SP ENERGY
NETWORKS Wednesday 8t" February 2023

SP Energy Networks
Customer Contact Focus Group

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

Develop a network | Be atrusted partner for Ready our business
that is ready customers, communities for a digital and
for Net Zero and stakeholders sustainable future
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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 NETWORIS
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Silence is consent.

January return to work
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NETWORKS SPEN Connections Transformation Lead
SPEN Website Improvements
Develop a network /| Bea trusted partner for Ready our business
that is ready customers, communities for a digital and
for Net Zero and stakeholders sustainable future
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Customer Journey Web Refresh - Overview

New Customer Journey Prototypes tested with independent Market
Research Company

Customer feedback reviewed

Journey Improvements scoped

[

‘ Customer Journey Web Refresh Project begins end Jan 23
/

E—
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Customer Journey Web Refresh - Overview NETWORKS

Workstream Goal - To improve the online customer application process / BMCS scores
Design Principles:

» Remove any clutter / non-value add / duplicate screen content

» Simple, clear application process with graphical user interface

»  One continuous journey for customers — not going in/ out of separate applications / processes

« Screening - Aim to identify customer type and driver as quick as possible (within 3 clicks) and then follow relevant tailored journey
» Segmented structure so that iterative approach to future improvements could be taken with minimal further development

» Drive use of online portal so customers cantrack status of jobs, view previous jobs, make online payments etc

* Autopopulate information as much as possible to simplify & speed up application process

| GETTING CONNECTED

Find out more about our connection services by selecting from the options below.

Home > Getting Connected

WHAT DO YOU NEED?

i SUPPORTING
S0 INFORMATIOMN

Loss of Mains

LQ_M_] & A New Connection to our network or a change to an existing connection? Request a job with
wvisit our © mer C i Portal iy
pr— our Connections team

We off f services de: ou v required connection to our network. To help us find the right job

MNew Connection Mowving a Meter Point Disconnection for you
FIMND OUT MORE r APPLY FIND OUT MORE / APPLY
NOW rOW

Additional Load Diversion Unmetered Connection

Other Connection

Providers: You Have a Increase capacity =i meter Do you require us to mowve Do you require an unmetered

S S A NEW CONNECTION || CHANGE TO EXISTING || COMMUNITY ENERGY
-k
Existing Getting Connected Home Page Proposed Getting Connected Home Page



Who we spoke to

Taylor McKenzie conducted a series of 'in person' and remote user testing sessions with different potential users of the new
application platform...

4 x Existing Customers

Had contact with SPEN for previous
connection/alteration work




Users who have not engaged with SPEN are largely unsure about who they would contact in the event of
needing to get any sort of connections work completed. Most would naturally contact their energy supplier or
national grid, although Scottish Power was more likely to be seen as being responsible for this kind of work than

other suppliers (potentially due to historic links to the electricity board?)

“It might occur to me to contact
whoever my electricity supplier
was to ask, ‘Where do | go?
What do | do?’ I'd probably
contact the council, my
electricity [...] I'd feel a little bit
anxious because | really don’t
have any understanding of it”
(Margaret)

“I guess | would go online and
try to find the number for the

electricity grid or something. |
don’t know if that’s who you
would go to. And see if they

could give me any information
about how to get connected”

(Kate)

“I’'m assuming you would look to
see who was the network
supplier, if it’s Scottish Power or
some other company that has
the franchise. I’'m assuming
that’s who you would contact to
get a cable dug in?”

(Eric)

“I’'m assuming that it is
something to do with Scottish
Gas or Scottish Power [...] they
spring to mind as the ones you

would go to for this kind of thing
[...] I always think of [other
providers] not lesser but not the
ones you go to fix things or set
things up”
(Cory)

Action: Making sure that customers are effectively directed towards SPEN (regardless of how they search for information) is key
to ensuring they start the process from the best possible place.



. The good NEeWS: The developments being made to the application process are viewed positively overall.

- The opportunity to ‘self-serve’ offers a greater level of control and (hopefully) reduces the need for ‘back and
previous Customers  Torward’ conversations between customers and SPEN at the early stages of the connection/alterations process.

“It didn’t cause me any problems. There were
5 or 6 pages of applications there and it didn’t
cause me any problems apart from the odd
one. It’s more modern really. Taking it online.
When | was sent the details | had a form where
| physically had to draw out where the existing
one was and where | wanted the new one”
(Phil)

“Overall better. It gives me more control. | still
need to get in touch with my electrician but |
guess I’'m relying on him less [...] | guess this
process here gives me more control over it as

the customer”
(Joe)

“I'like it. Very much. | think it's quite an
improvement over currently what’s there.

