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Introduction 
 

A requirement of the Competition in Connections Code of Practice is that DNOs report 

annually to demonstrate its compliance with the Code of Practice as required by 

Standard Licence Condition 52. 

 

It is deemed that completion of this document shows that SPEN has fulfilled the 

specific requirements identified in the Code of Practice in the following paragraphs: 

 

9.1. Each DNO shall publish an annual report by the end of September each year to 

demonstrate their compliance with this code of practice. This report shall include 

reporting on the volume of inspections by the DNO on connections completed by all 

parties (including the DNO’s own business or affiliates and competitors). 

 

9.2. The report will include such detail on processes and procedures and available 

metrics to demonstrate the DNO is providing the equivalent level of service to 

independents as to them undertaking connection activities themselves for each of the 

Input Services. 

 

In order to also meet Ofgem obligations on reporting included in Standard Licence 

Condition 45, Data Assurance requirements, SPEN have undertaken processes and 

data assurance activities and completed a risk assessment of the submission, setting 

out our data assurance activities to manage the risk of inaccurate or incomplete 

reporting.   

The information included in this report is for the regulatory year 2025-26 (1 April 2025 

to 31 March 2026). 

 

Our website continues to have a defined section for CIC with a full range of information 

to support our customers and Independent Connection Providers (ICPs), including the 

provision of alternative providers. Please see Appendix 1iii). We continue to make our 

customers aware of their choices. 

 

The following pages cover the responses required within sections 4, 5, 6 and 7 as per 

the Code of Practice. A separate Appendices document has been created to provide 

supporting evidence. Due to the overlap within the questions, there is some repetition 

within the responses, and we have cross-referenced some responses and referred to 

the appendices to prevent further duplication.   

 

During this reporting period we continue to liaise with ICP’s and IDNO’s across our 

regions to raise awareness and encourage them to take up the options available to 

them. This also gives us the opportunity to address any queries or concerns they may 

have around any part of the process. 

 

 

 

 

 

 

 



 

 

4.3. The Connection Application 
 

 4.3.2. On receiving a Connection request, the DNO will provide the Customer with 

a detailed explanation of the competitive Connections market and ICPs that may 

be available in their Distribution Services Area. 

 

SPEN continue to provide the Customer with a range of information which explains the 

Competitive market and provides details of the ICPs that are both available and active 

in their area. These are detailed below followed by the supporting evidence:  

There is information readily available on the connections section of the website in 

relation to the overall connection process, by selecting “Getting Connected” on the 

header tabs you are directed to 

https://www.spenergynetworks.co.uk/pages/which_type_of_connection.aspx which 

provides you with details of the connection’s services available. Selecting one of the 

available options leads to further advice and information. Selecting “A New 

Connection” will lead you to https://ccp.spenergynetworks.co.uk/new-

connection/work-type see Appendix 1 i) , where you have further selections available 

such as apply for a House, Flat, Commercial Premises and Commercial EV Charger. 

There is also a link for anyone wishing to proceed with a Domestic EV Charger. Upon 

selecting one of these options the customer will be guided through the various stages 

of the process. There is also a variety of useful guides, see Appendix 1 ii), regarding the 

application process under the “Preparing to get connected” section which cover for 
example New Connections Video Overview, Minimum Information requirements. 

Information on Other Connections Providers is also provided, see Appendix 1 iii). 

 

 

 
 

https://www.spenergynetworks.co.uk/pages/which_type_of_connection.aspx
https://ccp.spenergynetworks.co.uk/new-connection/work-type
https://ccp.spenergynetworks.co.uk/new-connection/work-type


 

 

 

When a connection request is received SPEN provides the customer with an application 

pack which includes the application form and the website links to the following leaflets: 

 

• Getting Connected to the electricity network; which explains our connection 

process:  

https://www.spenergynetworks.co.uk/userfiles/file/connections_getting_con

nected.pdf 

• Connecting you with a choice; which details in simple terms the option of either 

SPEN and/or an ICP completing the work and what work can be carried out by 

an ICP, see a) below.  

 

Once a completed application is received SPEN issue a confirmation of receipt and 

enclose the leaflets detailed above.  

When SPEN issue a Convertible Quotation (offer letter), which again references the 

options available for the customer; we also enclose another leaflet “Your Connection 

Offer explained”, see b) below.  This also provides the customer with further information 

to help them understand their quote in terms of who can complete the work. 

