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Summary

Challenge:

As a Distribution Network Operator (DNO),
Northern Powergrid needs to maintain a
Priority Services Membership (PSM) to
provide additional support to vulnerable
customers during power cuts or other
emergencies. However, there were gaps in
registrations from rural customers, and
reaching out to them through appropriate
channels was crucial. Moreover, the cost of
living crisis in the UK added to the concerns
of vulnerable customers who struggled to
pay bills and heat their homes.

Solution:

To address these challenges, Northern
Powergrid’s Social Responsibility Team
worked with Experian to:

Analyse and model data from Experian’s
Safeguard solution, a Vulnerability
Dashboard that provides geographic
vulnerability data.

Use a host-mailing method to deploy two
targeted email campaigns focusing on rural
vulnerability and customers in fuel poverty.

Create html email assets that informed
eligible customers about the PSM and offer
energy efficiency advice.

Utilise the ChannelView email
campaign solution, to activate against
permissioned data.

Results:

The campaigns effectively targeted rural
vulnerability and customers in fuel poverty
and resulted in:

v/ 13,893 Priority Services registrations.

Vv Positive campaign results including:
 4.61% conversion rate (email
to registration)
« £0.88 cost per sign-up based on email
data cost.

v The results enable significant support for
Northern Powergrid's users through
delivery of priority services via the
PSM and advice on becoming more
energy efficient.

Vv Creation of an HTML email template that
can be reused by Northern Powergrid for
future campaigns.



https://www.experian.co.uk/business-products/channelview

Overview of Northern Powergrid

Northern Powergrid is an electricity distribution company that operates in the
North East, Yorkshire and northern Lincolnshire regions of England. As a
Distribution Network Operator (DNO), it is responsible for maintaining and
managing the electricity distribution network that supplies power to homes
and businesses in its service area.

In the UK, there are six DNOs that are responsible for different regions of the
country. These companies are regulated by Ofgem, the government’s energy
regulator, and are required to maintain and upgrade their networks to ensure a
reliable and safe electricity supply for their customers.

For more information, please visit
www.northernpowergrid.com



https://www.northernpowergrid.com
https://www.northernpowergrid.com

The challenge

As a Distribution Network Operator (DNO), Northern Powergrid is obligated to maintain a
Membership (PSM) for its customers who may require additional support during power cuts or

other supply interruptions.

The PSM is a free service that is available to
vulnerable customers who may need extra
assistance during power cuts or other
emergencies. Examples of customers who may
be eligible for the PSM include those who rely on
electricity for medical equipment, older
customers, and customers with disabilities.

Northern Powergrid's obligations regarding the
PSM include maintaining an up-to-date register
of eligible customers who have opted to be on
the PSM and providing these customers with
additional support during power cuts, including
priority restoration of power and regular updates
on the progress of any repairs.

It is essential that Northern Powergrid provide
information to customers on how to register for
the PSM, including through its website, customer
service centres, and other communications
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channels as appropriate for their customers.
Northern Powergrid’'s Social Responsibility Team
identified from Experian data that there were
gaps in registrations from rural customers and
they would therefore need to ensure these
customers were reached and offered support
through an appropriate channel.

2022 also saw a cost of living crisis hit the UK,
with many households struggling to pay bills
and worrying about the costs of heating their
homes. This concern would have been
particularly worrying for vulnerable customers
and they would potentially be in greater need of
support throughout the winter months.




The solution

Northern Powergrid’'s Social Responsibility Team used a combination of Experian insight and
consented communication channels to develop the solution.

Insight was based on a combination of a 10 core and 29 finer definitions of
Vulnerability Dashboard which leverages vulnerability with scores showing the
Safeguard geographic models alongside likely proportion in postcode

Household level scores for likelihood to be
impacted by cost of living and fuel poverty.

Easy to utilise visualisation dashboard

Wider insight at household level to
further support business and

Following analysis of the vulnerability data y i
communication strategy

two prospect email campaigns were devised
to target rural vulnerability and those likely to Email records consented for third party
be in fuel poverty. The specialist Experian marketing deployed through indu
email team utilised insight to plan a targeted preferred host mailing approach
audience permissioned email address
repository alongside campaign creative
and deployment.

Email specialists to shape the camp
template and audience selection.
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Using a host-mailing method, Northern
Powergrid were reassured that they were
using the most appropriate email delivery
method for sponsored email campaigns.
Northern Powergrid’s Social Responsibility
Team worked closely with Experian to
brief the campaign prior to deployment
and provided creative assets to be built
into the email.

Powergrid Care — Energy Matters

Helping you be energy efficient and to save money on your bills

Wi know the impact of increesed energy supply costs (s & real concern for many people and we

wanted to share mformation and support senices with you 1o try an alieviats some of thoss concems.

