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We are committed to providing a safe, secure and affordable network over the long term

We will do this whilst playing a key role in the UK’s transition to Net Zero carbon emissions. We see a significant role for digital in helping us deliver on these commitments, enabling our

employees and stakeholders to contribute to the decarbonisation of the UK.
Our Board welcome this update to the Digitalisation Strategy and look forward to your feedback.

Embracing digital Embedding digital
Digitalis part of everything we do at Cadent, helping Our Digitalisation Strategy will form part of how we drive
us shape the future of the energy sector. Our Digitalisation the business forwards; serving our customers, engaging our
Strategy will enable us to deliver for our Customers, stakeholder community, running a reliable and resilient
Colleagues and Communities. We would welcome your network, enabling our colleagues, improving the way we
feedback so together we can shape the future of our work and helping accelerate the journey towards Net Zero.
industry.
I'm delighted to share our latest f . I'm pleased to ensure that our Digitalisation
Digitalisation Strategy with you. It outlines - & Strategy is embedded in our business, driving
our digital ambition and how we are 3 7 better outcomes for our Customers, Colleagues
embracing digital to deliver for our and Community.

stakeholders and help shape the future of
the energy sector.

Steve Fraser Howard Forster
Chief Executive Officer Chief Operational Officer

© Cadent Gas Ltd 2022

Enabling digital

Our Digitalisation Strategy will be enabled by bringing Cadent
and key partners together to design and deliver products and
services that address customers' and employees' needs and
support the wider community. We will build new capabilities
across our business, making data open and accessible to
jointly deliver the Net Zero goal.

I'm proud to be part of shaping the future of
the energy sector, enabled by the

digitalisation of our business and the
network we run, working in collaboration
with our partners and stakeholders.

Kate Jones
Chief Information Officer

Cadent
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We explain who Cadentare We share our commitments We explore the future needs of We introduce our digital We explain how we’re already

and share our purpose and for the future and our view on our customers, communities framework and the key digital actively collaborating across the

vision. the future of the energy and colleagues and the role investments we will make sectorand welcome your

sector. that digitalisation will play in that will deliver our feedback and ideas to evolve our

making our business more commitments to our strategy, as we continue our
relevant to them. stakeholders. digitalisation journey.

© Cadent Gas Ltd 2022 Cadent
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Cadent Today—=""

Who we are

Transforming experiences for Customers, Communities and Colleagues

A new company with an essential role Our communities

Gas Networks operating across the
North West, West Midlands, East
Midlands, South Yorkshire, East of

Of gas customers are served by
our pipelines and we provide them
with the energytheyneed to stay safe

We are the largestgas distribution companyinthe UK and we relish our rolein providingan essential
servicethat keeps the energy flowing. Over 80% of UK homes rely on gas for heating as well as large UK
manufacturers, businesses and commerce who are all relianton gas to fuel their operations. At peak

50%

times the gas network supplies over four times more energy thanthe electricity network. and warm.
and stakeholder groups.
. Homes, offices and Miles of gas pipes are maintained
Delivering Net Zero 11m businessesare servedbyour within our safe and reliable network
network. acrossourfourregions.

Itis criticalthatwe address the urgent challenges of climatechangeto deliver Net Zero emissions for
the benefit of current and future consumers.

EnglandandNorth London, providing
services to adiverse range ofcustomer

The scaleofinvestment and change needed to deliver thisinasecure andsustainablewayshould not
be understated. Itis essential thatgovernment, regulators and businesses strikethe appropriate
balanceofdeliveringthe critical long-termneeds of future consumers whilstconsidering affordability
for existing consumers. The need to stimulateand incentivisethenecessaryinvestment and
commitment inboth publicand privatesectors will becritical to delivery.

Each of our licenceareas has its own geographical and social requirements and we arecommitted to
improvingthe levels of our service. We have done this by creatinga more localised customer-centric
operating model thatis ableto respondto the specific needs of the communities we serve.

North West — 2.7m Customers West Midlands — 1.96m Customers

Our North West network serves over2.7m OurWest Midlands network is centred onthe

We want to continue our leadingroleindrivingand shaping practical ways to deliver clean gas to

address the UK’s Net Zero ambition. We have been at the forefront of developing practical pathways
for clean gases such as biomethane, BioSNG and hydrogen through landmarkinnovation projects,
working closely with our industry colleagues.

This ambition includes finding a solution to progressing with pioneering new projects such as HyNet
where we arepart of a consortium of different commercial,academic and entrepreneurial
organisations working together. This will createand deliver a clean gas pathway usinghydrogen, in
order to decarbonisethe North West region by the end of the next decade. This will create 5000 local
jobs and stimulateindustry whilstdelivering significantcarbon savings (Imtonnes) at a low cost,
compared to alternatives.

© Cadent Gas Ltd 2022

customers in the third most populated region of 0"

England. It consists ofthe counties of Cheshire,
Cumbria, Greater Manchester, Lancashire and
Merseyside, and has a mixof ruraland urban
landscapes.

Eastern — 4m Customers

L )
The Eastern Networkis ourlargest network,
serving 4m customers across South Yorkshire,
East Midlands and the East of England. It serves &
a diverse range of communities, from bigcities
to towns and rural areas. =

UK’s second largest metropolitan area of
Birmingham and includes a number of smaller
urban areas that effectively constitute | ocal sub-
networks within the network. It serves over
1.96m customers.

North London — 2.3m Customers

Our North London network, servingaround
2.3m customers, extends from Central
London, extending north ofthe River Thames,
to High Wycombe inthe west and Southend-
on-Seaintheeast.

Cadent
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Cadent Today

Our Purpose and Vision

Our vision, cultural and operational transformation

Our purpose

Keeping the energy flowing

Our commitments

Quality
customer
experience
We promise to provide

a service experience of
the highest quality to

// N
129 )

K

Tackling climate
change

We are committed to
tackling climate change

and supporting the transition
10 a sustainable energy
system to keep the energy

Our vision

Setting standards all

: W are undertabing an unprecederied
/vl of engageenent with Our Custasen
© underitand thew pricoties.

.
Regions

Explonng the reglonal Bifferences
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Our stakeholders inform our vision

We have developed and tested our plans with our
customers and stakeholders,as well as responding
to over 200 challenges fromour Customer
Engagement Group.

Continuous engagement

We have made commitments to continually engage
with stakeholders. We will do this through a variety

f?.f.f:;:.ﬁ::::':d flowing for future generations of our customers |°ve E«ﬂlleg’gu:: X of cha nnlels and we will shareand reportprogress
H customvens and that this i Our Pan on our plans.
Safe and Trusted to act Ond O'hers asplre to Shareholders This engagement will bedelivered with ongoing
resilient for our communities t?:m oversightfrom our Customer Engagement Group,
network We play an essential part in anonlinecommunity and regional stakeholder
We are focused on today’s society. Strengthening communities.
sur reputation theo
s kirbeuestyuate gy ) The values we believein
iy £ 15 transparen \ '/ 4
S o L o et ahied nd tred. =~ Courage e Transformational experiences
customers , Comm!.mlfy
0 = Commitment We appreciatethe scaleof the challengeto deliver
oo Opooo Curiosity this ambitious plan over the next five years. We
Qg0 0 0 oo H‘l’ recognisethat actions speak louder than words and
we look forward to continuingto build onthe
7y \ progress we arealready makingintransforming
@ 1) Drlvmpu'fommw experiences for our customers, colleagues and the
lmmuhonondcm communities we serve.
© Cadent Gas Ltd 2022 . Cadent
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Our Commitments in the RIIO-2 Business Plan
Based on engagement with Stakeholders we proposed the following commitments within our RIIO-2 Business Plan.

and reliably

Keeping the energy flowing safely IEYRLTeAY A quality experience for all our

Ty customers and stakeholders

Tackling climate change and

improving the environment

Trusted to act for our
communities

“Efficient costs driving a 10% reduction in
customer bills and delivering a safe and reliable
supply for less than 33p a day”

“Enhance services to make a real difference to
customers in vulnerable situations driving a
social value of over £537m”

“Creating practical solutions to deliver clean gas
to meet the UK’s Net Zero emissions challenge”

“We will be fair and transparent, building
trust in how we operate and making a
sustainable difference in our communities”

Our customers expect us tomaintain the exceptional levels of
safety and reliability performance that we deliver today.

