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1 Welcome summary
1.1 Introduction from
John Morea, CEO
The year to 31 March 2022 was the ﬁrst year of the new
RIIO-GD2 ﬁve-year price control period. SGN has made
a great start, with good progress in transforming the
organisation to meet the challenges presented by
Ofgem’s ﬁnal determination for RIIO-GD2 and achieving
a smooth transition into our new ownership structure.

Throughout the year our highly professional workforce
continued to overcome challenges presented by
Covid-19 and ensured we delivered on all our most
important commitments to keep our customers safe and
warm. Just over a quarter of our entire workforce (1,031)
was diagnosed as having Covid-19 at some point during
this period. While this would mean most of our
customer-facing operational employees were unable to
work, because we reacted quickly at the start of the
pandemic, the majority of our oﬃce-based employees
could continue to work eﬀectively from home, but only if
feeling well enough to do so. We are now rebuilding our
presence in the oﬃce and introducing new ways of
working to facilitate the beneﬁts of
hybrid working.

“

Here we achieved 99.1% for controlled and 98.0% for
uncontrolled gas escapes. Our engineers and customer
teams received exceptional feedback and unsolicited
praise from customers and stakeholders during a
number of ‘no-gas’ situations during the year.
Our customer service has been at the forefront of
everything we do, keeping our customers delighted with
our work. In Scotland our teams retained ﬁrst position
from the eight network regions for customer satisfaction,
achieving an impressive score of 9.28 out of 10. Although
our southern network is in sixth position, it still achieved
a score in excess of 9 as we promised in our business
plan. We continue to develop strategies to further
improve our customers’ overall
experience of our essential works.

This year we’ve taken the
During the year, we invested £316m
Building the world’s ﬁrst endopportunity to refresh our vision,
in delivering our replacement policy
to-end hydrogen system from
values, and purpose. We asked and
mains, non-policy mains, gas risers,
turbine tip to burner in the
listened to over 1,000 employees to
capital projects and other gas
ensure we were able to reﬂect their
home is gaining momentum
mains replacement projects. In
views in these values, what matters
and is on-target...
total, we have decommissioned a
most to them and to maintain their
workload of 879km across our
authenticity and relevance. We
southern and Scotland networks for
developed them from where they were, reﬂecting our
the ﬁrst year of the RIIO-GD2 price control.
own progress as a company and the evolving societal
We are focusing on building the evidence base for
values that surround us.
hydrogen’s role in the pathway to net-zero, our
In addition to our priority of ensuring the safety of our
pioneering project to demonstrate 100% green hydrogen
people, we continue to be active and vigilant in our work
heating in homes for the ﬁrst time is progressing.
to identify and mitigate cyber-attacks on our IT systems
Building the world’s ﬁrst end-to-end hydrogen system
and infrastructure. As part of the UK's critical national
from turbine tip to burner in the home is gaining
infrastructure, we’re a target for cyber criminals from
momentum and is on-target to start to bring carbon-free
around the world. The risk of this has escalated
heating and cooking to around 300 homes by the end of
signiﬁcantly since the start of the war in Ukraine. We
2023. Critically, the new hydrogen network is being
have a team of cyber experts who protect our systems
constructed to match the speciﬁcation of the current gas
around-the-clock while also providing continuous
network, connected to over 24 million homes around
monitoring, training, and engagement with our people,
Great Britain and will therefore provide compelling
who we recognise are the ﬁrst critical line of defence.
evidence of hydrogen’s performance in a real-world
Our people have also made it a very positive year across
domestic setting as a zero-carbon energy source.
all our operational activities, as we made excellent
progress on our major engineering projects across our
network. Our purpose to keep our customers safe and
warm at all times is embodied through exceeding our
target 97% licence condition for emergency response.

“
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1.2 Key highlights

£316m

in our
networks

.........................

During 2021/22
we’ve invested

.........................

...........................................................................................

We’ve delivered all
our safety and
reliability
outputs for
2021/22

Inclusive Employers
Standard: Bronze award
for commitment
to inclusion

Leading on several
collaborative
partnerships such as
‘Fuel Bank
Foundation’ and
‘Citizens Advice’
........................................

1

Our Scotland network
is the number one
network for customer
satisfaction for the
sixth year running

.......................................

...........................................................................................

Stakeholders have continually shaped
our H100 Fife project, which aims to
initially connect 300 homes to a
green hydrogen network

100%

.................................................

52,136

vulnerable customers
oﬀered assistance or
advice in 2021/22

............................

We’re delivering
the equivalent of

254,000
homes with green gas

4
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...........................

0.3%

We have
successfully tested
a soft prototype of
our Live Service
Transfer Project
‘TEENEE’, with ﬁeld
trials to take place
during 2022

£1.1bn

turnover in 2021/22

.......................

98%

Gas Escapes
Attendance within
one hour in 21/22

.............................................................
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External
Awards
2021/22

....................

We’ve reduced
our Total Carbon
Footprint (TCF)
during 2021/22 by

.................................................

...........................................................................................

This year we
achieved

194 194
Safe Days,

18 above our
annual target

1.3 Our performance
Total Group Turnover

Regulatory Asset Value
2021/22
(£bn)
Opening value 6.0
6.2
Closing value

2021/22
(£bn)
Revenue

1.1

2

Delivery of Outputs
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

% RoRE

Safety
Reliability
Customer service
Social obligations
Environmental
Price control deliverables
Cyber security
Vulnerable customer

1

RIIO-GD2 Forecast
Total Expenditure
(£bn)
GD2 Forecast Expenditure (18/19 prices)
Adjusted Allowances
2.94
Actual Costs
2.87
Eﬃciency
2.5%

4.9%
Workload adjustments
Ÿ Connections
Ÿ Fuel poor connections
Ÿ Tier 2a

Incentives
Earned in 2021/22
£m – beneﬁt
Potential Reward
Customer satisfaction
2.1
Survey ODI
Shrinkage ODI
0.3
Collaborative streetworks ODI 0.9
Total ODI
Financial Incentives
Potential Reward:
Ÿ Shrinkage management
Ÿ Customer satisfaction
Ÿ Collaborative Street works

3.3

Penalty only:
Ÿ Complaints metric
Ÿ Unplanned interruption

Innovation
Spend in 2021/22 (£m)
Ÿ Network Innovation Competition (NIC)

1.9*

Ÿ Network Innovation Allowance (NIA)

2.3

Ÿ Net Zero and reopener
Use it or lose it fund (NZARD)

0.1

Ÿ Strategic Innovation Fund (SIF)

0.3

Ÿ Net Zero and Small projects
reopener (NZASP)

0

* funding awarded in previous price control period
1

Return on Regulatory Equity - Operational Performance (Notional basis).

2

Based on a November 2021 inﬂation forecast as per Ofgem’s PCFM publication.
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1.4 Customer impact
This year’s domestic customer bill for SGN is
£132 which compares to the RIIO-GD1 ﬁnal
year customer bill of £153.

£17
£33

£2
£11

£132 pa

Providing a 24 hour emergency
and repair service
Performance improvement incentives
Operating and maintaining the network

£69

Network investment
Taxes, License and other fees

£

l SGN

l Scotland

What it means:

l Southern

.......................

