
NEW FACES 
AT MANWEB 
Lisa Sidoli 

Lisa graduated in 
1994 with a BSc 

Honours Degree in 
Economics from 
the University of 
Bath. That 
September she 
joined a small team 
in the University's 
Accommodation 
and Conferences 
Office as the 
Conference Co-
ordinator. In this 
role she used her 
skills to sell Bath as a conference centre. 

Her involvement in setting up a training programme 
for colleagues sparked off Lisa's interest in the staff 
development aspect of Human Resources, prompting 
her decision to pursue a career in this area. 
During her first week as a graduate trainee in Human 

Resources at Manweb, she learned about the 
various roles of the staff within the department and 
fami liarised herself with the Company Agreement. 

"Over the next two years I am looking forward to 
learning in depth how each department within Human 
Resources functions and the role of other 
departments such as Customer Service, Information 
Systems and Finance," said Lisa, who will also be 
attending the Institute of Personnel and Development 
Stage Two course at NEWI in Wrexham. 
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David Rodger 

Glasgow-born David Rodger 
graduated from Manchester 

University with a degree in 
Modern History with Economics. 

He is enjoying his new role in 
Customer Service at Warrington, 
in an area which he sees as 
crucial to the success and future 
of Manweb. 

"I believe we must compete in 
the area of customer service as 
much as on prices which, these 
days, may not vary much from 
those of our competitors," he 
said. 

David previously had a brief 
spell with the Inland Revenue in 
a clerical and customer service 
role. He joined Manweb after 
spotting an advert in Manchester 
University's Careers Bulletin. 
"As a Manweb customer myself, 

I was aware of the company's 
reputation for customer service 
and so had no hesitation in 
applying for a post." 

When not working, David's 
interests are travel, swimming, 
mountain biking and football -
he's a Liverpool supporter since 
moving there from Scotland. 

Georgina Baggot 

Born and bred in Stockport -
deep in Norweb territory -

Georgina Baggot graduated in 
International Business and French 
from Aston University in 1995. 

Georgina was previously 
employed by a firm which 
manufactures and supplies raw 
materials for contact lenses, and 
was mainly responsible for the 
company's French market 
customers. While there on an 
unpaid placement, she replied to a 
Manweb advert which appeared in 
a University vacancy bulletin and 
joined the company as a graduate 
management trainee on 23 
September. She hopes her three
year traineeship will be the start of 
a successful career with Manweb. 

At the end of her first week, 
Georgina described her new 
colleagues in Customer Service at 
Warrington as quick to help and 
very friendly. She was also 
impressed with the speed and 
efficiency of the staff in the call 
centre. 

In her free time, she enjoys 
socialising with friends and playing 
netball. 

Taking the pledge 
The first intake of apprentices since Manweb 

became part of the Scottish Power group are 
pictured signing their 'Modern Apprentice' pledge at 
the Technical Training Centre in Hoylake. 

Seated are (I-r) John Bell, Cewtec's Employer 
Training Adviser; Dave Winter, Manweb's Technical 
Training Services Manager; apprentice Stephen 
Jones, and Non-Technical Training Manager Glyn 
Jones, watched by the 11 other modern apprentices. 

One of them, James Poynton, said: "I'm very proud 
to be offered the chance to become a Manweb 
apprentice." 
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A BETTER DEAL 
FOR CUSTOMERS 
Manweb marked its first 

anniversary as part of the 
Scottish Power group by 
regaining the highly-valued 
Charter Mark, continuing to 
improve customer service and 
reducing electricity bills for small 
customers. 

There were over 740 applications 
for the Charter Mark this year, with 
the standard being higher than ever, 
and Manweb's success reflects the 
company's excellent customer 
service achievements. 

Figures just out comparing 
performance in the six months to 
September with the same period last 
year show that total customer 
minutes lost - the key measure in 
distribution - has almost halved, 
falling from 52 to 28. 

There has also been an 
encouraging increase in the 
percentage of restorations 
completed within the three-hour 
standard - 89.96 per cent against 
83.35 per cent - and a fall in the 
number of faults per 100 km, from 
8.72 to 7.03. 

Impressive 

The results in Customer Service 
are equally impressive. Payments 
for fa iling to meet guaranteed 
standards have plunged from 117 to 
just 38 - a record low - and the 
company has met targets in all but 
one of the eight performance 
categories. 

Although there has been an 
increase of 6 in the number of 
complaints to Offer, recent trends 
are showing a marked reduction 
and, with continued effort, should 
see a full year improvement. 