We are investing inthe health of our assets, keeping the energy
flowing safely and reliably whilst keeping investments at an
affordable level.

We are working to enable a blended network where we can
enable new and green sources of energy.

© Cadent Gas Ltd 2022

Our customer strategy goes well beyond customer satisfaction
and complaints handling improvements; we are striving to
identify and understandthe needs of all of our customers and
stakeholders better.

Our aim is to create an accessible andinclusive service for all.
We have set up a multi-faceted Customer Vulnerability Strategy
helping to keep ourcustomers safe, warmandindependent in
their homes and never leave them without gas.

The gas network will play a key role in supporting the energy
transition inthe most secure, affordable and sustainable way.

We will continue toplay a leading role in creating a vision of
the pathways for energy systemtransition through our
innovation projects.

Our network will evolve to supportthe use of clean gas such as
hydrogen and facilitate renewable resources onto the network.

Through ourengagement insight, we have an in depth
understanding of our stakeholderexpectations and where
they value us going above and beyond.

We are committed tomaking a real and sustainable
difference to the communities we support and
demonstrating faimess in our approach.

We are committed to making our business performance
more transparentto our stakeholders.

Cadent
8 Digitalisation Strategy 2022



Our vision of th“‘e‘

The Future Energy Ecosystem

“qu’“,

The future role of the energy sector will be shaped through continuous engagement with our stakeholders. The journey towards Net Zero will expand our ecosystem
and require us to develop new products and services utilising the rich data available within and outside of the energy sector.

Our Stakeholder Ecosystem

®

* The future stakeholder ecosystem will be broader and
more diverse.

* As decarbonisation accelerates the needs ofour
stakeholders will evolve drivingchange across all of
ourservices.

* We will better understand Customer behaviour and
theirneeds of the gas network.
* The outcome for stakeholders will be a more reliable

service,andsimpler more tailored interactions with all
utilities.

©

* The journeyto NetZero will mature our
understanding of hydrogenand green gases that
decarbonise our heating and industry. We are
committed to decarbonising our operations by 2026.

The Journey to Net Zero

* Gas networks will work with utilities and stakeholders
outside the energysectorto optimise Net Zero
investments.

* Partnerships with a diverse range of stakeholders will
drive innovationinside our business and across our
communities.

© Cadent Gas Ltd 2022
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* New sources of data fromoutside ofthe energy sector
will be easilyavailable and used to tailor products and
services to each stakeholder needs.

Our Stakeholder Ecosystem The Energy Data Community

A quality experience for all our Customers and Stakeholders

Our Customers Our Community

Government Authoritiesand
Policy Makers

Customersin Vulnerable

Situations Safeguarding Organisations

* Energysystem information will be be found and
exchanged easily.

Domestic Customer

Energy Industry and Other
Utilities

o (o b,

Low Carbon Connecting
Parties

o 5
Dhooo ’"qliﬁﬂ C d t Your Gas Network
fpa cor aaen

Business Customers

mﬂu‘mﬁ’l{:{b

* Engaging and serving our community will be made
simple throughthe use ofdigital platforms and data.

Supply Chain

* Innovation will occuracross the sectordriven by
collaboration and data sharingto delivernew
products andservices.

10

The Energy Data Community
Trusted to act for our communities

TOHOLBSLIOBEASOTOT 4

A Secure and Safe Network

* We will continue to work with stakeholders beyond

The Journey to Net Zero
Tackling climate change and improving the environment

PRYPEY PRYYY

energy (water, telco, transport etc,) to optimise our
investment and minimise the impact to utility bills.

Future investments in our network willcontinue to be
informed by the leading experts in climate adaption

and transition, changing energy needs and consumer
behaviour.
A Secure and Safe Network

Keeping the energy flowing safely and reliably

x ABELEH QO w

We will continue to investin our cybersecurity
capabilities protectingour systems and data and
workingin collaboration with others to ensure we
jointlydelivera secure and safe network.

Cadent
9 Digitalisation Strategy 2022






Delivering for-ourSte

Customers. Communities. Colleagues.
Our Digitalisation Strategy has been developed and will continue to evolve with our Stakeholders atthe centre.
Understanding our Stakeholders will enable us to investin the right digital products and services to address their needs and priorities.

)

Our Customers Our Community

Domestic Customers

“l want a safe, reliable and
affordable service”

“l want a reliable energy source,
feel safe and independent at my

ustomers in Vulnerable Situations

Safeguarding Organisations

“l want to support and protect
the vulnerable”

Government Authorities
and Policy Makers

“I need to ensure that the wider
community’s interests are met”

home”
Priorities Priorities Priorities Priorities
* Affordable, transparent and fair bills. * Dedicated support throughout any outage to ensure my needs « Affordable bills and support for those in vulnerable situations. * Collaboration and visibility of Cadent's commitments, progress
* Areliable and resilient energy supply. are met. * Collaboration with the energy sector to provide continuous and and journey to deliver Net Zero.

* Visibility of any planned work in my area, disruption to services
and a quick response to fixing the issue.

* Support customers in greater need with particular care during
disruptions.

Business Customers

“l need to make the right
investments for the future of the

e Clear communication in aformat tailored for me and quick
responses to my questions and needs.

* Areliable and resilient energy source.

« Affordable and fair bills, in a format tailored to my needs.

ow Carbon Connecting Parties

“l want to be able to quickly and
easily connect low carbon

reliable energy to vulnerable customers and communities.
Collaboration with the energy sector to support inclusivity.

Supply Chain

“l want real time information and
collaboration to deliver a better

Collaborate with other parties in the energy ecosystem.
Visibility of network plans, new connections and disruption to
service.

Improve overall Customer Satisfaction and Customers in
Vulnerable Situations satisfaction measures.

ergy Industry and Other Utilities

“l need to support my customers
investing in the future of the energy

business” technologies at the lowest cost” outcome” ecosystem”
Priorities Priorities Priorities Priorities
* Continue to have a secure and reliable energy supply at a fair * Low cost, rapid and simple connections processes. * Provide open and reliable communication channels to share e Access to relevant gas network data through open data
price. * Visibility of Cadent’s network capacity and network planning so | updates/ changes. * Collaborate to define the needs to enable Net Zero targets.

¢ Visibility of Cadent’s network planning, innovation projects and
journey to Net Zero.

¢ Collaborate in defining the future impact of the changes to
energy supply and connections.

|:||:||:|
|\||||,|E| =)

© Cadent Gas Ltd 2022
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can understand where best to connect.

Collaborate on innovation projects and the journey to Net Zero.
A more standardised process to deliver our services across the
energy sector

Cadent Your Gas Network

e Visibility of planned work and requirements for any emergencies
to deliver a safe and reliable network.

[_II-I-

Our Colleagues

Visibility of planned work that will affect communities and put
pressure on other energy networks.

Cadent
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Delivering for-our'Stake
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Our Customers
We continue to engage our customers to understand their needs, feedback and priorities, enabling us to meet or preferably exceed their expectations. On this and the next few pages, we
provide a short profile of each of our customer segments and how the investments we’re making in digital will enable us to better meet their needs.