175

RIIOGD1

165

RIIOGD2

155

This real term reduction has
now continued into RIIO-GD2
with a 19% real term reduction
in customer bill impact at
SGN level (18% Scotland, 20%
Southern) in comparison to
the ﬁrst year of RIIO-GD1.

145

135

125

115
13/14

14/15

15/16

16/17

17/18

18/19

19/20

The customer bill impacts are presented in nominal prices.

6

In RIIO-GD1 we saw a real
term reduction in customer
bill impact of [6%] at the SGN
level (1% Scotland, 8%
Southern).
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20/21

21/22

The step change is primarily
driven by the ﬁnancial
parameters of the new price
control settlement. Over the
remaining years of RIIO-GD2,
we expect an increase in
customer bill impact, however
this increase will remain
below the RIIO-GD1 average
customer bill impact.

1.5 Delivering Totex – ﬁrst year of RIIO-GD2
For the ﬁrst year of RIIO-GD2, it has been a challenge to
deliver the anticipated proﬁle and level of expenditure that
was submitted back in 2019. We had planned on the basis
that more projects would be ‘shovel ready’ at the start of
RIIO-GD2 than has been the case. This has been in part
due to the challenge of Covid-19 diverting attention to
responding to and delivering reliable services during a
time of signiﬁcant upheaval, due in part to the challenge
of a very competitive labour market and the additional
time it is taking to ﬁll vacancies and ﬁnally in part due to
the changing economic environment in which we operate.

As shown in the table below, our overall Totex expenditure is tracking 18% below allowances for the ﬁrst year of RIIOGD2, 21% in Scotland and 16% in southern. We have put in place measures to catch this up over the course of RIIOGD2 and expect to deliver the majority of outputs by the end of RIIO-GD2. There are outputs which are linked to
volume drivers where we have reforecast our anticipated volumes to account for the changing customer demand
being driven by the economic climate.

The key variations for the ﬁrst year of RIIO-GD2 include:
• Repex – particularly in southern, the Repex work has
experienced a slower start than anticipated due to
constraints in the contractor market. We have in
place plans to rectify this however, it is a programme
that will take more than a year, with a gradual
increase being seen through years 22/23 and 23/24.
• Recruitment – across SGN it has been challenging to
ﬁll roles with the process of recruitment taking more
time than would have been anticipated either prepandemic or during the pandemic. We have
maintained the staﬀ focus on safety critical outputs
and customer delivery, but the gap has hampered our
ability to deliver other workloads. Again, measures
are in place to close this gap back to historical levels.
• Project delivery – in some instances, key projects
have taken longer than anticipated, for example one
of our capital projects was anticipated to rapidly
progress through the planning system. Concerns
were raised, however, on the environmental impacts
and as result additional environmental assessments
have been required. This has resulted in the project

delivery moving from the ﬁrst year of RIIO-GD2 to the
later years of the price control.
• Connections – a signiﬁcant variation has arisen due to
the number of connections undertaken – both new
and existing housing connections and fuel poor
connections. We don’t anticipate that connection
volumes are going to recover over RIIO-GD2 and
have adjusted our forecasts accordingly.
• Environmental action plan – an important component
of our environmental action plan was to replace
ageing vehicles with low emission electric vehicles
(EVs). The availability of vehicles in general has been
impacted by supply chain constraints as a result of
Covid-19 lockdowns, with the availability of EVs
particularly impacted. The technical development of
larger low emission vehicles and anticipated
extended leads times will make the ambitions set out
in the business plan challenging to deliver. We
continue to work with the Environmental Advisory
Panel to identify alternative ways to mitigate this.

SCOTLAND

SOUTHERN

SGN

£m
18/19
prices

Actual

Allowance

Variance

Actual

Allowance

Variance

Variance

Opex

61

73

16%

113

123

8%

11%

Repex

50

62

20%

149

182

18%

19%

Capex

37

53

30%

47

64

27%

28%

Totex

148

188

21%

309

369

16%

18%

Table 1.1 Totex performance (capex adjusted allowances)
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1.6 Delivering the RIIO-GD2 Business Plan
We have just come to the end of the ﬁrst year of a ﬁve-year price control period. Our focus
at this point has been to recognise the challenges we have experienced in delivery in the
ﬁrst year and to put in place plans to recover the position over the remaining years of the
price control.
There are some areas where we believe that the change
is structural, and we have adjusted our forecasts
accordingly. As an example, during the RIIO-GD2 price
control setting, we worked with our stakeholders to set
out some really challenging targets for fuel poor
network extensions – signiﬁcantly more ambitious than
other networks. We recognised that this was a challenge
at the time but considered it the right challenge to take
on to support tackling fuel poverty.
Since the submission of the RIIO-GD2 Business Plan,
there has been a general move away from using gas
connections as a response to fuel poverty mitigation
and the required funding for in-home measures
necessary to complement the connection has also been
withdrawn. This change in priorities has undermined our
ability to deliver the fuel poverty connections our
stakeholders asked for at the time of the business plan
submission and we have reforecast the number of
connections we consider to be deliverable in RIIO-GD2
to 21% of the original forecast.
We have also seen that new and existing domestic
connections have not been as high as they were
anticipated when we submitted the RIIO-GD2 Business
Plan, with connection numbers being 59% of the original
forecast in the ﬁrst year. Given the challenges facing the

UK economy, the volatility in the cost of construction
materials and longer-term trends to move away from
gas connections, we do not anticipate that these
volumes will recover back to the values anticipated at
the time of the business plan submission and have
adjusted our forecasts accordingly.
For both new and existing domestic connections and
fuel poor connections, there is a volume driver which
will automatically adjust the revised forecasts to reduce
the sums recovered from customers. For other
deliverables, such as Tier 1 mains, we have not adjusted
the forecasts as we consider there to be a good
opportunity to deliver the volumes set in our licence
over the course of RIIO-GD2 and to make up the ﬁrstyear shortfall.
In the table below we have shown the forecast delivery
over the RIIO-GD2 period. This shows that at the SGN
level we expect to deliver our outputs for 2.5% less than
the allowances that we have been awarded at the outset
of the price control. This forecast is based on current
expectations of savings brought about by
improvements in project design. Given the current
market volatility however this forecast is vulnerable to
market changes and heightened cost risk.

Table of Totex forecast on a by year basis
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SCOTLAND

£m
18/19
prices

21/22

22/23

23/24

24/25

25/26

GD2 Total

GD2 Allow

Variance

Opex

61

70

87

87

77

383

392

2.2%

Repex

50

65

62

62

63

302

311

2.7%

Capex

37

51

73

68

48

277

299

7.5%

Totex

148

185

223

218

189

962

1,001

3.9%

SOUTHERN

£m
18/19
prices

21/22

22/23

23/24

24/25

25/26

GD2 Total

GD2 Allow

Variance

Opex

113

128

145

146

140

671

677

0.9%

Repex

149

177

182

181

188

877

886

1.1%

Capex

47

73

96

82

62

359

379

5.1%

Totex

309

378

422

408

390

1,907

1,941

1.8%
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SGN

£m
18/19
prices

21/22

22/23

23/24

24/25

25/26

Total

GD2

Variance

Opex

174

197

232

233

217

1,054

1,068

1.4%

Repex

199

242

244

243

251

1,179

1,197

1.5%

Capex

83

124

168

150

111

636

678

6.1%

Totex

457

563

645

626

579

2,869

2,943

2.5%

1.7 Company strategy
As we began our journey into RIIO-GD2 we implemented several initiatives that will drive
positive change throughout the company.