As the company responaible for the netwerk that delivers gower 1o your doos, regardless of who you
choose 1o bary your ebectricity fram, We Want to enELre you Can actess advice that could hedp you
reducs your enargy costs and carbon footprint in the montha ahead.

Whils our network-related costs, which appear on your electncity bl from your chosen suppler,
camrently remain unchanged and a relatively small ahara of your overall b# (around 25p a day'£90 a
year*), we want 1o help you take action that could save money on your bills now and in future,

Working in partnership for our customers

New Powergrid - Energy Saving App launched

We've teemad up with the Energy Seving Trust to launch & new
app which is packed with advice, guidance and top tips ta halp you
be enargy efficient in every room in your hause. The Powengrd -
Energy Saving App i free io download and provides independant
advice 50 you can make infermed decisions for your household. To
downiaad the app from the Apple Store click here of fram the
Google Store click hers.

Help make savings on all your utility bills

We're part of Infrastructure Morth, a perinership which brings together locel utility
companies. Why not check out Infrastructure Morth's latest leaflst which contains
Infermation and advice on how to save money on your electricty, ges and water
bille. Click here 1o view it.

Access free energy advisors

Ag part of our partnarehip with Citzens Advice we fund spaciasist
enargy advisors whoe provide cistemears with suppart when it
comes to changing thelr supplier, checking tariffs, solving billing
Issuee and progreasng concemns with their chosen energy suppler.
The ‘Powergrid Care Advisors' halp thousands of custamers gat
advice and support to save £100s a year for thalr hausehold. To
coniact a Citizens Advice 'Poweararid Cara Advisor in West

Do your personal circumstances mean that you would benefit from
additional support in a power cut?

Morthern Fowergrid manages the alectricity natwark that powers everyday |ife for more than 8
millian people acrogs 3.9 milllon homes and businessas in the Morth East, Yarkshire and northem
Lincoinahire. We put your safety first and are committed to giving all our customens support
whenaver they nead 4. Sometimes you, or someone you know, may need a little extra suppon
during & power cul.

Becoming a Priority Services Member means we're able to:

— geve you & direct-dial nember to use, so you always gat straight through to the Priority Secvices
team whenever you need ua: 0800 168 2996

— get in touch in the bast way for you e, talephone, amsad or text

— talk te you about your individweal needs, auch as our Knock and wait' service If you need & little
mase time io get 1o the door.

And If the power goes off, members may be able to access additienal services and
banefits, If required, such as:

— reguar updates to keep you a3 informed as posaible

— & home viait from cur partner, the British Red Cross, to provide one 1o one suppor and
ass(stance

— hot meals andfor drinks proviston

— phone changing facllites

— aflemnative accommaodation, if staying at home s unsafa.

Lat us know if we can help you

Wi are committed to providing additional support to thase customers who may need & more
during & power cul. This could be for many reasone and could nclude you:

— if you rely on electricity for medical reasons or have 3 sericus liness,

— it you're disabled or hawve difficulty moving around the housa,

— it you're elderty or living on your own,

— i you have childran sged five or balow,

— or If you're living with 2 mental heaith condition.

There are several options avaitable to sign up to the Priority Services Membership:
— Compiete the online application form at northernpowergrid.com/care




Results

Through match-back analysis on
initial sends alone:
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g

13,893 resulting Priority
Services registrations were
attributed to the email
campaigns equalling a
4.61% email to registration
conversion rate.

This equates to £0.88 per
sign up when looking at the
email data cost and is
potentially much lower

if this were to also take
into consideration the
second send of the
efficiency campaign.

PSR Membership Email Campaign Energy Efficiency Email Campaign
This campaign was sent as a multi-send campaign:

EMAIL 1: EMAIL 1: EMAIL 2:
1 h i 1 bl 1 h 1l
80,560 99.9% 239,678 99.9% 187174 99.9%
records delivery rate records delivery rate records delivery rate
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42.69% 0.66% 35.04% 0.59% 54.09% 0.53%
open rate click-through rate open rate click-through rate open rate click-through rate

This was an extremely positive result not only for Northern Powergrid but for its users who would now be able to access
further support through the PSM. Additionally, the team were able to integrate the HTML template created into their own
email platform to re-use for future campaigns.
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Get in touch to find out how we
can help your business

Understanding and communicating with the right
consumers with the right message is critical for the growth
and success of any organisation. Experian insight enables
organisations have more meaningful interactions with
relevant audiences, consistently, across a range of offline
and digital marketing channels.

Contact us on businessuk@experian.com

P :
. .experlorn

Registered office address:
The Sir John Peace Building, Experian Way,
NG2 Business Park, Nottingham, NG80 1Z2Z

www.experian.co.uk
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