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Operational Performance
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Performance Highlights
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Market leading efficiency (tier 1 repex unit cost of £142/mtr, 37% cheaper than nearest competitor).

Productivity drive ς increased by 21.7% since 2020 ς all direct labour colleagues now measured on a weekly basis.

Frontier efficiency pension position with 2023 buy-in.

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.

aƻƻŘȅΩǎ - Baa1 stable / S&P - BBB+ stable (Spring 24).

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

Regular, consistent colleague communication &engagement to ensure satisfaction &                                     
engagement. 

Local investment - Autumn 24 apprentice recruitment ς 902 applications for 12 positions.



Operational Safety Performance ς Employees / Customers 
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Injuries to members of the public

Lost time injuries

Cable damages

Road traffic collisions

Continued strong performance against KPIs with low numbers of adverse events recorded.

Å A recent review identified a correlation between safety incidents and employees not correctly following formal 
procedures. This is being tackled by placing a greater focus on enhancing engagement through improved 
communications and by adopting a colleague-led approach to deliver safety improvements:
Å Targeted briefings.
Å Increased management site visits to identify issues and reinforce positive behaviours.
Å The commissioning of a safety survey targeted at all colleagues to deliver insights to support the development 

of a more positive and inclusive safety culture and a bespoke programme of activities and learning tools to 
help to address areas of potential improvement.



Operational Safety Performance ς Employees / Customers 

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

5
2022 calendar year data.
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Å We attend around 180 gas escapes a day. We go over and above to meet our 1 & 2 hour (controlled / uncontrolled) response 
obligations achieving very close to 100%, way ahead of the regulatory target of 97% and other GDNs.

Å We also continue to reduce the number of outstanding escapes and increase how many we close (repair) within 28 days.

Operational Safety Performance - Escapes
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Customer Satisfaction Performance History
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We have continued to improve the way we survey our customers. Now that our survey formats of postal, telephone and email are 
firmly established, we have begun to further interrogate the verbatim feedback, which has led to us asking additional questions 
regarding the customer journey during the survey process. This will drive continuous improvement through all aspects of the 
customer journeys.

From the start of GD2, we also have a better understanding of how customers registered on the Priority Service Register (PSR) score 
on satisfaction surveys, giving us better understanding of how customers may need additional support to view our services.
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ÅConnections - We have completed a full update of our website and letters over 
the past year, including new guidance sheets, reinstatement leaflets, 
applications and general information around the process. We are now in the 
process of building an intelligence storyboard for surveyors to use to reduce 
the time spent writing up surveys which will speed up the return and quotation 
time. We have completed the initial design work for a text messaging service 
to be rolled out this year. 

ÅEmergency and Repair ς In addition to ΨaŀƪƛƴƎ Every Contact /ƻǳƴǘΩ (MECC), 
we offer a repair and replace service via our contracting partner, where 
customers requiring extra support can have appliances repaired or replaced, if 
eligible. We have introduced Ψ{ŜǊǾƛŎŜǎ Beyond the aŜǘŜǊΩ following suspected 
carbon monoxide call outs. Through this scheme, one of our specially trained 
engineers will carry out additional safety checks for vulnerable customers, with 
the aim reconnecting the supply, if safety checks are clear.

ÅPlanned ς Trial using supplier customer data to provide additional details via 
text message and email in relation to upcoming planned works as 
supplemental communication to our advance notification process.

ÅVulnerability and customer service training is being rolled out for all colleagues 
to recognise different vulnerabilities and understand the extra support they 
can put in place.

Connections

Network Score

Eastern 9.25

Scotland 9.18

London 9.17

Northern Gas Networks 9.09

North-West 9.07

Wales & West 8.99

West Midlands 8.99

Southern 8.92

Planned

Network Score

Northern Gas Networks 9.04

Eastern 9.03

Scotland 9.03

Southern 8.96

North-West 8.92

Wales & West 8.82

West Midlands 8.75

London 8.70

Emergency & Repair

Network Score

Wales & West 9.69

Scotland 9.67

Eastern 9.66

North-West 9.66

Northern Gas Networks 9.65

West Midlands 9.61

Southern 9.56

London 9.55

Network Score

Eastern 9.31

Scotland 9.29

Northern Gas Networks 9.26

North-West 9.22

Wales & West 9.17

Southern 9.15

London 9.14

West Midlands 9.12

Customer Satisfaction Performance ς 2023/24 Comparison

Overall
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Environmental, Social & Governance



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

   Social:
Å Look to recruit in different ways to ensure we attract a diverse workforce 

reflective of our communities. Currently 27% female senior leaders.

Å 9ǎǘŀōƭƛǎƘŜŘ /ƻƭƭŜŀƎǳŜ /ƻƳƳǳƴƛǘƛŜǎ όŘƛǎŀōƛƭƛǘȅ κ ǿƻƳŜƴΩǎ κ ŜǘƘƴƛŎ ƳƛƴƻǊƛǘȅ κ 
parents and carers / LGBTQIA+) to empower our under-represented colleagues 
and drive improvements.

Å £25m social programme supporting vulnerable customers over 2021 to 2026.

Å Stakeholder engagement to identify priorities and perceptions for use in our 
business planning using best practice methods (AA1000 Stakeholder 
Engagement Standard).

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

Å Inclusion and belonging training for staff ς 600 hours delivered in 2023.

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

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

Å 86% score in 2023 Business in the Community Responsible                                 
Business Tracker assessment.

Environment:
Å ISO14001 certified environmental management system.

Å We attended over 99% of uncontrolled gas escapes 
within 1 hour to ensure safety and minimise gas leakage.

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

Å 39% reduction in gas leakage 2013 to 2024.

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

Å 200,000+ tonnes of waste created annually, 0% to landfill 
in 2023/24.

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

Å Reducing single use plastics where possible. Removed 
bottled water for colleagues saving 3t of plastic annually.
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bDbΩǎ tŜƻǇƭŜ ϧ tƭŀƴŜǘ {ǘǊŀǘŜƎȅ

Å Launched June 2022.

Å We have 9 commitments linked to UN Sustainable Development Goals each with short term (to 2026), medium term (to 2030) 
and long term (to 2050) targets with assigned business owners.

Å Performance against each commitment tracked via engagement with owners and our ESG Committee.