Alternative Providers - SPEN provide the links to two sources of information in relation 

to ICPs; one being active ICPs in the SPM and SPD areas, the other the Lloyds Register 

where the customer can see the activities an ICP is accredited to complete, see c) below. 

 

Supporting Evidence 

 

a) Connecting you with a Choice leaflet - this leaflet, screenshot shown below, is also 

available on our “getting connected” section of the website under “Other Connections 

Providers (You have a choice)”, within the “Information for ICPs and IDNO” Documents 

section and by selecting “Customer Leaflets. 

 https://www.spenergynetworks.co.uk/pages/information_for_icps_and_idnos.aspx 
 

Documents page:  

https://www.spenergynetworks.co.uk/pages/competition_in_connections_document

s.aspx 

 

Customer leaflets: 

https://www.spenergynetworks.co.uk/pages/useful_documents.aspx  

 

and 

https://www.spenergynetworks.co.uk/pages/connections_videos_and_leaflets.aspx 

 

or via the direct link  

https://www.spenergynetworks.co.uk/userfiles/file/Connecting_you_with_a_choice_

web.pdf 

 

https://www.spenergynetworks.co.uk/userfiles/file/connections_getting_connected.pdf
https://www.spenergynetworks.co.uk/userfiles/file/connections_getting_connected.pdf
https://www.spenergynetworks.co.uk/pages/information_for_icps_and_idnos.aspx
https://www.spenergynetworks.co.uk/pages/competition_in_connections_documents.aspx
https://www.spenergynetworks.co.uk/pages/competition_in_connections_documents.aspx
https://www.spenergynetworks.co.uk/pages/useful_documents.aspx
https://www.spenergynetworks.co.uk/pages/connections_videos_and_leaflets.aspx
https://www.spenergynetworks.co.uk/userfiles/file/Connecting_you_with_a_choice_web.pdf
https://www.spenergynetworks.co.uk/userfiles/file/Connecting_you_with_a_choice_web.pdf


 

 
 

 

 

 



 

 

 
 



 

 

 

 

 

b) Your Connection Offer leaflet - screenshot shown below, is also available on our website within the 

“Customer Support” section, within “Help & Advice”, under “Customer Leaflets” and also within the 

Getting Connected section of the website under the Major Connections section, connections videos and 

leaflets.  

 

Customer Support page:   

https://www.spenergynetworks.co.uk/pages/customer_support.aspx 

 

Connections Customer leaflets:  

https://www.spenergynetworks.co.uk/pages/connections_videos_and_leaflets.aspx 

 

 or via the direct link  

https://www.spenergynetworks.co.uk/userfiles/file/connections_offer.pdf 

 

   
 

 

 

 

 

 

 

 

 

 

 

 

https://www.spenergynetworks.co.uk/pages/customer_support.aspx
https://www.spenergynetworks.co.uk/pages/connections_videos_and_leaflets.aspx
https://www.spenergynetworks.co.uk/userfiles/file/connections_offer.pdf


 

 

 

 

 

 
 

c) Alternative Providers – Please see the screenshot below which shows the detail held on the website 

page   

https://www.spenergynetworks.co.uk/pages/who_can_do_the_work.aspx , see Appendix 1 iv)  

 

 

 

 

 

 

 

 

 

 

 

 

https://www.spenergynetworks.co.uk/pages/who_can_do_the_work.aspx


 

 

 

 

 

 

4.3.3. In addition, each DNO will ensure that its website contains consistent and clear information 

for Connection Customers that enables them to access the competitive Connections’ market. 

 

We continue to provide significant information on the website and changes are continually made to 

improve the navigation of the site and to make it easier to find key information. There are regular reviews 

of the content and the site is updated with any changes.  

Supporting Evidence 

Website - https://www.spenergynetworks.co.uk/pages/competition_in_connections.aspx , a 

screenshot of the website can be seen in Appendix 1 iii).  

4.3.4. Where the Customer makes a request to the DNO for a Connection in a Relevant Market 

Segment, the DNO shall provide the Customer with a Convertible Quotation. The Customer can 

either accept the Convertible Quotation or provide the Point of Connection to an ICP in order to 

obtain a competitive quote for the Contestable Works. The Customer can then choose whether it 

wants the DNO or an ICP to carry out all or some of the Contestable Work. 

 

 

 

https://www.spenergynetworks.co.uk/pages/competition_in_connections.aspx


 

 

 

 

Extract – email information web page  

 

 

5.1 Accreditations 

5.1.3. In all cases where NERS accreditation is not available DNOs will work with the scheme 

administrator to implement a scope change to cover the relevant activity consistent with the 

Relevant Objectives in section 2.3. 

