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Aim of the annual review of the Group’s effectiveness.
This report covers the period 2023-2024 (year 3 of the RIIO-2 price control period 2021-2026). 

The CEG, now renamed the Independent Stakeholder Group (ISG) following a decision by Ofgem to mandate such a group for all network companies, has retained 4 key criteria by which it assesses the difference it is making. We have agreed that on an annual basis we will assess ourselves against those criteria and provide evidence of where we feel we have been most effective. We shall review these criteria following any changes to our remit following the publication of Ofgem’s SSMD and Business Plan Guidance expected at the end of June 2024.

This report should be read alongside our annual report for 2023-24 as we use evidence from this exercise in that report and provide more detail. 

Whist the audience is the Group itself and NGN, we are content to provide it as evidence to Ofgem if required as part of their assessments on delivery of the current business plan and planning for the next business plan period. 

Our goal is closely aligned with NGN’s in ensuring stakeholders and customers are able to influence how the company develops and delivers its activities. 

We can only be effective if we have constructive engagement across the company business areas and we thank all of those who have worked with us this year and have allowed us to scrutinise and challenge their work. We acknowledge NGN’s willingness to engage in meaningful ways with members of our group to support and encourage newer members.

The Group has continued to scrutinise NGN across the main business plan areas by asking fundamental questions:

· Is NGN doing everything it said it would do in Business Plan, and is it doing it well?
· What are the benefits of some of the additional things it is doing 
· Should NGN try to do more and go beyond its commitments, and if so, what is the value to customers?

Whilst we have started to meet again on a monthly basis since January 2024, so most of the year we held bimonthly meetings but with more detailed scrutiny carried out in subgroups and deep-dive sessions. 


Examples of our influence/impact are provided in the tables below and relate directly to the 4 effectiveness criteria. The examples highlighted are not exhaustive, but they do represent areas where we feel we can best demonstrate our effectiveness. 

1 Priority Area - Design and delivery of policies and programmes clearly reflect the challenges/issues raised by the CEG


	Work Programme Area
	Influence and Impact

	Meeting Customers’ Needs and vulnerable customers
	 The CIVS subgroup influenced in the following areas to improve and /or increase customer outcomes:
· Spend of VCMA – encouraged to use all additional resources and support delivery agents
· Increased focus on health to target resources well
· Focus on financial hardship – plugging gaps e.g. in rural and coastal areas, and linking with others who can help e.g. Northern Cancer Voices, NPg and CA.
· Collaboration with others including other GDNs/DNOs, and in particular NPg.
· Increasing capacity in partners to deliver after additional VCMA funds spent
· Scaling up successful projects - (may be even more useful if Ofgem decides to follow ED2 methodology and introduce e Customer Vulnerability Incentive/remove the UIOLI function and include vulnerability funding in BAU)
· Reviewing and improving SROI calculation and use
· Greater focus on measuring performance and linking it to service improvement 
· Constant push to firm up pipeline projects, review effectiveness, and encourage innovation projects 
 

	Environment
	· Recognising good delivery towards environmental outputs generally focussed on difficult area of EV/fleet decarbonisation to understand reasons for no progress – encouraged NGN to investigate how other companies are performing and learn from their deployment of EVs


	Energy Futures – hydrogen trials




	· Strengthened the Customer Proposition for Redcar Hydrogen bid through engagement with the project team
· Influenced the engagement schedule for the bid development to increase reach and understanding of the project 


	Innovation



	· Reviewed the NERV Centre and repurposing of the Low Thornley site to encourage more innovation partners and develop the site (several visits and engagement with the on-site team) 
· Encouraged a review of the strategy and governance arrangements. Whilst hydrogen was a strong theme for innovation this year the Group focussed also on ensuring meaningful developments were taken forward in other areas


	Safety and resilience


	· Greater engagement with the Operational and Repex teams this year encouraging safety awareness training across the company 

	Stakeholder Engagement strategy

	· Encouraged change in WTP methodology to a more meaningful exercise and allow stakeholders to provide useful feedback




2 Priority Area – As a result of CEG involvement (subgroups/deep dives etc) stakeholder views have influenced, and have been properly considered in, the design and delivery of work programmes

	Work programmes area
	Influence and Impact

	Complaints 
	Focus on areas where complaint CSATs lowest – improvements in area of Connections and focus on unplanned outages

	PSR
	Stakeholders encouraging more collaboration across utilities – supported by the Group and focus on ensuring high quality referrals 

	Collaboration
	Delivery partners keen to seen more regional partnerships and developments encouraged by the Group  

	Stakeholder Engagement Programme
	Attendance at numerous events over the year allowed the Group to reflect back views they had heard and ensure these were considered in decision making through the triangulation exercise.
Strong examples would be the attendance at the Citizens Panel and YIC meetings where members helped to encourage seldom heard voices and support future customers and shaped agendas that are important to people living in NGN’s area.





3 Priority Area – NGN’s engagement with stakeholders has been influenced because of CEG scrutiny and challenge

	Strategy developments
	Engagement channels and process changes
	Analysis of results

	
Redcar Engagement strategy
	
Attended the Redcar residents panel, drop in events at the hydrogen hub and several meetings with the project team to encourage transparency and clear information to help residents make informed choices about their support for the bid





Encouraged NGN to undertake a meaningful exit strategy and communicate with residents and explain the final decision
	
Engagement plans developed and the customer proposition was improved in line with expectations


Results from Exit survey just received 15 May. Whilst many residents didn’t engage directly there were lots of communication routes via trusted intermediaries 


	
Customer Surveys
	
Influenced the methodology and questions proposed for the customer value survey (replacing the WTP survey)





	
Revised text, additional materials to clarify topics
(just issued to customers on 15 May)

	
DSPs






	
 Met lead performing DSP at operational depot in Washington to learn about frontline services and encourage focus on needs of more vulnerable customers (where additional training could lead to more referrals
	
Will assess after DSP event in July 

	SE Strategy 
	Reviewed the strategy and ensured the triangulation exercise methodology was robust and ensure stakeholders engaged with in meaningful ways 

	Strong support from the Group for the triangulation report which is being used to underpin the new work business plan for GD3



4 Priority Area – The CEG has influenced NGN to perform in ways that have led to improvements to customer outcomes. 

The CEG are mindful that some outcomes will not be evident immediately with some impacts only being realised in the longer term. Below are just a few examples but we hope it is clear from earlier sections that the CEG influence is leading to improved customer experiences. 

	Work programme area
	CEG influence/challenge
	Customer/stakeholder Impact

	Customer Service
	· Collaboration with NPG – actively encouraged NGN to pursue a relationship, learn lessons, e.g. Storm Arwen

	Recognition by Ofgem that services had improved post Arwen. During the 7 storms experienced in NGN region during the past winter there was a greater level of response to emergency powercuts supported by NGN

	Customer Service 
	· Collaboration on PSR


	
Increased number of eligible households signed onto the PSR and able to access additional support 


	Regulatory Framework
	To ensure NGN response to Ofgem’s SSCC referenced what it had heard from its customers and that its response puts customers at the heart of Ofgem’s SSM
	Evidence visible in the submission to Ofgem. Reinforced during ISG discussions with Ofgem and GEMA

	Net Zero
	Encourage proactive engagement with local authorities to develop meaningful Local Area Energy Plans
	Agreement to provide a coordinated response to local authorities in partnership with NPg to ensure domestic heat solutions are properly considered