Domestic Customers Customersin Vulnerable
Situations (CIVS)

Today we providean accessibleand personalised serviceto Customers in
VulnerableSituations. However, only 26% of customers have heard of the
priority services we provide.

We continue to work to understand the many and varied situations that
canleadto permanent or transientvulnerability across the communities we
serve.

Today, we provide a safeandreliablegas network to 11 million homes
and businesses. We have three main points of contact with our
customers — if they smell gas, when they need to be connected or
disconnected to the network or when our street work may impact
them.

Inthe future, we expect to need to work with our customers to ensure

“I want a safe, reliable we transition toa Net Zero network, potentially runningtrialsto connect RAELLETCIEMERL TR We will hel p all our customers to understand the range of supportoptions
and affordable them to future energy solutions. . source, feel safe and availablesothatwe and others can better serve their needs. We are
service” independent at my assessingthebest ways to provide whole-home solutions to tackleand
~_home” reduce fuel poverty.
Enabled by digital our Domestic Customers will have Enabled by digital our Customersin Vulnerable Situations will have
X e ~'54 - Enable channels suitabl Identification and = liable and Affordabl,
X Channel of choice Personalisation Safe and green service 24 - na. e channels suitable to entif "‘{’""‘? an Reliable and Affordable
X % .~ their needs personalisation service
Easy access to Cadent using their Personalisedinteractions and services Continuedfocus on providing an Convenient access tosupport through Identification and localisation of ourCIVS ~ Continuedfocus on providingan
preferred channel «  Relevantand accurate affordable and cost-effective serviceas their channel(s) of choice to deliverpersonalised and tailored affordable and cost-effective serviceas
. ) o we transitiontowards NetZero . L . products andservices thatare supportive ~ we transitiontowards NetZero
¢ An offer of multiple channels ranging communication about outages or * Offeringdigital and traditional S5 e S e
from automated self-service to other forms of disruption. ¢ Easilyaccessibleinformation,so channels for proactive engagement * Easily accessible information so
mobile applications to quickly «  Regular updates whenthings change customers understand our role, about planned work and disruptions. * Gatherinsightsanddatato understand customers understand our rolein
answered calls via our contact centre. ang offer?olutionstoan 8 3 as well astherole they can playin +  Collaborate with organisations different needs that allow ustoplan supporting the provision of more
. ) . . . Y becoming more sustainable. g . and deliver more tailored productsand affordableenergy.
* Consistent and accurate information inconvenience we cause. that supportourCustomersin services
is provided ina formatthey «  Design and tailorservices basedon ¢ Support customers understand how Vulnerable Situations so they have ' * Investin various engagement plans
understand. custcg>mers' needs and insights they can access new sources of energy information about our network, * Toinclude proactive supportfor new and channelsto help customers
’ and decarbonise. outagesandplannedinterruptions. connections, communications and understand howthey can access
solutions during outages. or provide new sources of energy.
Cadent
© Cadent Gas Ltd 2022 12
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Our Customers
We continue to engage our customers to understand their needs, feedback and priorities, enabling us to meet or preferably exceed their expectations. On this page we provide a short
profile of our Business Customers and Low Carbon Connecting Parties and describe how the digital investments will enable us to better meet their needs.

Business Customers Low Carbon Connecting Parties
Today we have more than 30 green energy sources connected

that feed green gases into our network.

We continue to provide new and more efficient access to our

network trialing new partners, technologies and products

across our four communities.

Workingin collaboration with Low Carbon Connecting Parties enables us
to identify and deliver efficiencies and deliver the Net Zero journey.

Today, we provide a safeandreliablegas network to our Businesses
Customers with a target to have 99.9% service reliability.

Today we have three main points of contact with our customers — if
they have a new connection to make, make alterations or disconnect
from the network, or they smell gas. In the future, we will continueto
work in collaboration with our business customers to deliver new
products and services for the future of the energy sector.

“l want to be able to
quickly and easily
connect new low carbon
technologies to the gas
grid”

“I need to make the right
vestmentsifor the
future of the business”

Enabled by digital our Low Carbon Connecting Parties will have

Convenient connections % / tion shari
Information sharin
processes g f 9

Access torelevant network information

Enabled by digital our Business Customers will have

[o]
Reliable and Affordable
service

An open environment, collaborating to
deliver Net Zero

%Convenient processes

Simple and efficient processes

X
ﬁx Channel of choice

f&mformaﬁon sharing

Easy access to Cadentusing their Access torelevant network information Simple and efficientconnections process

preferred channel

e Sharinginformation onnetwork ¢ Simple and efficientexperiences * Offering customers both digitaland * Sharinginformation onnetwork

* Offer of multiple channels from
automated self-serve to mobile
applications and personalised
solutions to supportthe needs of
our business customers.

© Cadent Gas Ltd 2022

performance, capacity and other
relevant insights to support business
decision making.

Collaboration and an open
environmentto helpbusinesses
make the rightdecisions for them.

and process when businesses need
to get in touch with us.

Apply Robotic Process Automation
to repetitive low value-added
transactions, freeing up time to
offer a personalised approach to
complex processes.

non digital processes for the end to
end connections journey.

Support through the connections
processto provide connection
options and solutions.

performance andotherrelevant
insights to informdecisions.

Sharing of networkinformation with
wider industry stakeholders to
enable amore rapid and lowest
whole system cost transition to Net
Zero.

Collaboration and an open
environmentto helpsupport both
short, and longerterm, investment
decision making.

Collaboration with wider industry
stakeholders to deliverinnovative
solutions for NetZero.

Cadent
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Our Community

The future of the energy sector will be shaped and delivered through collaboration across a broad community of stakeholders and we’re playing a leading role in that transition. On this
page, we provide a short profile of how we’re working with Safeguarding Organisations, Government Authorities and Policy Makers and describe how the investments we’re making in
digital will enable us to better collaborate with them and meet their needs.

Government Authorities and

- Policy Makers

Safeguarding Organisations
— .

We chair the industry-wide Safeguarding Customers Working Group,
playinga pivotal rolein providing better services to all customers, but
especially thosemost vulnerable. Partof this is linking with existing
services to help those in need.

Our engineers are well equipped to recognise vulnerabilities so, with a
customer’s consent, they sharedetails with supportingorganisationsin
their local area such as Age UK, the Fire Service, the British Red Cross;
along with many others.

We work with Government Authorities (local, regionaland national
government) and Policy Makers to deliver to stakeholders, supporting
those in greatest need, planning workin different regions and shapingthe
future of the energy sector.

We continue to make Cadent more transparent and open, sharing data
and usingothers’ data to drive better decision making across the energy
ecosystem.

We collaborate with regulators to deliver on our commitments.

“I'want tosupport and " “Ineedto ensure
( protect the

b wulnerable”.

communities”
interestsare met”

Enabled by digital our Safeguarding Organisation will have

ﬁi} Community engagement @ ETailored support

Open channels of communication with
communities

Enabled by digital our Government Authorities and Policy Makers will have

@ E Tailored services

Simple, efficientand tailored processes

Collaborative
environment

2

An open environment, collaborating to
deliver Net Zero

g: : Information sharing

Q Collaborative environment

An open environment, collaborating
with otherindustries to supportthe
vulnerable and wider communities

Personalisedand tailored products and Access torelevant network information
services that are supportive of the
vulnerableand communities’ specific

needs

* Offeringtailored propositions for .
those in vulnerable situations.

Sharing of networkinformation

*  Offer of proactiveinformation both in real-time, tounderstand * Collaboration and an open

sharing through multiple channels. .

Ongoing communication to
continuously capture the relevant
needs of communities.

© Cadent Gas Ltd 2022

Offer of personalised and tailored
propositions and channels to ensure
they have proactive supportfor new
connections, communications and
solutions during outages.

Collaboration with wider industry
stakeholders to continue todeliver a
reliable energy supply,and deliver
joined up services for vulnerable
communities.