 

Items not available are documented in NERS minutes and SPEN work with scheme administrator to 

implement. The NERSAP forum is actively involved in the reviewing of any activities, which are identified, 

to establish the appropriate changes or additions to the available scopes.   

SPEN has committed to working with the scheme administrator to implement any scope change and this 

commitment is detailed on the Other Connection Providers website. 

SPEN are always open to consultation with an ICP who wishes to carry out any works that are not 

currently covered under the present Lloyds accreditation regime. 

 

Supporting evidence 

Website - is available on to website by selecting “Information for ICPs and IDNOs”, “Code of Practice” 

and “Authorisation and Accreditation” or direct via the link 



 

 

 

 https://www.spenergynetworks.co.uk/pages/authorisation_and_accreditation.aspx screenshot 

available in Appendix 1 xii) 

5.2. Authorisations 

5.2.2. Training and / or authorisations relating to G39 authorisations accepted by a given DNO shall 

be accepted by other DNOs 

 

Following agreement at the ENA SHE Committee SP Energy Networks, along with all UK Distribution 

Network Operators, will no longer require Highways Authorities staff to be authorised under the 

ScottishPower safety rules providing they meet the defined criteria which is summarised as:  

Highway Authorities (or their agents) who follow a nationally accredited operative competency scheme 

such as the HEA’s Electrical Registration Scheme (HERS) is afforded a G39 authorisation process 

comparable to that available to ICPs who are NERS certified (under option 1 of CiC CoP)   

5.2.3. The following options for authorisation of ICP employees will be available, subject to 

agreement between the ICP and the DNO in consideration of the type of work being undertaken and 

in accordance with the specific DNO requirements for each option and published on its website: 

Option 1 - ICP authorisation of ICP Employees and Contractors 

Option 2 - DNO authorisation of ICP Employees 

Option 3 - Transfer of Control 

 

SPEN accept that ICP control their own Safety Management System (SMS) and to enable more flexibility 

and control within the ICP SPEN allows all ICPs to work under their own safety rules. The details of which 

can be found within document CON-04-002 Process for LV and HV connections activities under SPEN 

and ICP’s Distribution Safety Rules (DSRs) which is available on the website 

SPEN has committed to the 3 options that are available, a summary of which is detailed below, the full 

information being available on the website: 

• Option 1 – ICP authorisation of ICP Employees and Contractors – ICPs operate under their own 

SMS, including ICP Safety Rules which shall be equivalent standard to SPENs; ICP determines 

relevant competence requirements for work to be undertaken and issue of appropriate 

authorisations.  

• Option 2 – DNO authorisation of ICP Employees – ICPs operate under SPEN’s SMS; SPEN 

determine competence requirements and issue authorisations; take account of authorisation by 

other DNOs. 

• Option 3 – Transfer of Control – SPEN to transfer control of a specified part of its Distribution 

System for ICP activity; ICP has full control of specific party of SPEN’s system and carry out work 

in accordance with own SMS. 

The availability of the options varies according to the Relevant Market Segment for the connection works 

and the guidelines for application are detailed in “Table 3: Information on Authorisations”, see below. 

SPEN has also illustrated the process, for those with or without previous experience, with simple flow 

charts within the ICP presentation pack “Inspection and Monitoring and Operational Work”, available on 

the website.  

SPEN also provide full access to our Safety Documents via the website, which includes a variety of 

information under the headings: 

• Safety Rules and PSSIs 

• Live Working Manual 

• Managements Safety Procedures 

https://www.spenergynetworks.co.uk/pages/authorisation_and_accreditation.aspx


 

 

 

• Contractor Safety Booklets   

 

Supporting evidence 

Website - is available on the website by selecting “Information for ICPs and IDNOs”, “Code of Practice” 

and “Authorisation and Accreditation” or direct via the link 

https://www.spenergynetworks.co.uk/pages/authorisation_and_accreditation.aspx, a screenshot of 

the web page can be seen in Appendix 1 xii). 