Continued on page 2. 

Vision is 'clear and simple' 
No-one in Manweb can have a better appreciation of the new group mission statement 

and values than Chief Executive Charles Berry. 
For Charles was one of the leading players, along with Bob McMahan (currently on the 

Southern Water transition team), in the process from which the new values emerged. 
Now one of his key responsibilities is to instill them at Manweb. 

"The values are very important as a guide to determine what sort of company we are 
going to have in the future. A clear and simple vision helps us work better as a team," said 
Charles. 

He added that although he had been in post for a relatively short time, he had been 
encouraged to meet staff who were examining the values in relation to their own work. 

In this issue of Contact we concentrate on that very point - how Manweb staff are 
contributing to the business along the avenues defined in the group mission statement 
and values. 

We look at the benefits of integration, particularly what Manweb people here and in 
Scotland are doing to help the business prepare for the challenges of 1998, and how the 
new Network Management Centre is likely to make for improved investment decisions 
and customer service. 

We also follow the latest developments in customer service, report on how staff are 
responding to development opportunities and outline the work being done to ensure that 
Manweb continues to enjoy the trust of the community it serves. 

Special 16-page 'Values' edition 













Satisfaction 
guaranteed 

Customers polled in a survey comparing gas, electricity, 
telecoms and water companies gave Manweb the best 

marks in nearly all measures of service, including supply 
reliability, response to enquiries and ease of payment. 

The survey of Manweb's domestic customers, commissioned 
by the company but carried out by independent researchers, 
shows an improvement in the level of customer satisfaction with 
Manweb between September 1995 and April 1996. 

While the improvement is in line with an enhanced public 
appreciation of the utilities generally, it may also reflect the 
positive effects of Manweb customer service initiatives such as 
increased supply reliability and the provision of more accurate 
estimated bills, the survey notes. 

Encouragingly, customers have taken into their stride the 
closure of Manweb shops, which alongside a visit from the meter 
reader was the customer's most important point of contact with 
the company. 

The closures, offset by the creation of new customer service 
centres and the expansion of third party outlets for meter cards, 
for example, has had no negative effect on levels of customer 
satisfaction. 

The research, conducted for marketing purposes during April 
and involving around 1,000 domestic customers, shows that 
people have an even more positive attitude to Manweb than they 
had last year - though not as positive as in 1994. 

Manweb emerges from the survey as a well-run, customer
focused company which works hard to make it easier for people 
to carry out their daily lives and is committed to providing the 
community with essential services. Manweb is also perceived to 
be friendly, trustworthy and environmentally conscious. 

In fact, the vast majority of customers said they would be 
staying loyal to Manweb when the electricity market was opened 
up to full competition in 1998. Scottish Power is the only 
alternative supplier most would consider. 

Another interesting insight into our customers' psyche is 
provided by the responses from our stoic Clwyd customers 
whose supplies are affected more than most in bad weather but 
who are MOST likely within all the former districts to appreciate 
Manweb's efforts to maintain services. 

What our customers won't tolerate, however, is being passed 
from pillar to post. Though nearly two-thirds of them were very 
happy with their most recent contact with Manweb, a small 
percentage expressed dissatisfaction with our service, with "slow 
and long winded" procedures. 

Boost for Wrexham 
Manweb is spending over £1 million to boost power 

supplies in Wrexham. The work will involve renewing 
and upgrading underground and overhead power lines to 
meet customers' needs. 
Network Operations Manager Andy Lloyd explained: "We 

are carrying out this work to reinforce and upgrade our 
33kVand 11kV network around Wrexham. The scheme is 
part of our ongoing investment programme and will 
ensure we can give customers the best possible service. 
It will also help provide a more secure and reliable supply 
to the Wrexham area and Wrexham Industrial Estate." 

Manweb expects to complete the work by April 1997, 
when more than six kilometres of power line will have 
been renewed. 
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The Maid of the Loch. 

Taking the low road 
to Loch Lomond's 

bonnie banks 
Trenchless technology pioneered by Manweb will be 

used to preserve one of Scotland's most prominent 
areas of scenic beauty later this month, when 
Scottish Power installs a power supply on the bonnie 
banks of Loch Lomond. 

The company is meeting the £20,000 cost of installing the 
supply, which will make restoration of Scotland's only 
remaining inland paddle steamer, the Maid of the Loch, a great 
deal easier. 
Built in 1953, the Maid of the Loch has transported thousands 

of people up and down one of Scotland's most famous lochs. 
She had lain derelict since 1981 until her new owners, the 
Loch Lomond Steamship Company, decided to raise £2 million 
to get her ship-shape once again to transport tourists in style. 