Absolutely. It is more definite in the costs as
well [...] it’s end to end”
(lan)

Action: Keep developing the online process application process! It is a step in the right direction.



Beginning application process

The start of this process is generally very simple and
straightforward. It is clear where users need to click, and the
options given are intuitive.

Those who have been through any type of application
process with SPEN previously also view this as a far
smoother process.



The opening section to the application process is simple and largely completed with no issues. The ‘ Positive Finding
options largely make sense to users and the opening section is completed quickly...

13/13 complete with ease
13/13 were satisfied or very satisfied

Interested, satisfied and pleased were the most
selected feelings

For some, their eye is not drawn to the

INDIVIDUAL STAND ALONE PROPERTY . . T
get started’ button. It is missed and

If you required a new supply to a .
single stand alone property you will ) the eye s drawn to the numbers and
- have a cost estimate within Smins % N 3 locations below instead.
NETWORKS with an option to progress to a formal B
B quotg g ¢
- &> w Opportunity to increase the
e " s O prominence of the ‘get started’
o : &7~ button to ensure users know they can
ey et ‘ . .
A= S m 4 continue online.
\ 4 ' 4 M o i b Central & Southern Scottand Merseyside, Cheshire, North
m ‘ ) N . 4 R ‘ Wales & North Shropshire
RN C 0 260 ‘elephone: 0330 10 10 280
= ey TR s Opening Hours: Mon - Fri 0830 - 1630 Opening Hours: Mon - Fri 08:30 - 16:30
ovecron | [

Action: Some minor changes to the prominence items on the ‘start quote’ page will improve the overall user experience of this

section.




Connect More

In its current form the guidance is not as clear as it could be,
but the control it gives customers is preferred by some.
Simple & clear step by step instructions on how to use this
tool will help improve the process, but fear of getting this
wrong will still prompt users to pick up the phone.



The information provided alongside the quote is challenging for some customers to understand.. Minor Problem

Getting Connected

ConnectMore EV Connection Cost Estimator kva and voltage drop are not understood terms

The Estimate price for the works is: £1400 +VAT among users. SPEN need to ensure this is
clarified and explained (if it has to be shared
at all).

Your voltage drop for this 18kva connection is: 0.0%

You now have a choice (click on the applicable navigation button):

SAVE RESTART EXIT

The ‘small print’ doesn’t currently give

Please Note: The Estimate is based on typical simple connections and is calculated by making assumptions based on fd 2 h f | f h
similar work that we have previously carried out. The ConnecthMore EV Connection Cost Estimator will complete an confidence in the fina Ity Oor accuracy o the
initial technical assessment based on the existing SPEN electrical netwark, however, if you apply for a formal . .« . .
e v cost estimate. Giving reassurance at this stage
« No reinforcement of the electrical network required WI" Improve Confldence in the quotatlon
« No diversions of electrical assets required
- No disturbing loads, generating equipment of energy storage being connected process Overa".

+ No works within abnormal ground
+ Al works to be completed during Normal Working Hours (8:30 am to 4:30 pm of the days Monday to Friday of
any week, excluding any public holiday applicable to the location of the Site)

+ I

PREVIOUS STEP

Action: The language used at this stage needs to be refocussed on a less well-informed audience to ensure it is understandable and reassuring for

the average user.




Finishing the application

This section is, on the whole, straightforward to complete. There are some simple language
and navigation changes that will make the process a little easier for users to complete.

There is an opportunity to streamline the process by shortening sections and requiring less
repeat information to be inputted/displayed to users.



| YOUR NEW CONNECTION APPLICATION

Please confirm or edit the contact details.

SITE CONTACT DETAILS

R O - [ Y I
First name * Jomn

Last narme meTest

Business nam; Genaiic Co

Day mobe * 07974814339

Day Langiine * 07974814330

Email

SITE ADDRESS

Enter the full details of the Site Location below

Site identifler * New House
Town * Lverpos!
. prm—
Postcods * L2 00

PREVIOUS STEP. NEXT STEP

70%

completed

Let's get started

~
v
v
4

| YOUR NEW CONNECTION APPLICATION

Please confirm or edit the applicant contact details.

