Stakeholder
intelligence:
a 360° view

Gary Stokes
Head of Systems &
Frameworks
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Hello!

16 years at National Grid...

Managing
customer and
stakeholder
Lrﬁeear%EWI%ssatisfaction,
internal culture change

Leading external
engagement
programmes

> Gathering evidence
to support
stakeholder-focused
business plans
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aﬁ

Creating enablers

for relationship and

reputation

managsmeat
implementing
frameworks, focusing
on data




The National Grid context

Focus on the
regulator

Do what you're »
incentivised to do

Focus on the
stakeholder

Do what your
stakeholders need
you to do

Be systematic
and strategic

Build relationships,
trust and
reputation

Integrate into
decision
making

Use stakeholder
data to drive
Strategy and action

Localised & tactical

Embedded & strategic >
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Our problem statement

“We have a LOT of data, but with no easy way of collating or
accessing it, and no single version of the truth”

Surveys/polls Political data

NG messaging Community data

people Media

SRM (Tractivity) monitoring

Social media
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Our problem statement

“We have a LOT of data, but with no easy way of collating or
accessing it, and no single version of the truth”
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people Media

monitoring

Social media

nationalgrid | corporateaffairs



Intel 360 (aka the Stakeholder Intelligence Hub)

' N\
Ask Al
o
dh The Hub Dashboards/
Our portal reports
people
The managed front Maps/heatmaps
door for role-based
\_intallicnAancao J

mitall
TIeCTTgTTIce 7 Y

Governed intelligence layer
All data collated and controlled in one managed store

Surveys/ mgn:i:l::'in Social Political Communi
polls media data ty data
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GRID:HOME | Stakeholder Intelligence Hub
Welcome back, Gary

Search the Hub or ask a question Insights Apps Profile

JUST LANDED - market research for your region Viewall = Key Relationship sentiment Edit list >
o NE US Consumer Pulse - Wave 12 o Upstate NY affordability study . .
+48 -5 pts vs last month Write me a brief
What's happening in media
B2C: Customer/Consumer sentiment - US Media net sentiment

What's happening on an issue

+24 -3 pts vs last month

What's happening in government

CGED
f ¥ My stakeholder meetings
- !
- & Social media net sentiment [ + Add app from library j
. Stakeholder audience preferences
[Standard metric based on User / Area Filters / Latest headlines '8 -5 pts vs last month

i . Drill down via STACK: Future Talent Energy Industry
Positive Neutral Negative

Constituency Profiles
Energy Commentators B2B Customers

RepTrak reputation score - click to open RepTrak Compass Need help?

RAG by sikeholdergroup —
66.2 62.5 . B2C Customers Government & ‘ B2B Customers . Future Talent Energy Industry C
. . ompass >
g - Regulator p ( FAQs ) ( How to use

\—/




Benefits

Connects stakeholder, issue,
sentiment, media and policy
intelligence within a
governed environment

Goes beyond what we can
get from any one system
alone

Trusted data, with people still
in control

More efficient (more work
upfront, but less ongoing
bespoke solutions required)

(Hopefully) drives SRM
input
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Uses

> Supports improved
relationship
management

> Allows horizon scanning
and issue monitoring

> Automates briefings

> Generates reports and
metrics, feeds KPIs




Pre-requisites and challenges

Do: Beware of:

@ Start with priority use 5y $%*! in, $%*! out
cases

4 i+ Gaps in data
Take a data first

@l approach 2 Al

' Be jterative % The Exec’s wishlist

Manage expectations
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Questions/comments?
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