Process Document CON-04-002 - https://www.spenergynetworks.co.uk/userfiles/file/CON-04-

002.pdf 

Presentation pack – Inspection and Monitoring and Operational Work - Available within the Code of 

Practice section of the website within Workshop Presentations 

https://www.spenergynetworks.co.uk/pages/workshop_presentations.aspx 

or directly via 

https://www.spenergynetworks.co.uk/userfiles/file/Operational_Inspection_and_Monitoring_Jan_16.p

df 

Safety Documents - https://www.spenergynetworks.co.uk/pages/safety_documents.aspx 

These are also found on the via “About us” – “Document Library” 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.spenergynetworks.co.uk/pages/authorisation_and_accreditation.aspx
https://www.spenergynetworks.co.uk/userfiles/file/CON-04-002.pdf
https://www.spenergynetworks.co.uk/userfiles/file/CON-04-002.pdf
https://www.spenergynetworks.co.uk/pages/workshop_presentations.aspx
https://www.spenergynetworks.co.uk/userfiles/file/Operational_Inspection_and_Monitoring_Jan_16.pdf
https://www.spenergynetworks.co.uk/userfiles/file/Operational_Inspection_and_Monitoring_Jan_16.pdf
https://www.spenergynetworks.co.uk/pages/safety_documents.aspx


 

 

 

Screenshot of Workshop Presentation web page 

 

 

Extract from Inspection and Monitoring and Operation Work Pack - SPEN authorisation with previous 

experience 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

Extract from Inspection and Monitoring and Operation Work Pack - SPEN authorisation with no previous 

experience. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

Screenshot of Safety Documents web page 
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1. Table 3: Information on Authorisations 

 

Activities 

 

Option 1- ICP 

(Yes/No) 

 

Option 2 – DNO 

(Yes/No) 

Option 3 – 

Transfer of 

control (Yes/No) 

 

Comments 

LV Works YES YES N/A  

LV Operations YES YES N/A  

HV Works YES YES YES* *Underground works only 

HV Operations YES YES    YES* *Underground works only 

EHV Works NO NO NO  

EHV Operations NO NO NO  

Unmetered Works YES YES N/A  

Unmetered 

Operations 

YES YES N/A  

 

6.1 Auditing 

6.1.2. Auditing is undertaken to assess and validate the ability of ICPs to 

undertake specified NERS activities. ICPs Accredited under NERS will be subject to 

the audit provisions of NERS. DNOs are not required to, and will not, without 

reasonable cause, undertake additional audits of NERS accredited ICPs. 

 

SPEN are familiar with and rely on the standard NERS Auditing process to assess the 

competency and abilities of ICPs.  

 

6.1.3. Where a DNO elects to provide its own ICP Accreditation (either where 

there is no accreditation available under NERS for particular activities or as an 

alternative to NERS in agreement with the ICP) the DNO shall undertake its own 

surveillance and assessment. In these cases the arrangements should be consistent 

with the arrangements used by the DNO for its own Connection Works and for its 

sub-contracted works and shall be not more onerous than that used by NERS. 

 

SPEN are always open to consultation with an ICP who wishes to carry out any works 

that are not currently covered under the present Lloyds accreditation regime. SPEN 

would undertake an Extension of Contestable works trial and liaise with Lloyds and other 

DNOs to develop a NERS scope for future works. The works will be audited within the 

scope of Level 1 of our Inspection and Monitoring regime, detailed within 10.3.1 of ASSET-

04-020 Inspection and Monitoring of Networks Constructed by Independent 

Connection Providers. This is consistent with our own safety management policy where 

new staff and contractors are supervised when they initially undertake these activities.  

 

 



 

 

 

Supporting evidence 

Process document ASSET-04-020 – section 10.3.1 

Found within the Documents section  

https://www.spenergynetworks.co.uk/pages/documents.aspx within the “Policy & 

System Design” sub-section or directly via the link 
https://www.spenergynetworks.co.uk/userfiles/file/ASSET-04-020.pdf  

 

6.2. Inspection 

6.2.1. DNOs shall be entitled to inspect ICP works. However, DNOs should be mindful 

of their obligations in respect of competition in Connections, and should therefore 

consider appointing independent inspectors to undertake this activity. In any case, such 

inspection should not unduly restrict or delay the Accredited ICP from undertaking work 

and must be no more onerous than the quality assurance regime used for the DNO's own 

Connections' activities. 

6.2.3.  If the DNO identifies a non-conformance, the DNO shall specify what the non- 

conformance is and set out the corrective actions that need to be undertaken. On 

completion of the corrective actions, the ICP shall advise the DNO and the DNO shall 

be entitled to revisit the site and carry out a further inspection. 

 

SPENs policy for inspecting networks constructed by ICPs is set out in the document 
ASSET-04-020 Inspection and Monitoring of Networks Constructed by Independent 

Connection Providers, which is available on the SP Energy Networks website. “Table 4: 

Information on Inspections”, below, details the statistics of the number of inspections 

made. 

