


Who we are
Scottish and Southern Energy Power Distribution (SSEPD) is the owner of two electricity distribution 
networks:

  Scottish Hydro Electric Power Distribution (SHEPD) in the north of Scotland, and

  Southern Electric Power Distribution (SEPD) in the south of England.

What we do
ElectricityElectricity distribution networks start at the point of connection with the high voltage transmission system or 
the power stations and end at our customers’ premises. We distribute electricity on behalf of suppliers who 
bill customers. The distribution of electricity is a monopoly activity; that is, there is only one electricity 
distribution company in a specific area. As a consequence, we operate under licence and our activities are 
controlled by Ofgem (our economic regulator).

Listening to you
ItIt is impossible to do our job without speaking to the people to who we provide a service. Every day we are 
speaking to people about new connections to the electricity network, about our plans to replace or repair 
cables in their area, and about how to be safe around overhead lines and substations. This is our day to day 
work.

Our regulator, Ofgem, has asked us to prepare a Business Plan for the period 1 April 2015 to 31 March 2023. 
This process is reffered to as RIIO-ED1 and is the electricity distribution networks first review under Ofgem’s 
new RIIO criteria.

ByBy placing your needs at the centre of our planning, we can ensure that our distribution network is fit for 
purpose. To do this we must know what it is our customers and stakeholders will want for the future. We 
would like to know what service you want from us over the next two decades and how highly you value these 
services.

Developing our plans for the future

WWe have produced a document called Our First Consultation, intended to help us develop Our Business Plan 
for the period up to 2023 and beyond. Your feedback from this consultation is vital as it will inform Our 
Second Consultation in January 2013, which will then inform Our Business Plan to be published in 
June 2013.

How we listen

WWe are currently developing a strategy to ensure that we engage with our customers and stakeholders 
effectively. We will share this in Our Second Consultation. However, our approach to listening to our 
customers and stakeholders includes our usual day-to-day commitment to:

  Being easy to contact: we offer a range of way to get in touch with us

  Listening to everyone fairly and equally: we want to hear everyone’s views

  Providing timely responses: when you ask us a question, one of our locally based colleagues will be
  in touch within five working days to provide a clear and accurate response

  Showing how your views have informed our plan: we will be analysing and considering every 
  response we receive. We will then publish how we have incorporated key themes within our 
  business plan.

Methods of engagement

TTo specifically inform our business planning process, we are conducting surveys and interviews (both 
face-to-face and telephone); holding information days and focus groups; as well as meeting with you. There 
is plenty of opportunity for you to provide input by geting involved in engagement activities, for more 
information please contact us.

What you have told us so far

OverOver the past six months we have spoken to customers to identify the things that are most important to them, 
undertaking pre-consultation activities including a survey of over 1,000 customers. We would be interested 
to know if you agree with the results or feel there are any additional priorities we need to consider. The 
results of this work have been used to determine the structure and content of Our First Consultation.

Some of the key findings of this customer survey are:

  95% of customers told us that they wanted to be consulted. The preferred forms of contact were by   
        post (27%), website (22%) and phone (17%).

    87% of customers told us that a reliable supply of electricity was highly important to them. 75% of    
  customers told us that they are not prepared to pay more for a more reliable supply; 63% said we    
  should do more to assist customers when they experience a power cut of longer than 12 hours.

  83% of customers told us that a safe supply of electricity was highly important to them.

  76% of customers told us that our customer service was highly important to them. 82% of customers  
  told us we should support vulnerable customers; 85% said it was highly important we delivered new   
  connections on time.

    71% of customers told us that cost was highly important to them. 67% of customers thought electricity  
  bills were good value for money; 84% said we should keep bills as low as possible.

  43% of customers told us that the environment was highly important to them.

The full results of this survey and our response can be found in the document ‘Our response to feedback: 
customer survey results (March - August 2012)’ which is published on our website.
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