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Energy Assist
Helping our customers manage fuel price increases

Joint Initiatives
Working with other organisations

Safe, Warm and Well
Getting life-saving information to the most vulnerable

Best Practice
Setting a good example in the energy industry
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In 2006, EDF Energy has expanded and integrated
a wide range of activities. We consider this
community and social responsibility agenda
central to our Company Ambitions:

e To care more for our customers.

e To be a safe and responsible company.

¢ To be recognised as a point of reference in
the industry.




AN OVERVIEW OF THE SOCIAL ACTION PLAN 2006

I am particularly pleased to be presenting the EDF Energy Social Action Plan
Report on 2006, as it demonstrates again how flexible, innovative thinking can
help tackle the major issues facing our customers and our business.

New to this role myself, | have been impressed by the tangible
difference we are making to people’s lives.

2006 was dominated by the rise in the wholesale price of fuel, which
resulted in higher energy costs for customers across the country.
This affected all energy suppliers, and we were pleased to collaborate
with five major competitors and the Department of Work and
Pensions in a trial campaign targeting vulnerable households.

Our own business model allows us to respond rapidly to market
changes, as demonstrated by our discounted Energy Assist tariff,
aimed at those in most difficulty. We were also the first company to
offer a fixed price product to prepayment customers.

Perhaps one of the most important features of the year was our focus
on training and information, not just making our own staff more
effective in supporting our customers, but also sharing that know-how
with others, including dedicated WRVS volunteers and Citizens
Advice Bureau (CAB) advisors. EDF Energy is continuously developing
best practice in reaching the people who need most help.

Looking forward, we will continue to support vulnerable customers
with another awareness campaign in 2007, and we are redesigning
our bills to be clearer and easier for customers to understand.

In my twenty years with EDF Energy, | have seen the business
embrace social and corporate responsibility, not merely for PR or
marketing purposes, but because we recognise the importance of

working together with third parties to create a sustainable business.

The Social Action Plan is about effective delivery, partnership and
project management in areas that ensure EDF Energy continues to
set the highest standards.

A

John Richards
Head of Social Markets, EDF Energy

PREPAYMENT FIXED PRICE
ELECTRICITY 2010

In July 2006, we became the first energy
supplier to offer a fixed price solution to
our prepayment customers.

Customers using prepayment meters
include many households on tight
budgets, for whom sudden electricity
price increases could be a real challenge.
Our response was to offer price increase
protection to our Powerkey meter
customers. By signing up to a slightly
higher tariff now customers can secure
that price right through until July 2010.

We will be undertaking a field sales trial
of the scheme in 2007.

Facts:
e Product available July 2006-March 2007
® 20,000 customers signed up
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SOCIAL RESPONSIBILITY IN ACTION

Energy Assist is an innovative response to the challenge of fuel poverty,
which offers a socially responsible tariff to those households most at risk.

The British Government defines households as ‘fuel poor’ if they
spend 10% or more of their household income on energy.

Energy Assist is the successor to our Price Change Exemption (PCE)
scheme, which began in January 2005. Over 55,000 existing PCE
customers were automatically transferred over to Energy Assist on
We recognise that for these people, rising fuel costs are a real 1 April 2006.
challenge. In response, we have developed Energy Assist — the first
product of its kind targeted at customers who may be struggling with
the cost of energy. Energy Assist enables them to receive a 15%

discount on our current Standard tariff.

It is easy for the customer to participate in Energy Assist: the tariff
is simply applied to customers on Standard and Economy 7 meters,
while homes fitted with prepayment and complex metering will
automatically receive a cheque rebate each year.

EDF Energy is an industry leader when it comes to supporting the

Government’s aim to eradicate fuel poverty by 2016: Energy Assist

builds on the success of our previous initiatives.

“On their own, energy companies can’t solve the problem of
fuel poverty but if they are determined enough, as EDF Energy
has shown, they can make a significant contribution. Against
a backdrop of soaring energy bills and dire winter weather
predictions, | urge all energy suppliers to take a leaf out of
EDF Energy’s book and renew their efforts to look again at
what action they can take to improve the quality of life for
their hardest-pressed customers”

Allan Asher, Chief Executive, Energywatch — 24 November 2005

ENERGY ASSIST - FACTS

Start date: 1 April 2006

Customers: 57,000 currently, including
20,000 prepayment customers

Eligibility: Existing PCE customers and
those who spend more than 10% of
their total net annual household income
on their annual household energy
costs, and/or are in receipt of income
support and/or pension credit benefits.