Tailored support and engagement
during outages to cater for those
with specificneeds.

disruptions,andfuture looking, for
longer termplanning and the
transition toNetZero.

Sharing of real-time performance
againstCadent’s Business Plan
commitments.

environmentto helpsupport both
short andlonger term investment
decision making.

Collaboration with broader industry
stakeholders to deliverinnovative
solutions for Net Zero.

Cadent
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Our Industry Partners and Supply Chain

The future of the energy sector will be shaped and delivered through ongoing collaboration across a broad community of stakeholders and we’re playing a leading role in that transition. In
this section, we focus on our Supply Chain and the Energy Industry and Other Utilities and describe how the investments we’re making in digital will enable us to better collaborate with

them and meet their needs.

Supply Chain

“| want real time
- 6rmation and
| ‘collaboration to deliver a
better outcome ”

Oursupplychainis anessential componentinthe energy ecosystem,
sowe will continueto leverage and collaborate with each other to
innovate across the end-to-end value chain of the energy sector.
Through data sharingand the use of Al and predictiveanalytics, we
expect to co-create new products and services that will benefit our
Customers, Communities and Colleagues.

Our collaboration will bring efficiencies to businesses, decrease
operational costs and reducing the impactof delivering our essential
work.

Enabled by digital our Supply Chain will have

Energy Industry and Other
Utilities

We work incollaboration across peers inthe energy sector
(Distribution and Transmission Network Operators) among others
on the broader sector (e.g. water, infrastructureand transportation
industries).

“Iheed to support my
customers investing in
the future of the energy
\ ecosystem”

As we continue to become more open, sharing data, collaborating
on planned work to deliver better customer experience, drive
innovation and develop best practices, itis essential thatwe build
trusted relationships across our ecosystem.

Enabled by digital the Energy Industry and Other Utilities will have

Information sharing

Access torelevant network information
to enable decision making driven by
data

@ ETailored communication

Tailored communication channels to
support their needs

* Offer ofopen andreliable
communication channels toshare
updatesand changes.

¢ Sharingofinformation on work
requirements and locations.

* Sharingreal-time assetdata driving
improvements to safety.

* Anenvironmentandtoolsthat
enable innovation through joint
working.

© Cadent Gas Ltd 2022
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Live updates

Live updates andinformation

Access torealtime planning
changesto remain informed

Enable our supply chainto provide
updatesto enable end to end
visibility.

Enable visibility of live updates to
customer supportfunctions to
provide customers withreal-time
information.

LN
~ 24 " Information sharing Collaborative
% v environment

Access torelevant network information

Sharing of networkinformation
both in real-time, tounderstand
disruptions,andfuture looking, for
longer termplanning and the
transition toNetZero.

An open environment, collaborating to
deliver Net Zero

Collaboration and an open
environmentto helpsupport both
short andlonger term investment
decision making.

Collaboration with wider industry
stakeholders to deliverinnovative
solutions for Net Zero.

% Whole system approach

g

Awhole systems approach toreduce
disruption and costs

Collaboration tounderstand the
impact of interruptions on other
utilities.

Reduced disruption and cost
through sharing planning and
investment information.

Cadent
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Our Colleagues

Our colleagues are the beating heart of our business. In this section we focus on our Customer Service teams and Field Engineers and describe how the investments we’re making in
digital will enable them to better serve our customers, manage the network and enjoy their careers as part of our team.

Customer Service Field Engineers

Our Field Engineers manage both the day to day planned maintenance of
our network, as well as responding to any network issues when they arise.
These teams are highly mobile, workingin challengingon-site conditions
with variable work depending on the job.

Providing our field engineers with digital tools and helping them adopt
digital ways of working will mean they can deliver the best possible
outcome for each job and increase our first-time resolution performance.

Our Front Office teams are the face of our business andinteractwith
customers on a daily basis,answering queries and resolvinganyissues.
Our Back Office staff manage all ourinternal processes to ensurewe
deliver a high level of network performance and serviceto our
customers and communities.

Enabling our Customer Service teams with the right digital tools and
helping them adopt digital ways of working will help us deliver an even
better service to our customers and communities.

"“We want éasy access
to the most up todate
/ |n?brmat|on

T t/o real
ime information.to
; deliver the best

Enabled by digital our Customer Service agents will have Enabled by digital our Field Engineers will have
-~ N ! ’ L d
gg“si') Real time information @ E Tailored resolutions E Remote working &2)4 - Real time information Q Decision making tools @% Support and training
A Y
Access toreal timeinformation and Access toinformation which allows us to Deliver a greatcustomerservice even Access toreal time information and Access to, and sharing of, information to On the job training and support
updatesto best serve our customers tailor responses to customers’ needs when working remotely updatesaboutjobs to deliver the best resolveissuesfirsttime . -
* Tailored support and insights to
* Enable a singleview of the * Simple and easy processestoenable ¢ Workingremotelyhasnoimpact on outcome * Planand deliver work basedon improve performance and adopt
customer, where thereisa single personalised responses. our ability toaccess information and * Asingle source of up-to-date specificinsights new toolsandtechniques.
source of up-to-date information. ) . . deliver tailored customerservice. information about the job and L .
* Provide solutions and dynamic tools S * Endtoenddigital experienceto
empowering Customer Service ¢ Deploytheright toolsand relzE I . obtain job, asset and network
agents todelivera firsttime capabilities neededto deliver a * Simple and easy tousetools for information that inform decision
resolution. great customer outcome. updating and correcting making on site.
information.
© Cadent Gas Ltd 2022 Cadent
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Our Colleagues

In this section we focus on our Network Planning and Regulatory Reporting teams and describe how the investments we’re making in digital will enable them to better manage the
network, meet our commitments and enjoy their careers as part of our team.

Network Planning Regulatory Reporting

Our Regulatory Reporting team ensures that we continue to meet our
commitments to our customers and communities. Sharingup to date, real-
time information and delivering high quality reports to authorities is
essential to build trustand meet our requirements.

The digitalisation and visualisation of data alongside dynamic reporting
canenable our regulatory reporting team to simplify processes, support
authorities and ensure we are compliant with regulations.

Our Network Planning teams planthe investments that keep the
network running today and plan for the long-term future whilst also
ensuring we enable new connections onto the network.

Enabling our network planners with the right digital toolswill mean
they can make better planningdecisions,bothinthe shortand longer-
term.

B O\ =

We want reliable
information and insights
on which tobuild our
netweork plans”

p“lVe want sinfple
andsautemated

!

Enabled by digital our Network Planners will have

@ EPredictive tools

Ability to predict potential network
issuesand develop plans to prevent
them happening

Enabled by digital our Regulatory Reporting team will have

(L]
Q Real time information @% Information sharing

&2: - Automated reporting
A Y
Access toreal timeinformation about

the network and current performance

Scenario modelling

&Real time information

Access toreal time information about
the network to plan

Ability to planfor potential future
scenarios

Ability to provide simple and automated
reports bothfor the regulator and
internal decision making

Access toand sharing of relevant
network information

* Digitalisation of the network model ¢ Integrate information fromthird e Assessmentofhow thisinformation * Sharingofinformation tosupport

with sensors providing live .

information.

Enable real time information
gatheringacrosstheend toend
network, and from 31 party assets

© Cadent Gas Ltd 2022

Information and insights to drive
future planning decisions by using
data and predictive analytics

Better understand how ourassets,
pressures and our network overall
can be optimisedas a system

parties and other industry players to .

model potential future scenarios

The ability to develop and evaluate
different scenarios so they can
manage uncertainties of our
investments

Reporting based on the most upto
date information

impacts regulatory requirements

collaboration with third parties and
across the energy ecosystem

Sharing of real-time performance
againstCadent’s Business Plan
commitments

Cadent
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Defining our Busines
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The needs of our stakeholders have shaped our business priorities
In the process of understanding our stakeholders' needs we defined a set of business priorities that we will investin to deliver on our commitments.

g" Build trust with Customers and Stakeholders

Workingwith our Customers and Stakeholders we better understand their
individual needs and use data to tailorinteractions and our services.