2 Returning home safely

1 Supporting our most vulnerable customers
The increase in gas prices as a result of the actions
taken by Russia in the lead up to and the subsequent
invasion of Ukraine has dramatically increased gas
prices beyond anything that would have been
reasonably envisaged at the start of the year. We
recognise that this creates a speciﬁc challenge for
our most vulnerable customers, as such we have
done our best to support these customers and to
ensure that every pound delivers the maximum
beneﬁt to those that need it most. We have done this
through the partnerships that we have formed and by
challenging ourselves to deliver the highest social
return on investment (SROI).
Since the start of RIIO-GD2 we have started 19
regional VCMA projects working with our 28 partner
organisations. These have delivered an average SROI
of £9.73. Of the nine collaborative GDN projects that
have launched in the ﬁrst year, SGN has led on seven
of them. Within our business plan we committed to
starting a Vulnerable Customer Steering Group; this is
in place and eﬀective, providing us with the support
and guidance that we believe has delivered a rapid
start to RIIO-GD2 and putting us in a strong position
to maximise the support we can oﬀer our most
vulnerable customers during the winter periods. Of
the £16.2m (18/19 prices) allowances award for RIIOGD2 we have committed £7.5m expenditure so far.

Ensuring all our people go home from work every
day safe and well has been our priority since our
company was formed. We ended 2021/22 with a
good story around overall safety performance,
successfully achieving the majority of our
company targets around personal and process
safety, health and wellbeing and the environment.
Through a focus on culture and behavioural safety
we halved our injury rates, ensuring more of our
own people and our contractors went home safely.
Our safety performance is measured in several
diﬀerent ways, the main visible measure being our
reporting of ‘Safe Days’.
A ‘Safe Day’ is achieved where there are: (i) no
lost-time injuries to colleagues or our contractors;
(ii) there are no road traﬃc collisions; (iii) no cable
strikes and (iv) no injuries to members of the
public. While we were pleased with the 194 safe
days achieved for 2021/22, we want to stretch it
even further going forward and have therefore set
the bar at 210 Safe Days for the year to March
2023. To ensure visibility and transparency among
all our operatives, we publish local daily statistics
on safety boards around our oﬃces and depots.
From the beginning of the Covid-19 epidemic,
through to where we are today, our overarching
aim has been to prioritise the safety and wellbeing
of both our employees and the people within the
communities we serve. We’ve used government
guidance as a minimum across all our regional
networks, regularly going over and above the
recommendations. Prioritising the initiatives which
support our drive for safety has been key to
keeping our networks running smoothly. This
includes liaising with government departments on
testing provisions for critical workers and being
early adopters of enhanced testing schemes. Our
new approach to working eﬀectively has allowed
us to encompass a hybrid system.

SGN RIIO-GD2 Stakeholder Report 2021/22
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3 Improving our environment
Continued progression has been made in 2021/22
towards achieving a shared net-zero future by
accelerating decarbonised energy solutions and
minimising our environmental impact.
The ﬁrst year of the price control has involved a lot of
preparatory work and procurement events which have
set us in a good position to deliver on our
environmental commitments as set out in the
Environmental Action Plan. We have improved our data
collection process for scope 3, which is the indirect
emissions from our value chain. A screening of our
scope 3 tells us that the key elements of our indirect
emissions come from the products and services we
procure. As a result, this is where we will focus our
eﬀorts on improving data collection, with the view of
setting a target aligned with the latest science-based
methodology. During the year we started registering
emissions associated with waste including spoil, water,
and reinstatement materials. To further ensure eﬃcient
data collection and reporting we have acquired a
software product which helps us to easier analyse and
report emissions data going forward.
As we reached the end of the ﬁrst year of the RIIO-GD2
price control period, we were slightly behind our
targeted reduction of our business carbon footprint.

However, we still delivered a reduction of 2,056 tCO2e
from the previous year, bringing our actual measured
footprint down to 22,374 tCO2e. The main reason for the
challenge in reaching our target was the delays in the
delivery of new zero emissions vehicles to our
commercial ﬂeet which have been impacted by global
supply chain issues. However, despite falling short on our
overall target due to speciﬁc challenges, we have made
positive progress in other areas. Around 92% of the
electricity we use is now fully certiﬁed renewable
electricity with a largely reduced carbon footprint.
With the start of the new price control period, we also
introduced an Environmental Advisory Panel as one of
our business plan commitments. The group consists of a
small group of external experts who share their
knowledge and best practice to help us to improve our
environmental performance. An internal working group
also includes collaboration across business units to
ensure we achieve our Environmental Action Plan (EAP)
commitments and work collaboratively towards our
ambition of net zero by 2045. The group meets regularly
to discuss progression of the EAP, and any other relevant
topics related to improving our environmental impact
and mitigating and adjusting to climate change. We have
found this to be a great success in terms of gaining
valuable feedback and ensuring we have a secure plan
for delivery going forward.

4 Purpose, vision, and values
Our values have always demonstrated what we stand for as a company and help guide us to achieving our vision
and goals. They not only dictate the way we behave but help us build trust, so we can thrive as both individuals and
as a company.
Once formed, its
important values
aren’t just another set
of words, but people
live up to them and
are held to account if
not. So, this year all
our people’s
performance will be
reviewed against
these refreshed
values and every
potential new
employee will be
assessed against
them. Simply put,
they represent the
way we do things in
our company.
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Our purpose
Serving our communities
by keeping everyone
safe and warm

Our vision
To give our customers
the best clean energy
experience

Our new Values for
RIIO-GD2 are
detailed here:
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2 Output summary
We have ended the ﬁrst year of RIIO-GD2 in a positive position with all licence obligations
being achieved. We have, however, identiﬁed a couple of other outputs as amber as a result
of market constraints restricting the ability to achieve the output in year 1.
The ability to obtain Electric Vehicles has impacted our Reputational Output Deliverable Incentives (ODIs), with this
being reﬂected as an amber status.
Within the year, our Financial ODIs present a green position, with no penalties being incurred across either of the
networks.
Our Price Control Deliverables (PCDs) are currently in an amber position, due a couple of factors. Firstly, the EAP on
Electric Vehicles being set back has impacted both networks, and secondly the shortfall of Tier 1 mains and services
in our southern network as a result of contractor resource issues. These are both areas which we plan to recover
over the remaining years.