The ICP is able to self-inspect his own construction work and provide photographic 

evidence of the work. If the ICP elects to self-inspect, there are no associated inspection 

and monitoring charges. The different inspection levels are set out in the policy 

document ASSET-04-020 Inspection and Monitoring of Networks Constructed by 

Independent Connection Providers, section 10.3, and detailed in the extract in the 

evidence below. 

SPEN staff and contractors complete a rigorous training and assessment plan as part of 

their initial placement. Their work is reviewed on a regular basis as part of the standard 

protocols when Team Leaders and Project Engineers attend site.  

 

Supporting evidence 

Process document ASSET-04-020 – section 10.3 

https://www.spenergynetworks.co.uk/userfiles/file/ASSET-04-020.pdf 

 

https://www.spenergynetworks.co.uk/pages/documents.aspx
https://www.spenergynetworks.co.uk/userfiles/file/ASSET-04-020.pdf
https://www.spenergynetworks.co.uk/userfiles/file/ASSET-04-020.pdf


 

 

 

Extract from ASSET-04-020 Inspection and Monitoring of Networks Constructed by 

Independent Connection Providers: 

 

 

 



 

 

 

 

 

Table 4: Information on Inspections – SPM 

 

 

 

SPEN inspections of our direct labour are more focused on operational safety. We 

completed a total of 2,703 inspections over the reporting period of which 1196, 44.2% 

were Connections. 

Number of Inspections 

Made

% of inspections 

made

Number of 

Connections made 

(exit points)

Comments

DNO 1,196 44.2% 3562

ICPs 67 1.3% 274



 

 

 

The % of inspections for ICPs is based upon the volume of inspections completed 

compared to the volume of whereabouts received. For SPM we received 5,335 

whereabouts notices through RAdAR and inspected 67, 1.3%. 

Number of connections made is taken from the RRP and represents the number of exit 

points adopted from ICPs. 

Table 4: Information on Inspections – SPD 

 

SPEN inspections of our direct labour are more focused on operational safety. We 

completed a total of 2,617 inspections over the reporting period of which 1,105, 43.1%, 

were Connections.  

The % of inspections for ICPs is based upon the volume of inspections completed 

compared to the volume of whereabouts received. For SPD we received 2,990 

whereabouts notices through RAdAR and inspected 555, 18.6%. 

Number of connections made is taken from the RRP and represents the number of exit 

points adopted from ICPs.  

 

7.2  Land Rights 

7.2.1. DNO will publish criteria which trigger the need for Land Rights relating to 

assets they will adopt or require access to, which shall be no more onerous than 

those it would seek for its own Connections activities. 

 

SP Energy Networks - SP Distribution plc (“SPD”) and SP Manweb plc (“SPM”) 

continually reviews the information it makes available to its connections customers. 

This information; ‘Land Rights for Connection Customers’ can be found on the website 

at 

https://www.spenergynetworks.co.uk/pages/land_rights_for_connections_customers

.aspx  

7.2.2. Subject to and in accordance with the terms of the agreed and applicable 

incorporated process, the IDNO will be able to negotiate on behalf of the DNO where 

IDNO and DNO dual use land right agreements are required so that they can secure 

the rights required for the connection and extension of the network. 

 

SPM have operated an incorporated process for a number of years with GTC, Energetics 

being historical users of the process and Energy Assets a more recent user. In 2018 we 

undertook a review of our Incorporated Process and took the opportunity to further 

highlight its existence through our Land Rights Stakeholder Panels with the refreshed 

Number of Inspections 

Made

% of inspections 

made

Number of 

Connections made 

(exit points)

Comments

DNO 1,129 43.1% 1105

ICPs 555 18.6% 158

https://www.spenergynetworks.co.uk/pages/land_rights_for_connections_customers.aspx
https://www.spenergynetworks.co.uk/pages/land_rights_for_connections_customers.aspx


 

 

 

process published on our website. This included revised steps for the introduction of 

new applicants to the process. This has attracted some further interest with 6 other 

organisations utilizing the system. 

SPD cannot use the incorporated process due to differences in Scots Law and English 

Law. All IDNOs currently use SPD’s Streamlined Process in Scotland. 

https://www.spenergynetworks.co.uk/pages/land_rights_for_connections_customers

.aspx 

7.2.3. DNOs shall provide model standard Land Rights documentation for use by 

ICPs. The ICP may prepare the legal documentation for the Land Rights for the 

signature or authorisation of the DNO. 

