session as your feedback is important.

o please raise your hand electronically or use the chat function if you would like to 

ask questions to the speakers

We value your opinions, and we are keen to generate an open session 

with opportunities to hear your feedback.
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Safety/Environmental Contact  

It's less than eight years before the sale of new petrol and diesel cars is banned in the UK - and sales of electric 
vehicles have been rising steeply.

Yet surveys suggest that concern over the state of the UK's charging infrastructure is now the number one reason 
stopping newer buyers from taking the plunge.

To see if those fears were justified, I attempted to drive up and down Wales in a standard electric car to see how easy 
it would be.

www.bbc.co.uk/news/uk-61505025.amp

https://www.weforum.org/agenda/2021/07/electric-cars-batteries-fossil-fuel
https://www.bbc.co.uk/news/uk-61505025.amp
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iDentify App

Michael Alexander, 
SPEN Business Change Project Manager
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03 Demo

01 Project recap

02 Benefits and possible future enhancements

Agenda
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Project Recap
E V C P ,  H P  a n d  G 9 8  I n f o r m a t i o n

BUSINESS 
TRANSFORMATION

SPEN

Who’s installing? What’s being installed? Where?Site fit for installation?

Registration Survey – App or web Installation –
app only

Apply to 
connect 
– SPEN 

intervene

• Verified and 
reverified source

• Trusted list

Survey Outputs to SPEN
• All existing household information.  Generation, Heating type, EVCP etc
• Trusted installer or not

• Confirm original device install
• Check no changes on site

• Fuse and MD calc
• AI Cut-out check

• ENA asset database lookup
• Add those that don’t exist

• Address 
checked in 
ECOES -
routing

S
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Confirm and recheck
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Connect and notify

Either
• Looped service
• Fuse upgrade
• Cut-out change
• Device not to standard

Install Outputs to SPEN
• New device being installed
• Cut-out/address proximity check

All okay

• Rules based decision 
made on app

W i t h  E V C P  g r a n t s  e x p i r e d ,  a n d  i n s t a l l a t i o n  n o t i f i c a t i o n s  i n  d e c l i n e ,  t h i s  f r e e  t o  u s e  a p p  h a s  i n s t a l l e r  
r e q u e s t e d  f u n c t i o n a l i t y  b u i l t  i n  i n c e n t i v i s i n g  t h e m  t o  a d o p t .   

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=2ahUKEwjx2-Grv9zjAhWHoBQKHW4zBWoQjRx6BAgBEAU&url=https://www.greenageutilityservices.co.uk/customer-support/sp-energynetworks/&psig=AOvVaw3RVtRQp_dj8h0SU0N-MdWG&ust=1564571007439691
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=2ahUKEwidtdrnv9zjAhWCAmMBHa95BCkQjRx6BAgBEAU&url=https://clipart.info/hand-black-phone-mobile-png-6246&psig=AOvVaw2Gvxx978Qalyv-jjZuheP9&ust=1564570920318483
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=2ahUKEwjx2-Grv9zjAhWHoBQKHW4zBWoQjRx6BAgBEAU&url=https://www.greenageutilityservices.co.uk/customer-support/sp-energynetworks/&psig=AOvVaw3RVtRQp_dj8h0SU0N-MdWG&ust=1564571007439691
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=2ahUKEwidtdrnv9zjAhWCAmMBHa95BCkQjRx6BAgBEAU&url=https://clipart.info/hand-black-phone-mobile-png-6246&psig=AOvVaw2Gvxx978Qalyv-jjZuheP9&ust=1564570920318483
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B e n e f i t s  – a n d  f o u n d a t i o n  f o r  f u t u r e

BUSINESS 
TRANSFORMATION

SPEN

• Replace the paper forms.  All info returned digitally and 
mistake proofed

• Reduced CCT creation, manual data transfer to 
systems, manual check of forms, some decision making 
etc

• Crowdsourcing of existing LCT household information
• Ensures information routed to correct DNO/IDNO
• Removes the abuse of the multiple application 

spreadsheet
• Provides information near real time.  
• Create the ability to automate grants and tariff 

changes.  