SGN RIIO-GD2 Stakeholder Report 2021/22
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2.1 Output deliverables
LICENCE OBLIGATIONS (LO)
Meeting the needs of consumers and network users

SCOTLAND

SOUTHERN

RAG

RAG

SCOTLAND

SOUTHERN

RAG

RAG

N/A (*)

N/A (*)

Consumer vulnerability minimum standards
Guaranteed Standards of Performance (GSOPs)
Emergency response time
Digitalisation Strategy and Action Plan
Data best practice
Annual Environmental Report

OUTPUT DRIVEN INCENTIVES – REPUTATIONAL (ODI-R)
Meeting the needs of consumers and network users
Consumer vulnerability reputational incentive
Fuel Poor Network Extension Scheme
Deliver an environmentally sustainable network
Shrinkage and environmental emissions
Business Carbon Footprint (BCF) reporting

(*) As part of our RIIO-GD2 Business Plan we agreed with our stakeholders to take on particularly challenging targets,
looking to maintain the volumes delivered in RIIO-GD1. Since the business plan submission, local authorities have
withdrawn their support for in-home measures and appetite for gas connections which are considered inconsistent
with delivering net-zero. The ambitious targets set back in our 2019 business plan are therefore no longer relevant.

OUTPUT DRIVEN INCENTIVES – FINANCIAL (ODI-F)
Meeting the needs of consumers and network users

SCOTLAND

SOUTHERN

RAG

RAG

Customer satisfaction survey
Complaints’ metric
Unplanned interruptions
Network Asset Risk Metric
Deliver an environmentally sustainable network
Shrinkage and environmental emissions
Collaborative streetworks

N/A

RAG Status
Green: Delivered Licence Obligation, reputational commitments or positive outcome on ﬁnancial incentive
Amber: Marginal under-delivery on reputational commitments or marginal penalty on ﬁnancial incentive (amber
is not applied to Licence Obligations).
Red: Not delivering a licence obligation, signiﬁcant under-delivery on reputational commitments or signiﬁcant
penalty on ﬁnancial incentive (amber is not applied to Licence Obligations).
12
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2.2 Price control deliverables
PRICE CONTROL DELIVERABLES (PCDS)
Maintain a safe and resilient network

SCOTLAND

SOUTHERN

RAG

RAG

Repex - tier 1 mains replacement
Repex - tier 1 services
Capital projects
Cyber resilience IT/OT
Deliver an environmentally sustainable network
Commercial Fleet EV PCD
Gas escape reduction
Biomethane improved access roll-out
N/A

Intermediate pressure reconﬁgurations
N/A

Remote pressure management

2.3 Uncertainty mechanisms
VOLUME DRIVERS (VDS)
Uncertainty Mechanism

SCOTLAND

SOUTHERN

RAG

RAG

SCOTLAND

SOUTHERN

Repex – tier 2A iron mains
Domestic connections
Fuel Poor Network Extension Scheme (FPNES)

USE IT OR LOSE IT (UIOLI)
Meeting the needs of consumers and network users
Vulnerability and carbon monoxide allowance (VCMA)
Maintain a safe and resilient network
Cyber resilience Operational Technology (OT)
Network Innovation Allowances
Net Zero and Reopener Development Fund

Down arrow indicates that actual volumes realised are lower than
forecast and allowances will be returned to the customer.
Up-arrow indicates that actual volumes realised are higher than
forecast and additional allowances are required to fund the work.
Straight line indicates that forecast volumes are in line with the
GD2 licence and no change in allowances is anticipated

SGN RIIO-GD2 Stakeholder Report 2021/22
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3 Financial performance
Return on Regulatory Equity (RoRE) is calculated for each network at the end of each year
and is an estimate of the average annual return that shareholders could expect over the
ﬁve-year price control period.

NETWORK

SCOTLAND

SOUTHERN

SGN

Additional Returns (£m 18/19 prices)

Five-year average

Five-year average

Five-year average

Totex outperformance

7.8

6.9

14.8

Incentive income

0.3

0.4

0.7

Other (eg innovation contributions)

(0.7)

(0.5)

(1.2)

Less sharing/tax

(4.0)

(3.4)

(7.4)

Average additional income

3.4

3.5

6.9

Average additional returns

3.4

3.5

6.9

Equity (based on notional gearing)

712

1,560

2,273

Additional returns

0.5%

0.2%

0.3%

Base cost of equity

4.55%

4.55%

4.55%

Total RoRE

5.0%

4.8%

4.9%

Additional return on equity
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4 Positive impact
We’ve gone above and beyond to be the number one gas network for customer satisfaction in
Scotland for the sixth year running. Our southern network, despite being in sixth position,
received a healthy score above 9, and we continue to focus on improvements we can make to
improve our scores and deliver our works to the highest levels which keep our customers happy.

REOPENER

SCOTLAND

SOUTHERN

BASE
TARGET (*)

Scores out of 10

2020/21

2021/22

2020/21

2021/22

Emergency work

9.61

9.54

9.55

9.33

9.37

Planned work

8.98

9.20

9.02

9.08

8.51

Connections work

9.28

9.11

8.76

8.67

8.38

Average

9.29

9.28

9.11

9.03

8.75

4.1 Supporting our most vulnerable customers
This is the ﬁrst year in which we have had the Vulnerability and Carbon Monoxide Allowance (VCMA), a dedicated use
it or lose it (UIOLI) fund designed to support GDNs deliver commitments in their respective network areas over the
ﬁve-year price control period. The fund looks to encourage networks to use at least 25% of the £60m allocated fund
in a collaborative way on either vulnerability or carbon monoxide safety initiatives.
In our business plan we promised to help 250,000 vulnerable customers to use energy safely, eﬃciently, and
aﬀordably over the course of the ﬁve-year price control period. We also promised to establish a specialist steering
group to help guide our strategy and to ensure that we are best supporting those who need a helping hand to stay
safe and warm at home.
In our ﬁrst year of year of RIIO-GD2 we have exceeded our year one target by supporting 52,139 household use
energy safely, eﬃciently, and aﬀordably. Our careline team supported 11,730 customers who were identiﬁed as in need
of targeted help, over 4,000 of which were identiﬁed by our frontline engineers. We have also completed an extensive
programme of Carbon monoxide (CO) safety education across our networks to broaden the awareness and
knowledge past our own expertise.
As promised, this year we established our Vulnerability and CO Steering
Group (VSG). This group of 10 industry professionals is chaired by
Christine Tate, a Director of Partnerships for Good who has over 30
years’ experience in the energy sector. The VSG provides
oversight, guidance and governance on the analysis, options and
decisions taken by SGN, ensuring best value and Social Return
on Investment (SROI) on the VCMA allowance.
Further information on collaborative VCMA projects can be
found at https://www.sgn.co.uk/sites/default/ﬁles/mediaentities/documents/2022-06/VCMA-GDN-Annual-Report0622.pdf and the SGN VCMA Annual report is available at
https://www.sgn.co.uk/sites/default/ﬁles/mediaentities/documents/2022-07/SGN-VCMA-Annual-Report2022.pdf.
On the following pages we have set out a few case studies of
the many VCMA projects presented.

SGN RIIO-GD2 Stakeholder Report 2021/22
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Case Study

Safe and warm homes with Age Scotland

Our frontline engineers often see ﬁrst-hand the
challenges faced by older members of our
communities. These engineers told us they
would value the skills to identify and engage
older people, so they could provide a safe and
trusted referral to partners with expertise in
supporting this vulnerable group.