 

Copies of the standard SPEN land rights documents are published on SP Energy 

Networks’ website, see supporting evidence below. The documents published cover a 

full range of connection scenarios, including installation of cables and/or overhead lines 
only, installation of a standalone substation building, installation of substation 

apparatus within a larger building and apparatus installed to connect a windfarm. Land 

Rights documentation forms an agenda item at SPENs Land Rights Stakeholder Panel 

where SPEN will continue to seek feedback on the documentation from connections 

customers with aim of considering any improvement that can be made or any further 

requirements.  

Supporting evidence 

Website – On the ‘customer support’ section of the SP Energy Networks website there 

is a link to the revised Land rights for connections customers via Land rights and 

consents https://www.spenergynetworks.co.uk/pages/land_rights_consents.aspx 

https://www.spenergynetworks.co.uk/pages/land_rights_for_connections_customers.aspx
https://www.spenergynetworks.co.uk/pages/land_rights_for_connections_customers.aspx
https://www.spenergynetworks.co.uk/pages/land_rights_consents.aspx


 

 

 

 

 



 

 

 

If you select the link ‘Land Rights for Connections Customers’ this directs you to the 

main land rights webpage. 

Main Land Rights web page, see screenshots in Appendix xiii):- 

Direct link - https://www.spenergynetworks.co.uk/pages/land_rights_consents.aspx 

You then select land rights for connection customers, see screenshots in Appendix xiii), 

which provides all the information and documentation that is required. There is also a 

section which provides details in relation to the incorporated rights process within SP 

Manweb. 

 Direct link - 

https://www.spenergynetworks.co.uk/pages/land_rights_for_connections_customers

.aspx 

 

7.4 Adoption 

7.4.2. The ICP will provide the DNO all as-laid drawings and test certificates as 

specified by the DNO. This information should be no more onerous than the 

information provided by the DNO’s own Connections' activities. 

 

If an ICP undertakes some or all the contestable works, for a connection SPEN will be 

adopting, they are required to work in accordance with the terms and conditions of our 

Construction and Adoption Agreement. 

Guidance on Construction and Adoption Agreements is contained on the website. 

The web page includes bilateral and tri-partite agreements and the applicable terms and 

conditions. The information is the same as we would require for our own works. 

Supporting evidence 

Website – found within the “Documents” sub-section of the Other Connection Providers 

page 

https://www.spenergynetworks.co.uk/pages/competition_in_connections_document

s.aspx 

or directly via 

https://www.spenergynetworks.co.uk/pages/construction_adoption_agreements.asp

x, please see screenshot of web page in Appendix 1 xv)  

 

10.0 Dispute Resolution 

10.1. The DNO’s complaints process will be used where any party considers that a 

DNO is not meeting their obligations under this code of practice. The complaints 

process will include appropriate levels of escalation within the DNO organisation. 

Each DNO shall publish their complaints resolution process on their website. 

https://www.spenergynetworks.co.uk/pages/land_rights_consents.aspx
https://www.spenergynetworks.co.uk/pages/land_rights_for_connections_customers.aspx
https://www.spenergynetworks.co.uk/pages/land_rights_for_connections_customers.aspx
https://www.spenergynetworks.co.uk/pages/competition_in_connections_documents.aspx
https://www.spenergynetworks.co.uk/pages/competition_in_connections_documents.aspx
https://www.spenergynetworks.co.uk/pages/construction_adoption_agreements.aspx
https://www.spenergynetworks.co.uk/pages/construction_adoption_agreements.aspx


 

 

 

SPEN has processes in place which are well defined, operational and easy to follow. The 

initial escalation process which is available on the website, see Appendix xvi), is a 2-step 

process whether project specific or process related. If not resolved satisfactorily then a 

complaint can be raised following the Complaints Procedure, detailed on the website, 

which is monitored and escalated using an internal 4 step process, moving to step 5 only 

if we have been unable to resolve.  

Supporting evidence 

Escalation Process - 

Website link - https://www.spenergynetworks.co.uk/pages/escalation_process.aspx 

Screenshot of web page 

 

 

 

https://www.spenergynetworks.co.uk/pages/escalation_process.aspx


 

 

 

Complaints Procedure - 

Website link - https://www.spenergynetworks.co.uk/pages/complaints.aspx 

Screenshot of web page 

 

 

https://www.spenergynetworks.co.uk/pages/complaints.aspx


 

 

 

 

 

 

 
 