SITE CONTACT DETAILS Applicant Contact

COPY FROM SITE CONTACT

Site Contact

Mr John meTest

797ama330
797481330
First name *
Site Address
Lastname *
New House
Liverpool Day mable
30ow
Oay Landine*
Emai

John

meTest

07974814339

07974814330

Applicant Address

Post code or address here

Titie Mrs
House Na./Building Name *

Maw House.

street*

Town* Liverpeot
Sslse sounny

Areat Merserside

Postcode * L23 00w

PREVIOUS STEP NEXT STEP

75%

completed

Let's get started

(I

v

sile Details

Contacts

«l«l

Minor Problem

| YOUR NEW CONNECTION APPLICATION

Please confirm who will be paying for the connection. 80%
completed
Does the Contracted Party represent a person or a business?

-

Site Contact Details

usiness Wil Pay
Mr John mcTest

07574814539
0707414239 Contracted Party Contact Contracted Party Address
New Houge,

o COPY FROM APPLICANT ADDRESS
L23 00w

code or address nere.

House Ne./Bullding Name *
e Mrs [
Newkouse

COPY FROM SITE CONTACT
‘COPY FROM APPLICANT CONTACT

Post

Applicant Details

M Jonn meTest

e s
fioney -

e [som ot T
o e v
7 Testst h
ey — [ meren - e

] - -

(osranens e

Day Landiine | oormans Fostees Lo

o \

PREVIOUS STEP NEXT STEP

| YOUR NEW CONNECTION APPLICATION

Contact Preferences

Select your preferred contact method:

@® Emall () Phone () Post

There is an opportunity to streamline the contact and payer
sections into a more streamlined section — only asking them
for additional information if the site contact, applicant
contact, and payee information are different...

Currently this section sits on its own and looks to only offer
users a single choice of contact method. Giving customers a
choice is important — can this be built into a different
section?

15




For most, the final sections of the application process were simple to complete, largely intuitive, and
worked as they expect based on other online forms they have completed. This section will focus on Minor Problem

specific areas that can be improved...

v" All completed with ease

v All were rather satisfied, satisfied or very satisfied

| PROJECT DETAILS

CM-30
174, LIVERPOOL ROAD, CROSBY, L23 0QW

GENERAL DOCUMENTS
Connection Capacity Voltage Drop Project Cost Created Date
18kva 0% £900 Case rghication dsie
11/07/2022
Type Connections Leaflets Request Formal Quote
e e Helpful information[F If you wish to receive a guotation which you can accept and pay, we will require some additional information

Cost Estimate . .
Click here 0 The following information will be required to complete your application

Alternatively you can get another free estimate by clicking m
If you are happy you now have the information required and would like 1o continue, please click on ‘Apply Now'

APPLY NOW

* Users question why they would want to get another
guote having just been through the quotation process.

* The info box information feels important to the rest of

the application process. Opportunity to make this
information more prominent.

16



Summary

v Overall, the new applications journey is received positively. Those who have been through a similar process in the
past see the changes being made as an improvement on their experiences, which were largely over the phone and
via email 2 Making sure customers can find the platform will be vital to its success.

v The ‘getting started’ phase of the application process is straightforward to complete and largely intuitive to users 2>
The only development needed is to increase the prominence of the ‘get started’ call to action, to avoid users just
picking up the phone.

v" Enhanced User guidance ConnectMore—> Developments are required to help users navigate this platform. Improved
instructions & a more intuitive interface are required. There is also a need to focus on reassuring customers
throughout, to ensure they trust the process & the quote given.

v’ Creating an account and finishing the application process is generally a straightforward process for users = There are
a couple of quick fixes that will improve the flow of the process and there are opportunities to reduce the number of
pages requiring completion.



Customer Journey - Approach/ Timeline

26t Jan - 8th
Feb
Sprint 1
9th Feb -
22nd Feb
Sprint 2

Dedicated Project Team

18

23rd Fep - 8th
Mar
Sprint 3
oth Mar -
22nd Mar
Sprint 4

Being Delivered under the Agile Framework of six, two week sprints
All journeys updated with “new” look and feel to enhance user experience
Continual review and improvement of journeys post implementation of project

23rd Mar - 5th
Apr

Sprint 5

“ SP ENERGY
NETWORKS

6t Apr- 19t
Apr

Sprint 6
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Over to you...

e Questions?
 Feedback?

e (Considerations?

19



Dates for the diary

20

Upcoming events:

« 16/02/22 - |CP Safety Seminar
« 08/03/23 - Preparing for Net Zero Conference

Please register for our next events at:
spenergynetworks.co.uk/stakeholderevents

“ SP ENERGY
NETWORKS

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