We are now partnered with Age Scotland where, so far, we’ve equipped 50 of our frontline colleagues with
training and resources to refer individuals to the charity for direct, eﬃcient help to the person in need. Age
Scotland provides wraparound support tailored to each household’s personal circumstances through our
funded specialist energy telephone and community advisory team within Age Scotland's broader helpline
service. After a referral from us, customers can also receive general advice and friendship – beneﬁtting them
beyond their energy needs alone.
The Age Scotland helpline has received record calls from older people seeking energy advice in the past year,
prompted by the energy crisis. Our partnership has enabled Age Scotland to employ two qualiﬁed energy
rights employees who provide specialist energy advice to support people who call their helpline, as well as
enabling seven generalist helpline advisers to provide more in-depth energy advice.
In January 2022, Age Scotland analysed the insight captured through our energy advice helpline and
community workshops to determine the impact of the energy and cost of living crisis on older people in
Scotland. At the time of the research, 94% of people were already worried about their energy bills and that
was before the energy price cap increased in April.

This insight has been instrumental to our decisions around community and energy advisory
support services into year two, as this aﬀordability is driving the biggest gap in maintaining
a safe and warm home. With our Age Scotland partnership now well-established, we’re in
discussions with Age UK to expand our programme nationally in collaboration with the
other gas networks. Age Scotland is also keen to learn from our partner organisations and
it’s trialling a referral service into Mental Health UK for older people who would beneﬁt from
mental health support.
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Case Study

Home and Well in Partnership with Citizens Advice

Before Covid-19, our stakeholders identiﬁed
an endless cycle of hospital readmissions
among vulnerable patients and found
readmissions accounting for one in ﬁve of
all admissions.

With health and social care systems under signiﬁcant stress during the pandemic, we joined an existing
regional networks partnership scheme – Home and Well – to help break the cycle of readmission by
supporting patients in Hampshire and the Isle of Wight back into safe and warm homes. We’re keen to direct
support towards customers living in this particular region as, working with our data and insight partner
Energy Savings Trust, the Isle of Wight, Southampton and Portsmouth are all areas with signiﬁcantly higher
indicators of ﬁnancial vulnerability than the national average resulting in longer hospitalisation and greater
numbers of hospital readmissions.
The Home and Well initiative supports patients in hospitals by addressing the ﬁnancial and practical issues
that might otherwise cause them to be readmitted to hospital or unable to be discharged. The initiative is a
collaboration between us, Citizens Advice Hampshire, NHS Hampshire, Southampton and Isle of Wight
Clinical Commissioning Group, Portsmouth Water, South-East Water, Southern Water and SSEN. The
programme aims to ensure patients can return to a safe and warm home after their immediate health needs
are addressed. It tackles issues that would prevent that, such as if a patient had amassed energy debts or
didn’t have heating at home. When leaving hospital or by referral from a GP, Citizens Advice advisers review
patients’ utility bills to ensure they are on the best tariﬀs and help them to maximise the beneﬁts energy
suppliers oﬀer customers. The advisers also help patients apply to the Priority Services Register and provide
fuel poverty and water cost guidance.

The Home and Well partnership has helped 946 vulnerable people across Hampshire and the
Isle of Wight return to a safe and warm home this year, providing an average increase in
household income of £448 per client. With our funding and partner training to upskill the
project team, Home and Well project patients have received additional energy-related help and
safeguarding from Citizens Advice. This includes direct services we provide such as locking
cooker valves, CO alarms and access to our Help to Heat scheme, as well as access to our
referral partners who can provide broader support. Following our trial participation during the
pandemic, we’ve extended our support for a further two years thanks to VCMA funding.

SGN RIIO-GD2 Stakeholder Report 2021/22
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Case Study

Disability Energy Support (DES) in partnership with SCOPE

People with a disability are more likely to face ﬁnancial
vulnerability, fuel poverty, increased energy costs and ﬁnd
it more challenging to access information and support.
Recognising this, we began working with the national disability equality charity Scope in 2019 to
better understand the impact our work has on people with disabilities and produce training
resources to help utility companies like us better support our disabled customers. As a result of
increasing living costs, a quarter of people with disabilities are already unable to heat their
homes. Many are already living in fuel poverty, and those who are not are now in danger of being
pushed into hardship.
Building on the partnership established in RIIOGD1, we’ve now helped build a dedicated energy
advice team. This bespoke and dedicated utility
advocacy service is designed for and marketed to
people with disabilities and provides free advice to
help manage energy and water needs. Customers
can pre-book up to three 45-minute appointments
with an expert adviser for support with issues
covering CO safety, applications for the Warm
Home Discount and Priority Services Register
(PSR), managing utility debt and engaging with
suppliers. Clients receive an action plan of steps to
take to address their concerns and empower them
as engaged and conﬁdent energy consumers and
where there is a need for the Scope team to step in
and help, it does.

In year one

we’ve supported
more than 543
people with
disabilities in our
network area

£

to help access
1,163 support
services,

enabling them to
live in a safe and
warm home by
reducing energy
costs and increasing
energy eﬃciency.

In addition, we’ve positively
engaged a further 12,000 people
with disabilities on safely,
eﬃciently, and aﬀordably using
energy through Scope’s Disability
Energy Support (DES) service and
engagement channels including its
online community.

Scope estimate we’ve saved people with disabilities £787,307 through the energy helpdesk
since April 2021, with an average household saving of £658.

We are expanding our programme of support further to include all other GDNs from April 2022 as they too
recognise the value of this project. With our collective support, we can build the capacity to support more
people with disabilities through the energy helpdesk service.
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4.2 Customer complaints
Our Scotland network continues to hold
the number one GDN position for
customer satisfaction for 2021/22. This
was also achieved for complaint
handling. Across RIIO-GD2 we plan to
maintain Scotland’s position of number
one complaint handling GDN as well as
increase southern position by reducing
the metric performance score. We plan
to continue reducing the number of
complaints coming into the networks
and increasing our resolutions in D+1.

In RIIO-GD2 complaints performance is incentivised through penalties for poor performance, as it was during RIIOGD1. However, the diﬀerence in RIIO-GD2 is a reduced penalty threshold from 11.57 to 5.00. This means if a network’s
weighted complaint score calculation exceeds 5.00 then a penalty will be imposed for poor performance.
Complaints received in RIIO-GD2 Y1 compared to RIIO-GD1 Y8 does not give the most accurate comparison due to
the restrictions introduced by Covid-19, this led to a signiﬁcant reduction in workload across 2020/21. As such we are
using 2019/20 as a baseline to measure performance. Complaints received in 2021/22 in comparison to 2019/20 as
our baseline are down across both networks (28% Scotland and 19% southern).
In terms of the performance under the complaints handling metric, in 2021/22 both our networks have continued to
perform well with complaints handling, achieving signiﬁcantly lower than the penalty threshold of 5.00 (Scotland 1.50
and southern 3.17). Compared to the previous year (2020/21) Scotland’s metric performance score remained the
same, and lower than 2019/20. Southern had an increase of 0.11 in 2021/22 compared to 2020/21, and a further
increase of 0.34 when comparing 2021/22 to our baseline of 2019/20.