Jim Johnson, Business Development Manager in 
Scottish Power's Power Systems business, said: 'Thanks to 
our new rig - which we took delivery of a few weeks ago - and 
the assistance we have had from the trench less team at 
Manweb under Steve Wilson, we will be taking the low road to 
Loch Lomond's bonnie banks, causing virtually no impact on 
the environment." 

He added: "We have also used the technology for work at a 
prominent Glasgow school, where the absence of trenches 
improved safety for the pupils and caused minimal 
inconvenience." 

The machine is being tested by the Clyde Region of 
Scottish Power - which is twinned with Manweb's Merseyside 
Region - and, judging by its usefulness so far, the technique 
may well be extended to other Scottish Power regions. 
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THE SHOW 
MUST GO ON 

The show must go on! We're in the mood for more ... 
That's the message coming loud and clear from 

elderly people who have travelled down memory lane in 
song and dance via a Manweb project organised in 
conjunction with Age Concern. 
'In the Mood', performed by Eyewitness Theatre Company of 

Warrington, is a hypothermia (old and cold) awareness 
project. 

It is a touring show described as 'a heart-warming song and 
dance spectacular to celebrate the songs and memories of 
yesteryear, raise the temperature, melt away the blues and 
get in the mood for Christmas'. 

Venues include day centres, luncheon clubs and primary 
schools - the content is allied to the National Curriculum. 

At past performances, facilitators in 1940s costumes like GI 
uniforms have encouraged the old folk to reminisce - mainly 
about the cold winter of 1947. 

Message 

This paved the way for the show and its over-riding 
message that Manweb helps keep you warm, highlighting the 
benefits of Manweb support services for older people. 

Performances have been staged at 41 venues. Initial 
feedback through evaluation forms indicates that the shows 
are well received and enjoyed. 

Ninety per cent of those who responded thought that the 
message was clear and appropriate, and 85 per cent said the 
reminiscence component was valuable. 
Encouragingly, 90 per cent suggested that the project should 

be ongoing. 
"It's all good fun, but with a serious message about raising 

old people's awareness of the need to keep warm," said 
Manweb's Community Relations Manager John Kennedy, 
who has liaised with Age Concern and Eyewitness Theatre to 
keep the event going. 

THE FINAL 
COUNTDOWN 
The countdown has begun for this year's prestigious 

Community Champions Awards ceremony, to be 
held at Chester's Grosvenor Hotel on Friday, 29 
November. 

All nominations have now been received for the 
Manweb/Chronicle newspapers-sponsored annual 
awards, and the judges are now going through the 
rigorous process of selecting the Man, Woman, Young 
Person, Group and Environmental Champion of the 
Year from the hundreds of entrants in the Chester, 
Clwyd, Ellesmere Port, RuncornlWidnes, South and 
Mid Cheshire areas. 

/ , 

Logistics Manager Don McRae, who organised the golfing 
day, tees off for charity. 

Golfers club 
together 

for charity 
by Jan Cahill 

Manweb staff swung into action at Eaton Golf Club, 
Chester, to raise funds for charity. 

They were taking part in the NCH Action for Children 
Charity Golf Day, which raised a grand total of £4,000. 

The 20 teams of golfers who participated consisted of 
Manweb staff and their business contacts. 
The golfing was followed by an awards presentation dinner. 

Formula Three British racing champion Ralph Firman, 
representing the Scottish Power-sponsored Paul Stewart 
Racing team, together with NCH Action for Children 
Chairman Philip Beresford-Adams, and Manweb Personnel 
Services Manager Mike Townson presented the prizes. 
First prize, comprising a washing machine, dishwasher and 

two fridge-freezers, went to a team from J. Kennedy and Co, 
and second prize - a hi-fi system, portable televiSion, video 
recorder and vacuum cleaner - went to Hawker Siddeley 
Switchgear. D & A Systems took third place, winning four 
sets of Edinburgh Crystal glassware. 

Success 

There was success, also, for two teams representing 
Manweb. Steve Buswell, Bryn Morris, Mike Edwards and 
Ian Williams won the 17th hole nearest the pin competition, 
and Jim McLennan, Simon Lavin, Sue Goodyear and Tony 
Dowd won the 11th hole nearest the pin competition. All the 
team members won a bottle of whisky. 
Manweb Logistics Manager Don McRae, who organised the 

event, said: "I would like to thank all our staff and business 
contacts for their participation on the day. 