* Continue to develop our Business Intelligence capability sowe better
understand our stakeholder’s needs and can engage them inthe best
possible way.

* Have opendiscussions using collaboration toolswith our stakeholder
groups.

* We will use data to drive ouractions and decisions.

Visualise and model our network in new ways

We will combine ourasset and live network information to provide a

‘digital systemmap’ thatis usedbyourbusiness andis made available to
ourstakeholders.

* Developa digitaltwin ofour network that models capacity, risk, pressure
and future energy scenarios.

* Visualise our network assets and capacity so we canshare this withour
stakeholders.

* Provide products and services to our stakeholders that help them
accelerate decarbonisation.

* Align to broader standards for developingdigital twins.

© Cadent Gas Ltd 2022

EE Enable employees to work efficiently and safely

Tailorinformation shared with, and captured from, employees based on
theirworkandthe stakeholders theyinteract with.

* Capture therightinformation, attherighttimeina waythatthe business
can trust. Repetitive andlow value tasks are automated.

* Share therightinformation forthe jobat hand, and make it easyforour
employeesto workefficiently and safely.

* Combine network, employee and externaldata sources to ensure we
operate safelyfor our employees and our communities.

* Empowerouremployeeswith the toolsand data theyneed to deliver
work andresolve stakeholder queries at the first attempt.

Use technology and data to drive decision making

Operational and assetinvestment decisions use analytics based ona single
source of truth. Stakeholder impact, environmental footprint, asset health
and network risk are combined to make the optimum investment
decisions.

* Plan our mains replacement programme, so that is causing the least
disruption, through ouractions and those of other utilities.

* Use a real time visibility of asset condition to prioritise maintenance
activitiesand manage our workforce in a safer and more efficient way.

* Make the best decisions forthe environment as a result of capturinga
wide range of sustainability data.

Better understand our assets

Use emerging, smart devices to better understand our network inreal-
time, using analytics to model our network over the longterm.

* Increase monitoring of our low-pressure network usinglow cost Internet
of Things (loT)devices

* Betterunderstandthe energydelivered by our network as we distribute
new green gases, including hydrogen.

* Manageournetwork inreal-time, adaptingto changes in demand
profiles and climate change. We will dothis in coordination with other
energy utilities, sharing best practice and learning fromeach other.

@% Deliver Net Zero with a whole system approach

Embed a whole systemapproach to enable Net Zero in the most affordable
way.

* Share our network and demand scenarios with other utilities to identify
the most efficient whole systeminvestment strategies.

* Share our network information with new providers of green gasand
hydrogen and help them connect to our network.

* Using data and new collaboration tools, work with our supply chain to
delivera better outcome for customers.

Cadent
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We will continue'torengagew

A journey that will continue
We have developed a set of personas that we are using to inform our Digitalisation Strategy, these have been developed using our day to day contact points and RIIO-2 engagement.
We will continually improve the insight we have into our stakeholder needs to inform our Digitalisation Strategy and Action Plan.

The work that we have done over the last 24 months What we have planned for the next 18 months

= We will continue to develop more detailed and robust personas, making greater use of data
Today, we provide a safe and rfale s network o 14 lion and research to support and tailor our products and services and refine our strategy.

homes and businesses. We have three main points of contact
with our customers —if they smell gas, when they need to be
connected or disconnected to the network or when they maybe

Using the insights, data and research
from our RI10-2 Enhanced Engagement impocted by our sirest work . . . . .

U RS < e v et s o i o usomers o = We will engage stakeholders using different methods and through avariety of parties to
and eve ryd ay St a keho|der r::aia bl: :::, ensure we transition to a Net Zero network, potentially running

. AAOARAGIRRY 15 tocomect e iure energy Soluions understand the evolution of our stakeholder’ needs over the next five years.
touchpoints, we have developed
personas as part of our Digitalisation

Domestic Ci

Enabled by digital our Domestic Customers will have

< chametotchoice () personaisaion [52c] soeand sreen senee =  We will continue to work on the personas representing our colleagues to help support our
Strat
rategy. ) s | [ CuSHOMETS . . .
8y i o | Situations (GIVS) shift towards a digital culture and way of working.
. ’;“n;'fj;',, Today we provide an accessible and personalised service to
i Customers in Vulnerable Situations. However, only 26% of
ey e contna o work 5 inerstand v mary and vare i
We have created a repeata ble approach - cons that can lead to pemanent or iransient vulnerabilty across the
infor ‘communities we serve.
. oL “I want a reliable /e will help all our customers to understand the range of suppol
to developing personas that helped us enry sourcr o [PUIORA AU W e SOON
) X \ . sﬂ;&"l‘r;d'mgmt gemareajs:slng:zelbsstways|uprov|dewnuls home solutions to
identify our stakeholders' digital needs. B AN .
nabled by digialour Gustomers in Vunerable Stuatons will ave . .
v How we will use Personas in the next 18 months
.~ suitable to their needs personalisation Affordable service
We have developed the foundations to " Cremp gt it SIS T S o e v Embed the use of Enhance the use of Personas -
. chamot o proaciv e+ Eath soomsblonmatonco . . Review the Personas to
continually evolve the personas and use e ey Personas to drive to drive everyday drive value
+  Collaborate with organisations P - - . .
them in the design and delivery of e T e - Tome g s SSRGS everyday improvements improvements
products and services AT | SRS T nRe
We have evolved the personas and
used them in the design and delivery of
products and services for our domestic
connections and PSR customers.
Cadent
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Defining Digital
Across the world, digital is disrupting industries, from media and entertainment, to retail, banking, transportation, hospitality and many more, soit is right that we should both
understand and embrace the potential of digital to help us shape the future of the energy industry here in the UK.

Digital businesses are customer-obsessed, highly automated, increasingly intelligent and extremely efficient. They are built on scalable digital platforms and fuelled by data. They use
advanced analytics and artificial intelligence to improve customer experience, automate business process and deliver operational effectiveness.

Digital businesses are also frequently driven by a culture and way of working which is more agile, open, collaborative and empowering, creating an environment in which their employees
caninnovate and thrive. It is with this frame of reference that we have defined our ambition for digital.

(Digital definition:

Digital will improve what we do, shaping the experience of our customers, employees and stakeholders ensuring no one is left behind whiles helping us run an efficient, resilient and
secure network.

Digital will enable ways of working which are more agile, open, collaborative and empowering, creating an environment in which our employees innovate and thrive.

Digital should be transformational, it is a fundamental shift in thinking and strategy that drives a step change in business performance. )

Our Digital Ambition
Given the breadth of the opportunity for digital within our business and the energy industry, our ambitions for digital span over two time horizons. We have important objectives to
deliver on during RIIO-2, and significant potential value to unlock beyond RIIO-2 as we look to the future. Our ambitions for digital are:

@ RIIO-2 - the next 5 years Beyond 2026
 Digital helps us deliver our commitments in the most efficient way. * Digital is a major enabler for us to deliver efficiencies across the energy
* It accelerates our efforts to collaborate across our ecosystem and deliver benefits sector.
for our stakeholders. * It creates direct benefits for our all our stakeholders and enables new
* It enables us to transform the experience of our customers, in particular opportunities across a wider ecosystem.
customers in vulnerable situations.  Digital enables us to be a leader in the energy sector, driving innovation and
* We empower our customers to shape our actions that impact them. the journey to Net Zero.