GD1 - Y7

GD1 - Y8

GD2 - Y1

2019/20

2020/21*

2021/22

Scotland

340

214

246

Southern

1299

793

1052

SGN

1639

1007

1298

GD1 - Y7

GD1 - Y8

GD2 - Y1

2019/20

2020/21*

2021/22

Scotland

1.71

1.50

1.50

Southern

2.83

3.06

3.17

Volume of complaints

Complaints Metric

*Due to the impact of Covid-19 we do not consider 2020/21 to be an accurate representation
of a normal working year and therefore it is not a relevant point of reference.
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4.3 Customer satisfaction
For the ﬁrst year of RIIO-GD2 our Scotland network achieved the number one position for
customer satisfaction. This is a great achievement as it holds this position for the sixth year in a
row. Progressing into the second year of this price control period Scotland maintains a healthy
score. We are therefore focusing on lifting the customer satisfaction score in our southern
network. Overall, our southern network has risen its score from previous years however there is
still work to be done.

Speciﬁc areas we are working on to
improve our service and in turn our
customer satisfaction scores are:

• Governance
Working with agility to deliver the
customer experience plans and
vulnerable plans, as well as
developing objectives and key results
(OKRs) and creating dashboards to
monitor progress and establishing
working groups and key partnerships
for supporting vulnerable customers
across RIIO-GD2.

• Technology
We have implemented two-way SMS,
WhatsApp and social media direct
messaging. Also, our website has
been updated to indicative pricing,
lead times, navigation and live chat
pop ups. PayPal and split payments
for connections customers is now
available.

• People
We hold many customer forums and
focus sessions to understand the
changes needed. We recognise our
people that make the diﬀerence
through our 10/10 corner and give
monthly awards as well as sharing
‘make the diﬀerence’ stories across
the business. We have also
implemented leads for southern
customer experience and GSOP to
ensure compliance.

• Training
We have delivered ‘Trust in Us’
training for team leaders, ﬁrst call
operatives and account managers
which will continue through RIIOGD2, as well as designing and
delivering customer service elearning modules for our customerfacing employees. To maintain a high
standard of customer service we
have ongoing refresher training
courses, which include topics such as
dealing with vulnerable customers
and identifying vulnerability.
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Our frontline teams have helped support us with knowing our customers’
needs and oﬀering a helping hand when needed. They continue to
uphold their commitment of never walking away from a customer in
need.
We have continued to help our fuel poor customers through the
‘Emergency crisis fund’ which we implemented during the Covid-19
pandemic. We continued this into RIIO-GD2 and developed the fund into
vouchers for same day food and fuel to help our vulnerable customers.
As the energy crisis began, we made a conscious decision as part of our
collaborative partnerships to join national schemes and actively made
partnerships with trusted partners including Fuel Bank Foundation, and
Citizens Advice England and Wales, both of which have made a huge
impact in helping support our fuel poor customers. We have also taken
our existing partnership with Scope and expanded this to collaborate
with the other gas networks in order to enhance the help we provide to
customers across all areas of the UK.
With Age Scotland, we are supporting over 20,000 households through
community events and other means.

4.4 Guaranteed Standards of Performance (GSOP)
1 Connections

2 Customers and interruptions

All our GSOP standards were achieved for the
ﬁrst year of RIIO-GD2.

Interruptions, planned or unplanned, are never ideal for our
customers, which is why we make a dedicated eﬀort to keeping
that interruption time as low as possible to reduce any
inconvenience, especially those who are vulnerable. Our customer
satisfaction scores for unplanned interruptions in 2022, which
arise through leakage or other emergencies, is at 9.4 and for
planned interruptions through our replacement, capital projects or
routine maintenance works is currently at 9.1 across both our
southern and Scotland networks. In our Scotland network we
maintained an interruption time comfortably below the low
penalty threshold for 2021/22 with a maximum of 14 hours. In our
southern network, we also remained below the low penalty
threshold with a maximum of 25.2 hours.

We accomplished

97% or higher
on 18 out of 20
against a target of 90%
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5 Shared future
5.1 Strategic Innovation Fund

The Strategic Innovation Fund (SIF) is a funding
mechanism within the RIIO-GD2 network price
control for the Electricity System Operator,
Electricity Transmission, Gas Transmission and
Gas Distribution sectors, with the aim to
decarbonise the gas and electric energy
distribution and transmission networks,
providing beneﬁt to consumers. SIF consists of
three phases:
• Phase 1

Discovery: Feasibility studies

• Phase 2

Alpha: Experimental development

• Phase 3

Beta: Build, operation, or
demonstration

2021/22 saw the ﬁrst tranche of project
submissions for Round 1 Discovery tackling
four Challenge areas:
• Challenge 1:

Whole system integration

• Challenge 2:

Data and Digitalisation

• Challenge 3:

Zero emission transport

• Challenge 4:

Heat

Upon completion, successful projects
from the Round 1 Discovery phase
will be submitted to the Round 2
Alpha phase in 2022/23.
This is the wind turbine that will be
delivering power to our groundbreaking
H100 project to deliver green hydrogen
through to our customers.
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A number of projects were identiﬁed which were then reviewed and a total of 12 projects
were submitted with support from our project partners. Of the 12 submissions to the fund,
six projects were approved with a further three collaborative projects lead by other utility
companies also approved. The successful projects were:

Digital Twin; A Digital Copy of the Gas
Network - Data and Digitalisation

Digital Twin; Hydrogen - Data and
Digitalisation

• To test and demonstrate the use of a Digital
Twin to enhance decision making across a
range of challenges driven by energy
transition to a sustainable future.

• To create a working green hydrogen digital
twin, combined with analytical tools and
machine learning, will provide a platform that
changes the traditional way of how we look at
the analysis of asset condition and
performance.

Predictive Digital Safety Interventions Data and Digitalisation:

Intelligent Gas Grid - Data and
Digitalisation:

• To expand the capability of FYLD into
predictive analytics, that may pose a high risk
to employee safety as the day's operations
unfold and enable remote, proactive safety
interventions.

• To autonomously and intelligently monitor
and control networks, using data-driven
algorithms and decision-making, and to
support network digitalisation.

Velocity Design with Hydrogen – Heat

Navigation - Zero emission transport

• To allow gas network operators to introduce
Hydrogen/Natural Gas mixtures and 100%
hydrogen into existing networks with a
minimum of network reinforcement costs
without increased safety, integrity, or
environmental risk.

• To demonstrate how predictive grid mapping
AI, fuel-ﬂexible, pollutant-free power
generation, and real-time optimisation and
control technology can enable the use of gas
network, as it evolves to 100% renewable, as
an alternative energy vector for the power
provision for ultra-rapid EV charging
infrastructure.

5.2 Energy futures
Decarbonising heat and delivering net zero
In 2019 the UK Government strengthened its
emissions target to reach net zero emissions by
2050. The Scottish Government has imposed
more stretching targets of 2045. To meet these
binding targets, the UK will need to replace the
existing energy provided by gas networks with a
lower carbon alternative.