Tariff: 15% discount on our current
Standard tariff.

Added value: Households applying for
Energy Assist can also get a free benefit
entitlement check and free energy
efficiency advice.

EDF ENERGY SOCIAL ACTION PLAN 2007 | 03






JOINED UP THINKING IN SUPPORT OF VULNERABLE CUSTOMERS

EDF Energy is committed to working with a broad range of parties to find
new and better ways of promoting energy efficiency and supporting our

most vulnerable customers.

We estimate that there are around 400,000 fuel poor households

in the EDF Energy customer base. These customers may be on low
incomes and facing high energy costs. A joined up approach is
essential in tackling the complex causes of fuel poverty, and we have
been proactive in working with Government agencies and interested
organisations throughout 2006.

OUR CONTRIBUTION TO THE
ENERGY REVIEW

In 2006, the Government carried out a wide-ranging Energy
Review. In our submission to the review, we proposed that
a range of measures should be utilised to reduce the size
of energy bills, with delivery tailored to match individual
customer needs. For example:

* An energy credit scheme to provide relief for the most
vulnerable households

® Anincrease in the number of benefits actually being claimed
by those eligible

* An enhanced Warm Front scheme to tackle those homes
that are hardest to heat

e Legislation to encourage private landlords to invest in
energy efficiency

We have worked with local authorities and housing associations; the
Department of Work and Pensions; the National Right to Fuel Campaign
lobby group, and with front line support providers, such as the
WRVS (formerly Women’s Royal Voluntary Service), National Energy
Action (NEA) and the network of Citizens Advice Bureau.

EDF ENERGY TRUST

EDF Energy was the first energy company to establish a trust
fund which provides cash grants to help customers struggling
to pay their bills because of financial hardship.

Since October 2003 the fund has made over 4000 awards

to individuals and families, worth over £1.8 million. Equally
importantly, we have supported a wide range of social agencies
and partner organisations, with more than 50 awards totalling
£1million.

PREPAYMENT METERS

EDF Energy was the first energy supplier to remove the standing
charge on electricity prepayment meters, which are commonly used
by lower income households. In December 2006, we increased gas
emergency credit levels for existing customers from £2 to £6.

NATIONAL RIGHT TO FUEL
CAMPAIGN SEMINAR
Portcullis House, Tuesday 5 December 2006

Jo Steven, Director of Marketing, EDF Energy
Paul Lewis, Financial Journalist, Moneybox Live
Lesley Davies, Chair of Campaign Steering
Group, NRFC

EDF Energy has led the industry by taking
actions that make a difference. At the
National Right to Fuel Campaign Seminar,
we took a strong position on what needs
to happen next. We called for:

e Other suppliers to follow our lead, with
initiatives such as socially responsible
tariffs, trust funds and flexible
prepayment metering.

e Greater flexibility in Energy Efficiency
Commitment (EEC) to do more about fuel
poverty through the pooling of available
resources.

e A stronger focus on benefit checks
supported by Government.

e The separation of social and
environmental objectives, if we are to
deliver the best for both low-income
households and the environment.
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WARM ZONE FACTS:
20 local people employed
100,000 homes in East London
assessed

15,000 received heating equipment
or insulation measures

Over £8m invested

£750,000 extra benefits claimed
14 London Boroughs
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PROMOTING ENERGY EFFICIENCY THROUGH JOINT INITIATIVES

EDF Energy continues to support the Energy Efficiency Commitment
(EEC) through a number of innovative engagements with other
service providers, such as insulation installers, retailers, managing
agents, social housing organisations and charities.

Under the terms of our commitment, at least 50% of energy savings
are focused on Priority Group customers, such as those in receipt of
one or more income-related benefits.

Our activities in 2006 have included the promotion of cavity wall and
loft insulation, low energy light bulbs, energy efficient appliances
and gas condensing boilers.

Energy Efficiency Commitment Facts
Since 1994 we have:
e invested £145m in EEC
e saved over 20,100 GWh (million units) of electricity —
the equivalent of switching off power in London for 8.5 months
e provided over 8.9m low energy light bulbs
e installed 527,366 home insulation measures
e provided 509,283 energy efficient appliances

In 2006, our contractors insulated over 17,500 cavity walls and
nearly 25,000 lofts for Priority Group customers; carried out 9,500
subsidised gas condensing boiler replacements and handled over
30,000 energy efficiency advice calls.