© Cadent Gas Ltd 2022 0 Cadent
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Introducing our Digital Framework
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Developing our RIIO-2 business plan helped us understand what our stakeholders most value and how we should best respond. Their priorities have helped us define our digital framework
— one that’s based on four simple pillars supported by a set of practical measures that will help guide our decisions and enablke us to measure progress.

ﬁ Enhance the Experience of
our Customers

Delivering for our Customers and Communities

We will tailor our products and services

to meet customers' needs today and in

future, recognising each customer's unique needs and
circumstance.

Werespond to emergencies quickly, proactively and
with information customers value. We communicate
proactively using theirchannel ofchoice.

How we will measure progress:

* Reducing customer effort andfriction.

* Deliveringa real-time service.

*  Pro-actively communicating.

* Usingthe channel of choice whilst recognising
unique circumstances.

* Designing products andservices thatdeliver
excellent experiencesforourstakeholders.

© Cadent Gas Ltd 2022

Simplify the Life of
our Employees

Delivering for our Colleagues

Providing the right information, tools and training so
our colleagues can work efficiently and safely.

Theyuseandhelpdevelopsolutions that are intuitive
and that automate non-value-add activities. Our
employeesfocus onthe mostvaluable work througha
continuous learning approach and embrace change
and new experiences as a |l earning opportunity.

How we will measure progress:

° Build digital skills inour workforce.

* Qurtoolsareintuitive and automated.

® Qurculture valuesdata and is used across our
business.

*  Ourfuture workforce integrate intoour business,
partneringseamlessly with our existing colleagues.

;‘,’ Optimise our
Operations

Delivering Operational Efficiency

Improving our operational performance and driving
efficiencies across our network, assets, communities
and customer touchpoints.

Supporting businessdecisions by a pplying insights and
predictive analytics to take the next best action.

How we will measure progress:

* Increase ourdata collection through asset and
process digitalisation.

* Developpredictive analytics and scenario
modelling.

* Enhance Health and Safety using technologyand
data to support oursafetyfocussed culture.

Explore and
Innovate

Delivering for the Future

Developing the capabilities to support the journey to
Net Zero.

Work in collaboration with stakeholders exploring
new products and services through the sharing of
data.

Attract and retain talent, building high performing,
empowered teams and transforming ways of
working.

How we will measure progress:

* Enableablendednetwork supportingthe
journeyto Net Zero.

° Attractand retainthe next generation ofdiverse
talent.

° Continueto monitorand evaluate new trends
and ways of working.

* Continuouslyre-think existing services.

* Embrace newapproachesandtechnologies.

Cadent
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We are on a continuous and evolving journey to deliver for our Customers and Communities

41

Enhance the
Experience of our
Customers

Delivering for our
Customers and
Communities

We will tailor our
products and services

to meet their needs now
and in future. We
recognise customers
unique needs and
situation.

We respond to
emergencies quickly,
proactively and with
information they
value. We communicate
proactively using their
channel of choice.

© Cadent Gas Ltd 2022

A journey that has already started, we have and will continue

toinvestinthe following initiatives

Priority Service Register (PSR)

The PSR is a way of customers in vulnerable situations caninform us oftheirsituation and additional
requirements thattheymayhave. We canthen tailor the services we offerand howwe offerthem.

What we have done
Cadentleda projectto establishasingle PSR acrossallenergy companiesand ultimatelycreating a
singlesetof‘needs codes’ that have beenappliedforthe whole industry.

The value we delivered

This means that no matter which organisation a customer registers with, their needs codesare made
available acrosstheindustryto enable all energy companies to adapt their processes to better
supportall customers.

Priority Service Register (PSR)

We have mapped customer vulnerability risk factors inourregions, their prevalence and
concentrations. These include ‘personal characteristics’ e.g. disability, and customers’ wider
‘situations’ whichmaybe relevant e.g. fuel poverty andaffordability, internet access, building and
tenancytype.

What we have done

We have developeda ‘needs analysismapping tool’ with the Centre for Sustainable Energy. This tool
relieson publicly available data, purchased data and our own data (including PSR) to visually map the
concentration of people with different vul nerability risk factors.

The value we delivered

We have tailored and prioritised our services, improved the customer satisfaction in our communities
and understood which communities benefit most or are impacted most by our decisions e.g.
reinforcement activityand prioritise the partnerships we enterinto. We canalsonow organise
relevant events to engage a particular group of customers (both directlyandthrough trusted parties).

In RIIO-2 we will focus on the following priorities to deliver
a great outcome for our Customers and Communities

= Single view of the Customer: Coordinate our customer engagement channels
(CRM/web/social/text/chat)to deliver a seamless experience. We willimprove the
overall experience with a particular focus on customers in vulnerable situations and
enabling self-service.

= Contact Centre of the Future: We willimplement new, highlyresilient ca pabilities to
ourcontactcentre. Thiswill include enabling a robust home working platform forour
employeesas well asimprovedreporting, callrecording and speech analytics.

= Customer Insights: Using real-time data gained from our customers we will segment
and analyse eachinteraction, including their use of our services, feedbackand
behaviours. We will enhance and develop new products and servicesbased on accurate
and up to date customer data.

= Open Data and Data Sharing: Establish processesandtoolsto make us theleadersin
the energyindustry, enabled by open data sharingcombined with tailored services for
ourstakeholders. Leveragingdata we will innovate to deliver an excellent customer
experience across the energy ecosystem.

= Customer Pipeline Querying: Providing our customers withanimprovedandsimple
service forquerying the location ofour pipes and assets. We will enable a self-service
tool soourstakeholders canassessand reserve capacity.

=  Customer Service Updates: Usingreal-time operational data andimproved
communications to provide customers with proactive updatesto services and
situations that mayimpact them. We will be able to improve first time resolution rates
and make a positive impact on the experience each customer has with us.

Cadent
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implify the Life
of our Employees

Delivering for our
Colleagues

Providing the right
information, tools and
training so our colleagues
can work efficiently and
safely.

They use and help develop
solutions that are intuitive
and that automate non-
value-add activities. Our
employees focus on the
most valuable work
through a continuous
learning approach and
embrace change and new
experiences as alearning
opportunity.

© Cadent Gas Ltd 2022
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A journey that has already started, we have and will continue
toinvest inthe following initiatives

Data visualisation and dashboards

In January 2020 we started a programme to empower our data visualisation capability. Ourteam
focusedon the development of dashboards that aligned to ournewoperatingmodel.

What we have done

Successfully developed a range of report visualisations for 30 performance metrics, >200 report
pages with >1000 KPIs fromover 100+ data sources.

Both the strategic dashboard and the operationalreporting tools created provide self-service insight
into performance.

The value we delivered

We enabled stakeholders to engage and visualise our business in a more intuitive way to make key
decisions driven by data.

We delivered standard re porting with real time data for 28 areas and explored the role for
gamification.

We have enabled efficienciesallowing more time forvalue added activities.

Safety, Health and Wellbeing and Security platform

We have launched a new SHES Management Systemwhich brings together our existing Policies
and Management Standards intoa single integrated, coherent and simplified management system
covering all four spedalist areas.

What we have done
We have condensed 76 documents into 26 Management Standards and reduced each document by
over 60% with the keyinformationa reader needs to know atthe front.

The value we delivered

We have simplified and make more accessible our SHES policiesand standards to support our
employeesandenableimproved reportingto external parties

We are on a journey to make our Colleagues lives simpler so they can work efficiently and safely

In RIIO-2 we will focus on the following priorities that
will deliver a great outcome to our Colleagues

= Boundaryless Productivity: Identity Access Management (IAM) will provide a
seamless and secure working experience for our employees that allows them to work
SATAWAD (Secure, AnyTime, Any Where, Any Device). We will have a more efficient
remote workforce that can continue delivering for our Customers and Communities
regardless of a changein circumstance.

