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Proposition testing with a B2B audience 
BUSINESS CHALLENGE 
The move to a low carbon future is expected to increase 
demand for electricity in the UK, which in turn will increase 
faults. Active fault level management will help Distribution 
Network Operators to quickly connect customers’ low carbon 
demand and generation at a lower cost than traditional 
reinforcement.    

OUR APPROACH 
Impact Research designed a programme of customer engagement to take Respond to market, 
optimise the proposition and then trial the method. 

OUTCOME 
Analysis of the customer survey responses proved the hypothesis that the Respond method 
enables a market for the provision of an FCL service. 
A target market has been identified of customers most likely to  participate in an FCL service, and 
communication materials revised accordingly.   
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 First, an Engaged Customer Panel was formed of Industrial & Commercial and Demand Generation 

customers. They provided valuable feedback on the content of Respond and FCL service 
communication material via a series of focus groups, and also piloted the customer survey.   
A statistically robust and representative customer survey was then conducted to quantify  reactions to 
the FCL service, assess likely uptake and ascertain the appropriate price point.   
Finally, during the trail phase Impact Utilities maintained regular contact with customers trialling the 
FCL service to understand how, if at all, if at all, reactions, behaviour and views change over time. 

The Respond project actively manages ‘fault level’ on the network using  a range of techniques, 
including the Fault Current Limiting (FCL) service. The FLC service would be purchased from 
industrial and commercial customers, whereby large electrical motors and generators would be 
remotely switched off for a few minutes in the event of a network fault. Customer engagement was 
required to assess appetite for the FCL service, and help structure the appropriate contracts. 
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