"The money donated will help provide much needed 
equipment and funds for the NCH Action for Children Lache 
Family Centre Project, in Chester, which assists many 
families in the local community." 
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IValue 5: Teamwork and Leadership I Almost a year to the day Manweb 
officially became part of the 

Scottish Power group, Chief Executive 
Charles Berry, in an interview with 
Contact, spoke about his first few 

months at Manweb, progress to date 
and the priorities for the year ahead 

A GOOD 
FIRST YEAR 

How is the business performing? 
"Manweb is still in the process of adapting to its vital role as 

a member of a big, multi-utility group, but things are going well 
and I am delighted to be able to report a continued 
improvement on the main indicators of our performance in 
distribution and customer service. The April to September six 
monthly figures show a downward trend in all-important 
Customer Minutes Lost and in complaints to OFFER. 
"Our focus has been on improving the efficiency of our 

distribution and customer service operations and this is 
certainly paying off. 
"To date, major efficiencies 

at Manweb and 
Scottish Power have come 
about through the two-way 
process of sharing best 
practice , and it is 
encouraging to see just how 
much we have to contribute 
to the main business. 

"Competitive pressure 
means we must, of course, 
continue with this approach, 
and investigate whether 
there are any further 
opportunities for cost
savings, but at no sacrifice 
to performance and 
customer service. 
What does multi-utility mean for Manweb? 

"Manweb is part of one of the largest multi-utilities in the UK. 
Within the group we have the key skills and expertise in the 
major utility markets, including electricity, gas, telecoms and 
water sewerage, and a customer base of five million following 
the Southern Water takeover. 

"We will be in a strong position as these markets are opened 
up to competition , so long as we stay committed to being 'best 
in class' on customer service and cost efficiency." 
How will competition affect our business? 

"There is no doubt that massive changes will continue to take 
place in the sector. At Manweb we have multi utility neighbours 
to the north and the south and the group is going to feel 
competitive pressure no matter what we do. 

"But a lot of thought has gone into our strategy and it's a good 
sign that national and international companies are now 
benchmarking Scottish Power. Two or three years ago it was 
the other way round ." 
How will this affect staff? 
"It's almost a cliche, but it's nonetheless true that staff are the 

key to our success. At Manweb we have introduced Open 
Learning , an MBA programme and a management 
development programme to help staff fulfill their own potential 
and at the same time enhance their contribution to the 
business. 

'These opportunities are a direct result of the fact that we are 
now part of a growing business determined to succeed in a 
rapidly changing business environment." 
How have you been received? 

"My main priority since I got here has been to visit all the 
company locations and meet as many staff as I can. I have 
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been very encouraged by their reception and it is obvious to me 
that we have very skilled and committed staff who continued to 
give customers value for money during what must have been a 
very difficult past 18 months. 
"Take our former retail staff as an example. In March last year, 

Manweb announced it was pulling out of that business, then in 
July the bid was launched, then last autumn ScottishPower 
came in and now retail staff are part of customer service! 

"Distribution was also going through a reorganisation at the 
same time, but it seems that the new structure for customer 

service and distribution 
is a sensible one." 
What role will 
Manweb play in the 
wider community? 

"It has been great to 
see the very positive 
way industry, local 
authority and trade 
union leaders have 
responded to the team 
when we have visited 
them. It shows they 
appreciate the 
fundamental role 
Manweb plays in the 
local community and 
that certainly will 
continue as a major 

priority for me. This month, for example, we are reducing the 
cost of electricity to small businesses by up to an average of 10 
per cent, keeping a promise to share the benefits of cost 
efficiencies with customers. We are also encouraging 
economic development through supporting a network of 
industry partnerships and we continue to be active sponsors of 
community activities." 
The new Values - what do they mean to the business? 
"These are crucial to the success of the business because they 
define what sort of company we will have in the future and how 
we will get there. The values are dynamic and reflect the 
group's enthusiasm for a team-based approach to building 
businesses. 

'They also reflect the importance of the customer, something 
which is already appreciated throughout this company. For 
example, when I was visiting linesmen in Machynlleth , they 
talked to me about customer minutes lost and what they were 
doing to reduce them. 

"That was very encouraging because the customer is a very 
important person, from the point of view of our regulatory 
responsibilities and also the increase in competition for the 
customer's signature just around the corner." 
On a more personal note, you were already familiar with 
the area? 