WARM ZONE EXTENDED FROM EAST TO WEST

EDF Energy funds London Warm Zone, part of a not for profit company
owned by the charity National Energy Action (NEA). Founded in 2001,
with the London Borough of Newham, the scheme now extends to
14 London boroughs in all.

The Warm Zone approach involves door- to-door assessments to
identify those customers who will benefit most from improved energy
efficiency and lower bills. It also offers a comprehensive benefits
entitlement check, where specially trained advisors visit customers
and help them to complete application forms.

We have been working in East London (Newham, Barking and
Dagenham, Hackney, Havering, Redbridge, Tower Hamlets and

Waltham Forest) for some time, securing investment of £8m in
supporting vulnerable customers, with funds drawn from the
Government’s Warm Front grant, local authority and EDF Energy’s
own EEC funding.

Such is the success of the scheme that Warm Zone has just won
the contract to manage a scheme across a further seven West
London boroughs:- Hillingdon, Brent, Hammersmith and Fulham,
Ealing, Harrow, Kensington and Chelsea plus Hounslow.

Our target for the next two years is to deliver a further 70,000
household assessments, and £10m of heating and insulation
measures.



BREAKING DOWN LANGUAGE

FINDING NEW WAYS TO REACH PRIORITY GROUP CUSTOMERS BARRIERS

EDF Energy is supporting an Energywatch
initiative highlighting the need for
bespoke communications to ethnic
groups. We were co-sponsors of the
launch event, held in Newham on

24 February 2006 and an accompanying
leaflet in 13 languages.

We provided volunteers with training and information on energy

efficiency measures and energy saving advice. Our Helping Hand
leaflets were passed on by the volunteers to their service users,

who could then ask for an energy efficiency survey with the help
of a WRVS volunteer.

How effective is the voluntary sector?

In 2006, we strengthened the well-established research relationship
between EDF Energy and the WRVS (formerly Women’s Royal
Voluntary Service) in order to understand the needs of the most

isolated and hard to reach individuals. The leaflet was distributed in the South

East and South West before being rolled-
out nationally. The campaign targets
fuel poor regions with a high proportion
of black and minority ethnic consumers.
Energywatch is distributing the
information via community leaders and
direct to households through
face-to-face activity.

Of the 100,000 print run, around 23%
are in Hindi, 16% in Urdu, 10% each in
English and Arabic, nearly 8% in French,
6% in Bengali, 5% in Chinese and
Gujerati, with the remainder split
between Farsi, Yorubu, Somali, Amharic
and Vietnamese.

Together, we ran a trial in Crawley, Sussex, to promote energy
efficiency to WRVS Service Users via the charity's volunteers. WRVS
Crawley has 80 full and part time volunteers, working in Community
Services and Food Services, more commonly known as Meals on
Wheels. These volunteers support 350 service users, 250 of whom
visit the centre independently.

If the survey revealed a need for additional loft and cavity wall
insulation, this was provided free of charge to those eligible for the
‘EEC Priority Group’, and grant assisted for non-Priority Group
customers. If customers chose to switch their energy to EDF Energy,
the ‘Doing My Bit Box’ was offered free of charge.

HOW EFFECTIVE IS DIRECT MAIL?

Working alongside the Department for Work and Pensions (DWP)
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National Results

and five other energy providers, we trialled a direct mail campaign to
100,000 current benefit claimants. 25% were aged 70-80 years old
and 75%, 80+. All were eligible for EEC Priority Group measures.

EDF Energy led the management and delivery of marketing
communications, print and fulfilment, and a high response rate
reflects the quality of our expertise with this target audience. The
accuracy of data and the targeting model were also key, to the
success of this campaign.

The pack, containing a letter, leaflet and business reply envelope,
offered a choice of telephone and coupon response options.
Customers calling in response to the mailing complimented the
content of the pack and its presentation.

Overall Response Rate (RR)..
3,445 calls handled
2,556 coupons received

3.44% RR
2.56% RR
Percentage of responses referred to EDF Energy ... e 2.77%
By 25 December 2006, EDF Energy had handled 166 referred calls,

providing tariff advice to 87, Energy Assist to 36 and adding 68 to
the PSR.

Summary of Measures
Cavity Wall Insulation
Loft Insulation ...........
Hot Water Tank Jackets
Total Number of Measures
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