= Seamless Collaboration: Buildonthe deployment of collaborationtools (such as
Microsoft Teams)to provide employees with more dynamic collaborationtools.

= Democratisation of Data: Employees willhave the knowledge, tools and accessto
data to develop theirownreports and insight.

=  Automation of Manual Processes: Utilise Robotic Process Automation (RPA) to realise
a balance of immediate benefits whilst also maximising our operational efficiency over
the longerterm.

=  Cognitive Automation: We will combine our RPA ca pabilities withanalyticsand
machine learningto accelerate the digitisation of our business.

= Predict and Prevent: Using Artificial Intelligence (Al) and Machine Learning (ML) for
predictive and preventative maintenance andimproving customer service.

= Simplify our HR Operations: To maintaina technical competent and diverse workforce
we will delivera simplyandtailored experience ofall HR related activity. It will also
provide insights into our current and future workforce composition sowe canidentify
training and recruitment needs in a more targeted way.

Cadent
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Optimise our
Operations

Delivering Operational
Efficiency

Improving our operational
performance and driving
efficiencies across our
network, assets,
communities and
customer touchpoints.

Supporting business
decisions by applying
insights and predictive
analytics to take the next
best action.

© Cadent Gas Ltd 2022
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A journey that has already started, we have and will continue
toinvestinthe following initiatives
Data Foundation Programme

Ourdata management maturity has been benchmarked to provide a common understanding of our
data positionin April 2019 resulting in formalising the investment required in data space. Adata
roadmap was developed to deliver ‘Foundation’ level improvements in data management practice
thatarealreadydeliveringbenefit and subsequently will lead us to ‘Data Driven’ state overthe
course of RIIO-2 period.

What we have done

* We have establishedthe roles of Data Owners and Data Stewards with a Data Governance
Frameworkto ensure we have clarityon ownership and accountability.

* We have setupa centralData functionto workwithinthe organisation on adoption of Data
Governance, Data Qualityand Data Architecture best practice and develop data policies, standards
and metadata artefacts to manage our data more effectively taking intoaccount guidance from
Ofgem’s Data Best Practice.

* We have aclearlydefined roadmap ofactivitiesto improve transparency and accessibility of our
data including data quality improve ment initiatives, adoption Presume Open principle and
developing Open Data Triage processin accordance with the recommendations from ENA

* We are working on enhancing our re porting and increasing the level ofautomationin our
processes and building analytics and cloud capabilitiesincluding recruitment.

The value we delivered

* We use ourdatato provide tailored services to our customers, recognising theirneeds and
engaging over their preferred channel.

* We are buildingtowards a ‘single view’ of ourinteractions with themallowing us to streamline
theirexperience with us.

* We have made big steps to having a trusted and holisticview of our asset data

* Data capture is becoming simplerforouroperationalteams and we are now able to centrally
captureand prioritise the areas requiringimprove ment

Data available to all of our employees and customers ina format that is suitable for them.

We will continue our efforts to digitalise our business, delivering efficiencies for consumers whilst enabling Net Zero

In RIIO-2 we will focus on the following priorities
that will deliver a great outcome for Consumers

= Smart Network and Assets: Laythe foundations for enhanced visibility, control and
management of our network and assets through the use of smart |oT sensors and
empowered edge technologies.

= DataWarehouse and Data Lake: Create a central, structuredand governedstore for
allof ourdata, that can drive our ambitions to make our data open. This willprovide a
basis fordata scdence and advanced analytics.

=  Open Data: Work with the business to identifyinitiatives to improve areas oflower
data qualityand to create a ‘trusted by default’ approach that drives the products and
services offered to our stakeholders.

= Operational Insights: Implementation of an advanced a nalytics platform to deliver
improved operational data and insights through natural language querying (NLQ).

=  FSM- Field Service Management: Enabling new ways of working, gains in overall
efficiencyand improvements to job satisfaction, customer experience and
information quality byimproving the tools we provide our field engineers.

= Augmented Digital Twin: The addition of holisticinformation to produce a ‘real-
world’ augmented view of our live network.

= SCADA Platform Refresh: Ensure the reliance ofour SCADA platform and ensureitis
fitforpurpose as we increase the scale and granularity of network monitoring.

Cadent
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Explore
and
Innovate

Delivering for the
Future

Developing the capabilities
tosupportthejourneyto
Net Zero.

Work in collaboration with
stakeholders exploring new
products and services
through the sharing of data.

Attract and retain talent,
building high performing,
empowered teams and
transforming ways of
working.

© Cadent Gas Ltd 2022
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A journey that has already started, we have and will continue
toinvestinthe following initiatives
HyDeploy

To reach NetZerowe will certainly need hydrogen, alongside other energy sources and better
insulatedhomes and smarter use of energy. We aimto see electricityand green gas working
togetherin partnership.

What we have done

HyDeployis a pioneeringhydrogen energy project, led by Cadent to help reduce UKCO2 emissions
and provide hydrogen to homesacross the UK. Since November 2019 it hasbeen providing
blended hydrogento 100 ordinary homes onthe Keele University campus.

The value we delivered

HyDeployis successfullydemonstratingthat blendingup to 20% volume of hydrogen with fossil gas
is a safe and greener alternative to the gas we use now. And it’s doing this using customers’
existingappliances to keepanydisruptionto a minimum.

Future Gas Programme

We have beenworking on creating advocacy among stakeholders, planning the transitions and
workingon safetyfactors.

What we have done

Advocacy: We have developed a series orengagements (eg, the Platts Hydrogen Markets in Europe
and the Conservative Party Conference) working with partners invarious aspects such as hydrogen-
readyboilers.

Transition: Workingon a digital service project with Arup and Google. Focusingon the planning
and logistics of convertingcitiesand regions to Hydrogen

Security: workingon the reportingmechanisms and security aspects.

The value we delivered

Createdawareness among key stakeholders, build partnerships with key players to develop digital
models to enable transition and s haping the safety measures with government authorities and
regulators.

We have started a journey to deliver the future of the energy sector that will continue and evolve

In RIIO-2 we will focus on the following priorities that
will enable us to deliver to the future of the energy
network

= Develop Digital Partnerships: Builda collaborative relationship across Business and|S
function. Seekout digital specialists who have the agility to exploit the most relevant
digital trends and technologies.

= Digital Centre of Excellence: Beginto laythe foundations for creation of a digital CoE.
Collaboratingwith our digital champions, local universities and wider stakeholders to
promote innovationandlearning.

= Architecture Policy Development: Creation of the architectural and technicalpolicies
to supportadigitallyagile organisation, thiswill include our approach and policies to
deliverto Data Triage.

= Improve Digital Literacy: Work with Training and Operations to develop the tools and
guidance to enable a digital, data driven workforce.

= Embed Cyber Security: Ensure cybersecurity and data privacyis integral to every
digital initiative, both up-front and throughout. Educate our workforce in cyber
security.

= Learn Fast: Embed a continuous learning approach (learning fromfailures). Instead of
focusing onfailing fast, we should instead promote the mantra of continuous,
incremental learning.

=  Future Digital Workforce: Identifyskillsshortages and provide opportunities forre-
skillingalong with strategies for attracting new talent.

Cadent
26 Digitalisation Strategy 2022



Our Roadmap

Our planned investments
We planned the following investments for the first 2 years of RII0-2. We have delivered against the Year One commitments and made progress on the Year Two investments.