We remain committed
to our numerous
projects that will
determine the role of
hydrogen in the
pathway to delivering
net zero.
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H100 Fife - our pioneering world-ﬁrst project to
demonstrate 100% green hydrogen heating in homes
was approved by Ofgem in October 2021 and
construction is now underway. It is designed to provide
compelling evidence of green hydrogen’s performance
in the average customer home setting as a zero-carbon
energy source. The new hydrogen network will match
the speciﬁcation of the current gas network and will
demonstrate how our existing network can deliver
hydrogen with minimal intervention.

H100 Fife will be tested on 300 properties throughout the year. This will enable us to
assess the suitability of hydrogen in the home and whether it delivers the heating and
ﬂexibility needs of consumers.

LTS Futures - another key project, essential
in the transition to net zero is our LTS
Futures (awarded by Ofgem in 2022). The
Local Transmission Systems (LTS) are the
backbone of our energy network, delivering
gas from oﬀtakes to towns and cities across
the country. Following a successful bid into
the net-zero pre-construction and small
projects reopener fund, the LTS Futures
Project forms part of the UK’s national
hydrogen research programme to deliver a
net zero decarbonisation solution for
customers. The project seeks to research,
develop, test and evidence the compatibility
of the LTS assets, pipelines, associated
plant, and ancillary ﬁttings, culminating in a
‘ﬁrst of a kind’ repurposing trial and
demonstration.
The LTS Futures programme will provide
critical and scalable understanding of the
local transmission network’s compatibility
for transporting hydrogen, any design
changes that would be required to enable
safe operation, and the appropriate
maintenance and inspection regimes to
ensure it continues to operate in a safe
manner.
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Our North-East Network and Industrial Cluster Report published
in December 2021 demonstrated how hydrogen can play a
leading role in delivering the Scottish Government’s target of
one million homes with low carbon heat by 2030. The research,
published with global consulting and engineering advisor
Wood, sets out a transformational and accelerated pathway to
100% hydrogen for Scotland’s gas networks. It also details the
feasibility of a CO2 collection network to securely capture,
transport and store carbon dioxide emissions deep
underground.
The report provided the high-level strategy that will contribute
to the delivery of repurposing our network to hydrogen. The
ﬁrst stage of the delivery of this is being carried out through
our pre-FEED study for our Aberdeen Vision project,
incorporating new hydrogen infrastructure, as well as the
sectorisation and conversion of the city of Aberdeen.
In our southern network our work around the Southampton
cluster has led to the preparation for pre-FEED and FEED
delivery for 100% hydrogen conversion. Further regional studies
are underway in our south-east and London networks, working
with key stakeholders to deliver the pathway for the low carbon
energy they require.

5.3 NIA energy futures
Our Network Innovation Allowance (NIA) projects are enabling the transition of the gas
networks and the whole energy system away from natural gas to net zero energy. It is now a
critical priority for the board and the wider gas industry.
Our NIA programme supports, facilitates, and aims to demonstrate the decarbonisation solutions and technologies
that develop the necessary strategy to implement solutions for net zero energy into the gas networks.
Energy Futures NIA projects over the past year in RIIO-GD2 have created the initial key foundation evidence required
to convert the gas networks to hydrogen through the evidence building research and development projects we have
been delivering. Our NIA project delivery programme is
focusing on key strategic research areas in collaboration with
various partners and GDNs as noted below:
• Our Core R&D NetZero delivery programme as deﬁned in
our Business Plan
• Network safety impact
• System transformation
• Whole systems
• Hydrogen trials
• Blending
• End users
These key NIA project areas are targeting key research and
development opportunities identiﬁed through various initial
feasibility studies designed to highlight potential knowledge
gap areas we need to address to provide the required robust
evidence needed to demonstrate network conversion is a
real possibility and viable energy future option for the UK.
As a demonstrable example of the beneﬁts of NIA we are
now commencing with the construction of the world’s ﬁrst
100% Hydrogen distribution network with our H100 Fife, this
project started as a low technology readiness level as an NIA
project but has progressively advanced and developed into a Network Innovation Competition (NIC) project in 2022.
This project has received signiﬁcant interest from government and Ofgem and continues to be our ﬂagship project in
to RIIO-GD2 transitioning from NIA funding mechanism on to winning our NIC funding bid in 2020 to progress to a
larger scale project with additional funding provided by the Scottish Government to ensure its delivery.

5.4 NIA - vulnerable customers
Vulnerable customers and the wider public often ﬁnd journeys through and
around streetworks a challenge. When travelling through streetworks, there is an
inevitable level of inconvenience caused by the works. However, the public’s
tolerance level quickly diminishes if there are avoidable obstructions or signage is
unclear. Through the data gathered during the collaborative GDN NIA StreetScore
1 Project (Concept Development), completed in March 2021, it was clear that
vulnerable individuals, carers, and advocates are unhappy with the current way
street works are designed and wish for more accessible works.
There is a signiﬁcant behavioural element to addressing the challenges of making streetworks suitable for all. It’s clear
that ‘being human’, providing empathy, understanding, and assistance is crucial, no matter the technology, products,
or processes developed to provide this.
Continuing from StreetScore 1, we began the StreetScore 2 towards the end of this ﬁrst year of RIIO-GD2. This project
is in the development stages with a prototype being produced, and we anticipate it will be complete in the latter part
of year two. We chose to progress this project as it looked to be the most promising from the over 20 options for
improving streetworks derived in StreetScore 1. Some of these concepts include the development and testing of an
Impact Assessment Tool, Code of Practice Booklet, Checklist Tape, QR Coding and Training Material. All of which we
believe will improve the overall experience of streetworks for our customers, especially those who are more
vulnerable.
SGN RIIO-GD2 Stakeholder Report 2021/22
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5.5 Biomethane
Developing and increasing biomethane injection on to our network continues to be a
strategically important initiative for SGN with an ambition to increase the connected capacity
for green gas to a level which will support the energy requirements for an equivalent 450,000
domestic customers. Following the commencement of the new government green gas subsidy
scheme in November 2021 (the Green Gas Support Scheme), we have received several new
biomethane gas connection enquiries from developers planning to connect to both the
Scotland and Southern Gas Networks’ pipeline systems.
During year one of RIIO-GD2 we have successfully progressed biomethane in several areas:
Ÿ

We connected two new biomethane plants to the Scotland network at Lockerbie and Ellon which combined
provided an additional 1,500 standard cubic metres of biomethane capacity potential which has the ability to
provide 11,984 domestic customers with a green gas energy supply.

Ÿ

In Scotland we also completed 24 biomethane enquires and 11 biomethane capacity studies which assist
biomethane project developers with appraising their individual project assessments with a view to taking forward
speciﬁc projects.

Ÿ

We are currently working with biomethane project developers to take forward potentially 15 new biomethane
connections which are forecast to connect within the RIIO-GD2 timeframe.

Ÿ

In southern we did not connect any new biomethane projects directly to the network in year 1 of RIIO-GD2,
however we did complete 39 biomethane enquiries and four biomethane capacity studies.

Ÿ

We are also working towards connecting four new biomethane sites during the RIIO-GD2 timeframe.

