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Performance Highlights
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Market leading efficiency (tier tlepexunit cost of £142itr, 37% cheaper than nearest competitor).

Productivity driveg increased by 21.7% since 2028ll directlabourcolleagues now measured on a weekly basis.
Frontier efficiency pension position with 2023 by

Market leading cyber resilience amongst GDNs / embedded S4 platform with automated reporting.
Exceptional safety standards continue within 2024.

Customer scores remain above 9 out of 10 throughout GD2.

a 2 2 R-B&xni stable / S&PBBB+ stable (Spring 24).

We value difference and are committed to promoting diversity and inclusion, we have acti
colleague communities and atainingall colleagues.

Regular, consistent colleague communicatiorr®&agement to ensure satisfaction &
engagement.

Local investmert Autumn 24 apprentice recruitmerg 902 applications for 12 positions.



Operational Safety Performance Employees / Customers
ContinuedstrongperformanceagainstKPlswvith low numbersof adverseeventsrecorded

A A recent review identified a correlation between safety incidents and employeesnot correctly following formal
procedures This is being tackled by placing a greater focus on enhancing engagementthrough improved
communicationsandby adoptinga colleagueled approachto deliversafetyimprovements

A Targetedoriefings

A Increasednanagemensite visitsto identify issuesandreinforce positivebehaviours

A Thecommissioningf a safetysurveytargetedat all colleaguego deliverinsightsto supportthe development
of a more positive and inclusivesafety culture and a bespokeprogrammeof activitiesand learningtools to

helpto addressareasof potentialimprovement
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Operational Safety Performance Employees / Customers

A Our improvements over time have seen us outshine our peers.

Electrical Cable Damage Member of Public Injury (MOP)
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Road Traffic Collisions (RTC)
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Operational Safety PerformanceEscapes

A We attend around 180 gas escapes a day. We go over and above to meet our 1 & 2 hour (controlled / uncontrolled) respons

obligations achieving very close to 100%, way ahead of the regulatory target of 97% and other GDNSs.

A We also continue to reduce the number of outstanding escapes and increase how many we close (repair) within 28 days.
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2 Hr Escape Response
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Customer Satisfaction Performance History

We havecontinuedto improvethe way we surveyour customers Now that our surveyformats of postal,telephoneand email are
firmly establishedwe have begunto further interrogate the verbatim feedback,which hasled to us askingadditional questions

regardingthe customerjourney during the survey process Thiswill drive continuousimprovementthrough all aspectsof the
customerjourneys

Fromthe start of G2, we alsohavea better understandingof how customersregisteredon the Priority ServiceRegistei(PSR¥core
on satisfactionsurveysgivingusbetter understandingdf how customeranayneedadditionalsupportto view our services
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Customer Satisfaction Performaneg2023/24 Comparison

Connections Planned

Network Score Network Score
Eastern 9.25 Northern Gas Networks 9.04

Scotland 9.18 Eastern 9.03

London 9.17 Scotland 9.03

Northern Gas Networks 9.09 Southern 8.96

North-West 9.07 North-West 8.92

Wales & West 8.99 Wales & West 8.82

West Midlands 8.99 West Midlands 8.75

Southern 8.92 London 8.70

Emergency & Repair Overall

Network Score Network Score
Wales & West 9.69 Eastern 9.31

Scotland 9.67 Scotland 9.29

Eastern 9.66 Northern Gas Networks 9.26

North-West 9.66 North-West 9.22

Northern Gas Networks 9.65 Wales & West 9.17

West Midlands 9.61 Southern 9.15

Southern 9.56 London 9.14

London 9.55 West Midlands 9.12

A Connections We have completed a full update of our website and letters ove
the past year, including new guidance sheets, reinstatement leaflets,
applications and general information around the process. We are now in the
process of building amtelligence storyboard for surveyors to use to reduce
the time spent writing up surveys which will speed up the return and quotatic
time. We have completed the initial design work for a text messaging service
to be rolled out this year.

A Emergencyand Repair¢ In additionto Wa | | BvefyBontact/ 2 dzyMEQL),
we offer a repair and replace service via our contracting partner, where
customersrequiring extra support can have appliancesepairedor replaced,if
eligible We haveintroduced¥ { S NBejoddtha a S (i $MRing suspected
carbonmonoxidecall outs. Throughthis scheme,one of our speciallytrained
engineerswill carryout additionalsafetychecksfor vulnerablecustomerswith
the aimreconnectinghe supply,if safetychecksare clear

A Plannedg Trial using supplier customerdata to provide additional details via
text message and email in relation to upcoming planned works as
supplementacommunicatiornto our advancenotificationprocess

A Vulnerabilityand customerservicetrainingis beingrolled out for all colleagues
to recognisedifferent vulnerabilitiesand understandthe extra support they
canputin place
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ESG Highlights

Our approach to ESG remains committed and holistic, underpinned by our People & Planet Strategy and ESG Committee.

Social: \
A Look to recruit in different ways to ensure we attract a diverse workfoﬁ\f
reflective of our communities. Currently 27% female senior leaders.

A 9&iGlotAaKSR /2€tS8F3d8 /2YYdyAirsa OR

parents and carers / LGBTQIA+) to empower our wnelgresented colleagues
and drive improvements.

A £25m sociaprogrammesupporting vulnerable customers over 2021 to 2026.

A Stakeholder engagement to identify priorities and perceptions for use in our
business planning using best practice methc®&X 000 Stakeholder
Engagement Standard).

A 80% of our spend is with suppliers who have adopted our sustainability code
of conduct.

A Inclusion and belonging training for staf600 hours delivered in 2023.

A Employee assistance scheme and wellbeing survey leading to actions
such as free physio services for those who need it.

A 2 paid volunteering days for each colleague every year. 980
volunteered in 2023 by our colleagues.

A 86% score in 2023 Business in the Community Respons;j
Business Tracker assessment.

Environment:

ISO14001 certified environmental management syster

A We attended over 99% of uncontrolled gas escapes
g 2 Y Switliiril heur t& eénduré atety ahal gigiride @a leaka

We replace ¢.500km of aged metal pipes with new
plastic pipes annually to ensure safety and reduce gas
escaping from the network.

39% reduction in gas leakage 2013 to 2024.

Total carbon emissions reduced by 6% 23/24 vs 22/2:
and 15% 23/24 vs 21/22.

200,000+onnesof waste created annually, 0% to landf
in 2023/24.

We are planting 40,000 trees and building homes for
nature on our land during GD2.

Reducing single use plastics where possible. Remove
bottled water for colleagues saving 3t of plastic annua
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A Launchedlune2022

A We have9 commitmentslinkedto UN SustainabléDevelopmeniGoalseachwith shortterm (to 2026), mediumterm (to 2030
andlongterm (to 2050 targetswith assignedusinesowners

A Performanceagainsteachcommitmenttrackedviaengagementvith ownersandour ESGCommittee
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