Enhance the
experience of our
customers

®

Simplify the life
of our
employees

"% Optimise our
Oy operations

Explore and
Innovate

®

© Cadent Gas Ltd 2022

Year1

Investments

Expected Outcomes

Single View of the Customer

| Customer Satisfaction
scores risk 9+

Contact Centre of the Future

| Ensure a resilient

Open Data and Data Sharing

| industry contact centre

platform

BoundarylessProductivity

Increase employee

engagementscores

Seamless Collaboration

| Increase instances of

RPAand forwardvalue

Automation of Manual Processes

| caseisagreed

Smart Network and Assets

Improved asset risk

calculations from Field

Data Lake

Engineers

Augmented Digital Twin

Mobile devices support

Field Service Management

Connections journey

Develop Digital Partnerships

| Number of ecosystem

Digital Centre of Excellence

| partnerships increase

Architecture Policy Development

| Agree datatriage policy

Improve Digital Literacy

Year 2

Investments

Expected Outcomes

Single View of the Customer

| Customer Satisfaction
scores risk to 9.5+

Customer Service Updates

Increased # of proactive

Open Dataand Data Sharing

comms anddata
| services

Democratisation

| Employee engagement
8.5+

Simplify our HR operations

| Enablement of our GD2

workforce planthrough

Predictand Prevent

| simplified HR

Operational Insights

| Improvedasset risk

Augmented Digital Twin

| calculation

SCADA Platform Refresh

| Abilityto share

geospatial data with

Field Service Management

| stakeholders

Embed Cybersecurity

| Improveddigital literacy

Learn Fast

Future Digital Workforce

Fasterdeliverycycle
| times

Beyond Year 2

Continue to deliverto Customers and
Communities
Investments in Customer Service Updates

Continue to deliverto our Colleagues
Investments in CRM and engagement platforms
Investments to eliminate paper

Continue to deliver operational
performance
Investments in the future of health and safety,
SaaS investments andtraining capabilities

Continue to deliver for the future
Investments in Develop Ethics and Privacy
Policies and Monitor Digital Trends
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Managing Deliveryofourh
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We are establishing the governance, operating model and behaviours to deliver our Digitalisation Strategy

How we govern and develop our strategy:

Our Board are committed tothe role of digital in delivering
for ourstakeholders. We have committed to providing
quarterly updates on our progress and outcomes. We will
alsoreportto our Audit Committee who have oversight of
our data and digital approach.

Through development of our RIIO-2 Business Plan we have
hugely valued the role of our Customer Engagement Group.
They have helped shape the early stages of our Digitalisation
Strategy, and we will continue to use them as a source of
challenge and supportas we work with stakeholders on our
Digital Action Plan.

Within Cadent our Chief Operations Officer — Howard Foster,
isresponsible for delivery of our Digitalisation Strategy. He is
supported by Kate Jones, our Chief Information Officer, as
well as the wider Executive Team. This broad seniorlevel
sponsorshipis possible through the alignment of our
Digitalisation Strategy to the commitments made within our
Business Planforthe next5years.

We also understand the value of external benchmarks and
opinionsto challenge and build upon our Digitalisation
Strategy. Alongside our work with Gartnerto provide
benchmarking of our capability we are welcoming input from
stakeholders to shape our next update to Digitalisation
Strategy and Action Plan.
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How we ensure we deliverour digital investments:

In 2021 we established a quarterly Digital Working Group
that will bring senior figures from across our business
togethertoshareinsight, review priorities and steerthe
delivery of ourdigital investments at astrategiclevel. This
groupis responsiblefordevelopment of our Digitalisation
Strategy and Action Plan.

The Digitalisation Strategy Working Group is supported by a
well established governanceframework that enables the
delivery of new capabilities into our business. Our ‘Solution
Delivery Framework’ is based upon best practice and tailored
to fitthe culture and requirements of Cadent. It provides
methods, processes, tools and templates to evolve existing,
and embed new, capability into our business.

Aswe haveincreased ourfocus ondigital investment, we
have developed Agile@Cadent. Our Method is based on the
Scaled Agile Framework (SAFe) that promotes alignment,
collaboration and delivery across alarge number of agile
teamsthatenables Cadenttoincorporate Agile at scale
alignedtothe ambitionin our Digitalisation Strategy.

Ensuring data supports our Digitalisation Strategy:

Our Data Foundation Programme places significant valuein
Data Governance. Itsaims are reducing business risk,
embedded the value of datawithin our culture and establish
leading data management practice, including adoption of the
EDTF recommendations.

Our approach to data governance is described within our
Information Management Framework, and owned by a
dedicated Data Governance lead. This document will
continue to evolve as we develop our approach to data
triage and increase the data we make open.

To ensure ourdata is fitto support both our business activity
and stakeholders needs we have established two key roles.
The firstare our Data Owners, each of our Directors now has
a formal accountability for dataacross the business. We also
have established Data Stewards, who drive our datastrategy
into our day to day activity and culture. Our Stewards
interact within adedicated Community of Practice.

To ensure we continually mature our data management
capabilities we have committed to completingan
independent data maturity assessment on an annual basis.
Our nextassessment will closethe improvement activities
we plannedforFY21/22 and set out the FY22/23 plan.
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Open to You

We have established a variety of partnerships across the energy industry and wider to help deliver our strategy

The Future of the Energy Ecosystem
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Our Stakeholder Ecosystem

A quality experience for all our customers & stakeholders

Qur Community
Customers in Vulnerable Safeguarding Government Authorities &
Situations Organisations Policy Makers
Low Carbon Connecting Supply Chain Energy Industry & Other

Parties Utilities
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The Energy Data Community
Trusted to act for our communities
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The Journey to Net Zero
Tackling climate change & improving the environment
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A Secure & Safe Network
Keeping the energy flowing safely and reliably

& ARELE QO w

@ Our Stakeholder Ecosystem

* CEG: Cadent Independent Customer Engagement Group,
have providedreview, challenge and steer on our
Digitalisation Strategy.

* Safeguarding Customers Working Group: Cadent chair the
industry wide group which includes a focus on
understanding and meeting the needs our most vulnerable
customers.
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Independent

Cadent CEG

(_2) The Energy Data Community

* ENA: Energy Network Association Data Working Group,
we are an active contributorto ourindustry working
group.

* Xoserve: underpins competition inthe gas
shipper/supplier market. We work verycloselyto ensure
data supports the needs of customers, s hippers and
networks. We collaborate to improve the data available on
customers in vulnerable situations and onnew
applications such as the Data Discovery Platform.

Xoserve

energynetworks
association
——

(3)

* Centre for the Protection of National Infrastructure
(CPNI): supported RIIO-2 Cyber Resilience plan.

* Centre for Digital Built Britain (CDBB): helps build our
understanding of digitaltwins.

The Journey to Net Zero

* Liverpool City Region Combined Authority, ourjointwork
on decarbonisation strategiesis shaping the products and
services that Local Authorities value.

cdbb

Centre for Digsial Bullt Brliain -

<§};: LIVERPOOL
CITY REGION
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CPNI.

Centre for the Protection
of National Infrastructure
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A Secure and Safe Network

* National Underground Asset Register (NUAR):is a pilot
project to create a secure data exchange platform to
provide of digital map of underground assets. Cadent,
alongside other utilities is a leading contributor.

* Supply Chain Sustainability School: provides Cadentand
its suppliers with resources and toolsandtemplates,
workshops and dashboards that transform our businesses
towards becomingmore Economically, Environmentally,
Sociallyand Financially sustainable.”

SCIKs
Commission |
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* Being open and transparent is part of our culture, we would welcome hearing from our customer, communities,
& . colleagues and regulators to improve the value we deliver. Your comments and suggestions on our Digitalisation

' Strategy would be valued.

There are multiple ways you can engage with us and share your views and comments

0 OO0

Comment on Comment on Comment on Email us your Send us your
Facebook Twitter LinkedIn feedback feedback by post
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https://cadentgas.com/contact-us
mailto:wecare@cadentgas.com
https://www.facebook.com/cadentgas/
https://www.linkedin.com/company/cadentgas