These developments have been supported by the introduction of the new government green gas subsidy scheme in
November 2021 (the Green Gas Support Scheme).
In addition to supporting potential new developments, we are also progressing several projects to support the
biomethane more broadly, these include several projects to reduce propane use through improved blending, working
to increase network capacity for biomethane by implementing within grid compression solutions.
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6 Safe and eﬃcient
6.1 Safety
Some of the speciﬁc measures we use to ensure
the safety of our people include:
Health surveillance: Our health surveillance programme was the
most aﬀected by Covid-19, with the necessary additional
controls having to be put in place to stop face-to-face
encounters. However, with some hard work from our in-house
safety and welfare team plus support from the wider business,
we achieved our targets and took the opportunity to also
introduce many new wellbeing initiatives. These included
providing lateral ﬂow self-testing kits and widening the scope
and reach of our externally provided employee assistance
programme.
Safety brieﬁngs: We’ve always encouraged our managers to
have regular safety conversations and brieﬁngs with their team
members, and as we see restrictions lift this is increasingly
returning to face-to-face engagement. Because of the challenges brought about by the pandemic, earlier in the year
we introduced a safety brieﬁng programme called 7-to-1. Professionally designed and implemented throughout our
company, this programme encapsulated safety conversations and brieﬁngs which were cascaded down the line taking
advantage of our ability to communicate using video links and the latest digital technology. It commenced with safety
managers engaging with team managers and then team managers to their direct employees. Our objective was
simple. To keep these essential brieﬁng sessions down to seven people or less, to ensure full participation and
engagement. These company-wide sessions achieved their objectives and importantly, during a time of no direct
contact being allowed, enabled us to keep a very strong emphasis among all our people on the continuous need to
focus on safety.
Near-miss reporting: Near-miss reporting is an integral part of our safety culture and we actively encourage all our
people to report on them. Along with ensuring our people have the best possible PPE (personal protective
equipment) available to them in all circumstances, near-miss reporting is a last line of defence for us. To make sure it
is eﬀective we ensure our near-miss reporting mechanism is open, transparent, and honest. Learning and sharing from
what nearly went wrong, can positively aﬀect the avoidance of incidents and accidents in the future. In addition to
keeping our people safe, keeping our customers and the public at large safe and warm is something we as a company,
and the gas industry as a whole, has done for many decades.
National gas emergency number – 0800 111 999: To ensure a far and wide reach for the national gas emergency
number and to ensure people know what to do should they smell gas at any time, either inside or outside of their
homes, we carried out an engaging new campaign on social media in order to reach a wider and more diverse
audience. This multi-channel campaign initially targeting our southern region, included digital radio adverts, out of
home advertising seen in public spaces (such as bus shelter advertising) and paid for social media. The combined
number of reach, listens and impressions was estimated to top 50 million. We’ve also undertaken our own ‘organic’
social media and Facebook activity over the winter. Our Facebook advertising campaign has so far enjoyed a reach of
some 1.8 million people. At the same time, working in close collaboration with the other gas networks, a national
campaign run by our trade association the Energy Networks Association (ENA), on behalf of all network operators,
has been running since November 2021. Here the ‘smell gas’ posts having reached 3.5 million people so far.
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6.2 Cyber security
As a UK Critical National Infrastructure (CNI)
provider, we consider cyber crime and the
associated disruption to be one of our
greatest corporate risks, something
recognised by our regulator Ofgem and our
shareholders. Information Security (IS) is an
integral part of our business operations and an
integral part of building safe, secure, and
resilient digital services for ourselves, other
stakeholders, and external parties to access.

We have been on a multi-year programme of cyber
security capability improvement which is critical to
delivering our company mission to keep our customers
safe and warm. The results of this programme have
already signiﬁcantly moved the dial on improving our
cyber security capability.

Over the past eighteen months we have taken a focused
approach in improving our cyber security capability
across the Information Technology (IT) and Operational
Technology (OT) estate, especially following the
heightened threat as a result of the recent war in Ukraine.
We continue to work closely with our strategic security
suppliers, embed security processes into our project
management framework, and increase education and
awareness across the organisation.

Framework we have adopted
In order to achieve these goals, we have adopted the NIST Cybersecurity Framework (CSF)
NIST CSF has become the de facto standard for Cybersecurity Program Management

Objectives
Implement
proactive risk
management
Mature
governance

Protect our
information

Principles
Prepare and
integrate with
digital
business
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Improve
resiliency and
recoverability
Deploy
robust crises
and incident
management
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ü Know what we have,
what’s important and
what we are doing

Identify

ü Implement eﬃcient and
eﬀective measures to
protect ourselves

Protect

ü Catch the things
we didn’t stop in an
appropriate time frame

Detect

ü Prioritise and react
to incidents

Respond

ü Return to good state of
operations as soon as
feasible and reasonable

Recover

6.3 Data and digitisation
At SGN, our digital and technology
goals are to ensure that our customers
and our network is safer, greener and
more eﬃcient because of what we do.
Our digital and technology strategy has
developed over many years and will
continue to grow and develop further as
we listen to our stakeholders,
collaborate, and deliver the strategy in
all ﬁve years of the RIIO-GD2 price
control timeframe. Our RIIO-GD2
strategy has been produced directly in
response to the recommendations of
the Energy Data Taskforce and more
recently the Energy Digitalisation Task
Force (EDiT) report entitled ‘Delivering
a Digitalised Energy System’. The
recommendations cover the need for
improved visibility of energy data,
assets, and infrastructure along with the
optimisation of energy sector
operations and an open system design
to enable the move to net zero,
operational eﬃciencies and deliver
customer value. The Digital Strategy
Action plan is available at
https://www.sgn.co.uk/DSAP-June2022

Digitalisation is a continuously growing and improving
capability. Our digitalisation strategy is a means to
gather and fulﬁl the requirements and expectations set
by various stakeholders and to drive innovation within
our sector through digital means. Our strategy is
evolving and will continue to take into account changes
aﬀecting our industry and new technology
opportunities that emerge.

Our direct response to stakeholder engagement
feedback and industry collaboration has enabled
success stories around Ofgem’s recently launched
Strategic Innovation Funding. This has seen four new,
exciting Digitalisation projects emerge during 2021/22,
Digital Twins for Green Hydrogen and Gas Distribution
Networks, an Intelligent Gas Grid project and working
with our digital partner FYLD, to expand the use of AI
and Analytics to predict and prevent safety incidents.

Our future technology roadmap includes further
capability development in connectivity, exploring and
exploiting further Industrial IT, robotics and
artiﬁcial/augmented/virtual reality. The use of Digital
Twin for ‘Network Control of the Future’ is a signiﬁcant
goal for us to drive digitalisation in our business and
within our sector. We continue to track technology
trends to evaluate the best emerging technologies that
may further our cause to support the data and
digitalisation agenda.
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Contact us
If you’d like to be part of the conversation to ensure your
views count or if you have any questions on our stakeholder
engagement activities please get in touch.

...............................................................
Customer service
0800 912 1700

@

Email
lets.chat@sgn.co.uk

www

Read more
sgn.co.uk
sgnfuture.co.uk

f

Find us on
Facebook.com
Follow us
@SGNgas

Write to us
Barbara Whiting, Head of Stakeholder Engagement
SGN, Axis House, 5 Lonehead Drive
Newbridge, Edinburgh EH28 8TG

...............................................................

!
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Smell gas?
0800 111 999
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