Benefits Future

• Expand so Local authorities and councils can survey 
properties returning existing LCT device and DNO service 
equipment information

• Web page link to householder (or surveyor separate to the 
installer) for them to complete their own surveys (installer 
would send link to customer asking them to complete inc. 
upload photo of cut-out)

• 2 way comms - "apply to connect" DNO job tracking
• Looped service advice to installers at survey – database 

lookup
• "G99 Fastrack" and G100.
• Faulty equipment to be recognised by AI R

E N A  d e c i s i o n  - w i l l  n o t  r o l l  o u t  a  d a t a  c o l l e c t i o n  a p p  – a l t e r n a t e  s o l u t i o n

iDentify reasoning 
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Demo
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Design Self Service Tool

Alan Morgan, 
SPEN Solutions Manager
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Connections Solution Overview

1. Connection Offer 
Expenses 
8 month delivery
Reduce speculative applications
Focus on customers

P

7. Tactical training 
programme
6 month delivery
A formalised training and 
onboarding scheme for design & 
delivery O

8. Standardise 
Contacts
8 month delivery
Standardising our customer 
journey throughout our 
customer facing teams O

4. Technical 
approval review
4 month delivery
Ensuring  technical and 
financial governance allows 
a timely service as per ED2 
commitment P

6. Operational Reporting
3 month delivery for prototype
Consolidating individual and team 
related data (circa 6 sources) into a 
single dashboard of performance 

P

3. Connections SAP 
Upgrades
9 month phased delivery
Consolidating PM / PPM upgrades 
into one program of work for time 
and cost effective system use for 
project delivery S

P OSKey
Process System Organisation

2. Self Service 
(connectmore tool)
10 month phased delivery
Investment in online solution to 
determine capacity available and an 
itemised budget estimate for all 
LV/HV works S

5. Graphical Design Tool
10 month delivery (1st release)
For formal quotations, an end to end 
design package for more accurate CU 
driven construction designs and plans

S

Reduce speculation & 
waste

Optimise process Improve performance New Ways of 
Working
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ConnectMore Demo

2. Self Service 
(connectmore tool)
10 month phased delivery
Investment in online solution to 
determine capacity available and an 
itemised budget estimate for all 
LV/HV works S

Reduce speculation & 
waste

Optimise process Improve performance New Ways of 
Working
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Incentive for Connections Engagement
Action Plan Overview

Stuart Walker, 
Customer Engagement Manager
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ICE

We are proud to publish our 2022/2023 ICE Plan to highlight 
the work we will be completing over the next 12 months:
www.spenergynetworks.co.uk/pages/incentive_on_connections_
engagement_ice_submission.aspx

Key topic areas include:
1.Policy Guidance
2.Communication
3.Customer Contact
4.ICP/IDNO Interface
5.Design Support
6.Land Rights
7.Project Management
8.Partnerships
9.Preparing for DSO
10.Project CHARGE

http://www.spenergynetworks.co.uk/pages/incentive_on_connections_engagement_ice_submission.aspx
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ICE - Policy Guidance

• -ESDD-01-006: Standard LV Connection Arrangements

• -ESDD-02-003: LV connection arrangements in residential developments

• -ESDD-02-012: Framework for design & planning of LV housing developments

• -ESDD-02-007: Equipment ratings

• -ESDD-04-003: Service design for connection of residential properties

Policy Documents to be update in 2022/23 are:
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ICE - Customer Contact

Our newly formed ‘Customer Engagement Focus Group’ we developed to better understand our 
customer’s thoughts on our connections application systems and processes. This group has been 
instrumental in helping us to fully understand our stakeholder needs, and we plan to continue this 
engagement into 2022/23 as we make further improvements to our website to prepare for the 
expected increase in connection applications during the transition to net zero. 

Our  iDentify app has received excellent feedback 
from our customers and the wider industry, and 
we are proud to be publishing this simpler format 
of application for our customers.