"Well there is definitely a link between my family and the 
Manweb area. My daughter Isla, now 12, was born in St Asaph 
when I worked for the north Wales operation of Pilkington. Also 
I believe Clwyd is from the same origins as the name Clyde, 
the river which runs through my home town of Glasgow, and the 
road of the factory where I worked in St Asaph was named 
Glascoed! We have some good friends here." 

IValue 5: Teamwork and Leadership I 

CAR WARS! 
Afoursome from Information Systems at Manweb defeated more 

than 80 teams from throughout the group to win a 'car wars' 
business game. 

Car enthusiasts Steve Sung, Jeremy Lawes, Paul Briody and Dave 
Williams made a £2.36 billion profit designing and manufacturing the 
classy executive models to which they themselves might aspire. 

Unless the Scottish Power group radically changes its focus, it is unlikely 
the upmarket Zeon and Nirvana (yours for £38,000) will emerge from the 
imagination to enter the Manweb contract car lists. However, the team 
did gain some business dividend for their efforts - a day out at Silverstone 
as guests of the Scottish Power-sponsored Paul Stewart Racing, the UK's 
leading Formula 3 outfit. 

Teamwork was very much the key to the Daewoo Car Workers Co
operative, with each member sharing the same executive status in the 
boardroom. 

Just before the game started, the four analyst/programmers came 
together to work on part of the Multi-Service Project. Participation more 
or less developed out of lunch-time chats about cars. 

Mirroring 

The game replicates the marketing, manufacturing, human resources 
and other business processes of a real car manufacturing company. 
Again mirroring real life, the competitors' decisions, fed into the master 
computer at the end of each trading cycle, would have an overall effect 
on the marketplace. 

The idea behind the competition is to encourage teamwork and an 
appreciation of how a company works. What would-be players don't 
appreciate is just how much fun they will get out of it - weekly strategy 
meetings are often held in the pub! 

The Manweb team proved just about self-sufficient as far as basic 
accountancy was concerned, though they went scrabbling for help 
whenever words like liquidity ratios arose. Their winning strength was a 
street-wise appreciation of computer game logic honed during their long 
days before the terminal. 

Chief Executive Charles Berry told the team he was very pleased the 
winners of this prestigious competition had come from Manweb, and so 
too was former Chief Executive Mike Kinski. 

But as a former senior manager in the car industry during a time of 
upheaval, the thought of a £2.3 billion profit after only five years must 
have brought tears to Mike's eyes! 

Information Systems Manager Tom Forrest (right) presents the 
1996 Business Game trophy to (I-r) Steve Sung, Jeremy Lawes and 
Paul Briody of the Daewho Car Workers Co-operative. The fourth 
member of the team, Dave Williams, was on holiday. 

Trevor's no 
stranger to 

transit! 
Manweb's new Finance Director Trevor 

Fenwick has hardly had the opportunity to 
put his feet under his desk at Sealand Road 
before having to re-pack for his move to the 
new head office on Chester Business Park. 

Trevor (pictured above) has replaced Bob Green, 
who has been appointed Group Controller within 
Finance, based at Scottish Power's Corporate 
Office in Glasgow. 

Manweb's Chief Executive Charles Berry said he 
was delighted that Bob's new role not only 
presented him with a marvellous career opportunity 
but also meant he would be retaining strong links 
with Manweb. 

Trevor, who reports directly to Charles Berry, was 
previously Head of Internal Audit within Central 
Finance, a post he had held since joining 
Scottish Power 20 months ago. 

Before that, Trevor, a chartered accountant, 
worked for the leading management consultancy 
McKinsey out of their New York office. He travelled 
allover the world with McKinsey, including North 
and South America, India and most of Europe. 

He spent 10 years with the chemical multinational 
Du Pont, completing a number of assignments in 
various divisions including finance, treasury, supply 
and internal audit. He has also worked for 
Omnicon, the American-based advertising agency, 
and the National Health Service. 

Trevor's travels have meant a fair bit of upheaval 
for his family - wife Fiona and son Alex (12) , whose 
two years in his current school in their native 
Newcastle is something of a record. 

Trevor brings to Manweb wide business 
experience. At Scottish Power one of his main 
tasks was the reorganisation of the internal auditing 
function to heighten awareness of internal controls 
at a business level and assist the group in meeting 
tightening standards of corporate governance. 

Outside work he is a keen tennis player and 
follower of rugby. 
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