The dates for the Customer Focus Group are:

• Wednesday 3rd August 2022
• Wednesday 8th February 2023
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ICE - ICP/ IDNO Interface

ICPs and IDNOs have told us that our RAdAR Working Group is a useful method of highlighting and 
developing the required improvements to our RAdAR application and design system, so we will be 
continuing to implement this engagement in 2022/23 as we further develop our application system and 
processes for our ICPs and IDNOs. We will use this Working Group to review all improvements we make 
to the application process and design / delivery workflow for our customers, as this group has shown 
positive feedback to other aspects of the connection interface such as the Self Service process, which is 
another area our ICPs and IDNOs are keen to investigate next steps and enhancements. 

The dates for our RAdAR Working Groups are:

• Wednesday 17th August 2022
• Thursday 13th October 2022
• Wednesday 11th January 2023
• Wednesday 29th March 2023
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ICE – Design Support

We will develop a Tactical Training Programme to equip our Design 
Teams with new and enhanced knowledge of technical network design 
and commercial considerations for differing types of new connections. 

We will develop a Demand Self Service Design Tool to provide budget 
estimates and optioneering facilities for all HV and LV customers 
interested in connecting to our network. 

We will develop a geographical layout version of the information within 
the NDP to show the available capacity information in an easy to 
understand and accessible format for our customers. 

We will continue to provide access to our UMV Shape Files to help our 
customers view our network information using their own Geographical 
Information Systems. We will also create a formal application and 
registration process for our customers to access our SPEN 
Geographical Information System.
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ICE – Project Management

We will continue our ‘in-house’ training for all connections 
project managers and delivery staff to integrate the learnings 
from our APM approved project management apprenticeship 
scheme and align with SPEN connections processes.

We are also developing a Project Management Guidance 
Pack that will be published externally for customer use.

This Guidance Pack will include:

• General
• Civil 
• Electrical 
• Iberdrola documents
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ICE – Preparing for DSO

We will promote the Active Network 
Management opportunities available to our 
customers. 

We will identify the regions of our licence areas 
that have ANM opportunities on our SPEN 
Distributed Generation Heat Maps.

We will conduct a review of our recent 
Flexibility Services tenders and publish any 
findings and proposals for a longer term 
strategy. 

We will continue to engage with our 
stakeholders to determine the level of interest 
in any future opportunities for flexibility 
services as we move into ED2.
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SPEN Contact Details SPD Pages 40- 41
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SPEN Contact Details SPM Pages 42 to 43
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Our Connections Engagement Planned in 2022/23

Dates for the diary in 2022/23: 

• 17/08/22 - RAdAR Working Group 

• 14/09/22 - Preparing for Net Zero Conference
•

• 13/10/22 - RAdAR Working Group 

• 07/12/22 - Preparing for Net Zero Conference
•

• 11/01/22 - RAdAR Working Group 

• 23/02/23 - ICP Safety Seminar 

• 08/02/23 - Customer Contact Focus Group 

• 08/03/23 - Preparing for Net Zero Conference 

• 29/03/23 - RAdAR Working Group

Please help us to engage with you.

Register as a stakeholder: 

spenergynetworks.co.uk/register 

Based on what you tell us you are interested in when 
you register as a stakeholder - we will invite you to a 
range of engagement opportunities such as 
workshops, conferences, meetings and consultations. 

We will continue to shape our engagement to our 
stakeholder requirements and we would like to 
encourage all stakeholders to provide updates on the 
engagement we provide to ensure we fully provide any 
improvements necessary
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ICE – Questions and Feedback
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Dates for the diary

Thank you for your time today.

Your feedback has been useful and we 
will incorporate your comments when 
planning our next engagements.

Please register as a stakeholder if your 
would like to receive further updates 
from us:

spenergynetworks.co.uk/register

Please register for our next events at:

spenergynetworks.co.uk/stakeholderevents

Upcoming events: 

• 17/08/22 - RAdAR Working Group 

• 14/09/22 - Preparing for Net Zero Conference


