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WELCOME TO THE GAS INDUSTRY 
AWARDS 2017
ORGANISED BY IGEM AND EUA

In this special supplement, IGEM and EUA are proud to recognise the 
winners and runners up of the Gas Industry Awards 2017. 

The Institution of Gas Engineers and 
Managers (IGEM) and the Energy and 
Utilities Alliance (EUA) were delighted 
to once again welcome around 600 gas 
professionals to this most prestigious of 
events celebrating the best and brightest 
our industry has to offer.    

We had more than 100 nominations this 
year, making the job of our esteemed 
judges an especially difficult one. 
However, after hours of deliberation, the 
trophies were engraved and the envelopes 
sealed, ready for the big reveal at 
London’s Park Lane Hilton on 9 May. 

The judging panel, made up of leading 
figures from across the transmission, 
distribution and downstream gas sectors, 
had the difficult task of choosing the 
shortlist from a stack of extremely 
competitive entries. We would like to 
thank all our nominees for taking part. 

Special thanks must go to our guest 
speaker Chief Executive Officer at 
Cadent Gas Ltd Chris Train OBE, and all 
the sponsors that made this event so 
successful. 

IGEM President Sheila Lauchlan said: 
“This year’s list of winners and runners 
up is a masterclass of innovation and 
ingenuity. As always, the nominees 
have excelled in demonstrating their 
professionalism and creativity and it was 
particularly difficult to choose from such 
a strong collection. We are fortunate to 
have such a spectrum of talented people 
and dedicated companies working in our 
industry. Congratulations must go to all 
our shortlisted entrants.” 

Andrew Keating, President of EUA, said: 
“The 2017 entries are of the highest 
quality and accordingly it was extremely 
difficult to select a winner in each of the 
categories. 

“Thank you to everyone who attended 
the awards luncheon to see these most 
deserved of winners collect their awards.”
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MEET OUR JUDGES

ANDY CUMMINGS 
IGEM PRESIDENT 2016-2017 
CHAIR OF JUDGES 

Andy is a Chartered Engineer with over  
29 years in the gas industry. He started  
at British Gas as a Distribution 
Apprentice in 1986 and continued his 
further education, finally completing a 

degree in Mechanical Engineering. Andy has had a number 
of roles within DNV GL and is currently a Principal Consulant 
within the oil and gas business. Andy is a Fellow of IGEM 
and has been an active member, chairing the North East 
& Yorkshire Section in 2010 and sitting on a number of 
committees in the Institution. 

ROBERT J MURRAY 
EUA PRESIDENT 2016-2017

Robert Murray is a Past President 
and Fellow of IGEM and has nearly 40 
years’ experience in the gas and energy 
industries. Bob has held director positions 
with Transco/National Grid, the Inexus 
Group, Skanska and PQMS Training. Robert 

is employed by Enzen Global as Director for Industry Liaison. 
A member of the GISG board, Robert is also a former Section 
Chair for the Pipeline Industries Guild’s Wales and West and 
Midlands branches. He mentors engineering graduates and 
managers for a number of UK major companies and IGEM.

SHEILA LAUCHLAN 
IGEM PRESIDENT 2017-2018

Incorporated Engineer and IGEM Fellow 
Sheila is the self-employed Director of 
Edinburgh-based consultancy Perfect 
Dimensions Ltd. As well as writing 
procedures for multi-utility infrastructure 
works and acting as technical advisor 

for companies operating on the Gas Industry Registration 
Scheme, Sheila works on complex high pressure gas pipeline 
projects. A former Chair of IGEM’s Scottish Section, Sheila 
is also Vice Chair of the Membership Committee and sits 
on several other IGEM committees. In addition, keen sailor 
Sheila is a qualified Yachtmaster, commercial skipper and 
part-time yacht cruising instructor. She is also a registered 
Zumba instructor and – not comfortable with sitting still – 
qualified as a fitness instructor at the start of this year.

ANDREW KEATING 
EUA PRESIDENT 2017-2018

Andrew joined Baxi Heating in September 
2011 as Marketing Director for residential 
boilers. In March 2013, he was appointed 
Marketing Director for all Baxi Heating 
businesses in UK and Ireland. 
He is responsible for UK strategy, marketing 

and product management across both commercial and domestic 
heating and hot water solutions. Andrew was appointed Chair of 
the Heating and Hotwater Industry Council (HHIC) in May 2016 
and is passionate about promoting best practice and innovative 
ways of working across the heating and hot water sector. Andrew 
previously worked at Wolseley, B&Q and Marks and Spencer.

STEWART CLEMENTS 
EUA DIRECTOR OF THE HEATING 
AND HOTWATER INDUSTRY 
COUNCIL (HHIC)

Stewart informs and influences 
government and the European Union on 
policies, legislation and possible future 
regulation. He participates in relevant 

political events and All Party Groups and provides a unified 
representation for the UK domestic heating industry. Stewart 
was the previous Technical Director at HHIC and has been 
involved with the heating and plumbing industry for over 30 
years. Prior to joining the HHIC, Stewart held senior positions 
within Rettig UK and Ariston. Stewart is also a director on the 
Gas Industry Safety Group (GISG).

CHRIS BIELBY MBE 
CHAIR OF GAS INDUSTRY SAFETY 
GROUP (GISG) 

Chris Bielby MBE, a Past President and 
Fellow of IGEM, has spent the past 25 
years tirelessly lobbying and canvassing in 
support of gas safety issues, particularly 
around carbon monoxide. He was 

President of IGEM in 2005. Chris is now the Director of Industry 
Liaison for SGN, having joined the network in September 2011 
to lead on new business, including high profile biomethane 
opportunities. He has also assumed strategic leadership for 
stakeholder engagement and innovation.

CHRIS GORMAN 
IGEM CHAIR OF TECHNICAL  
CO-ORDINATING COMMITTEE 

Chris Gorman served as Network Director 
of Northern Gas Networks. Now retired, 
he is currently Chair of IGEM’s Technical 
Co-ordinating Committee (TCC) and a 
member of the Academic Panel and 

Membership Committee. Chris has over 45 years’ experience 
in the gas industry, starting in research and development 
and then later with a focus on asset management within 
transmission and distribution. 
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Innovators in Pipeline Technologies

Patent pending. EU registered design 002751685-0001

Radius Systems Ltd
Radius House, Berristow Lane,  South Normanton, 
Alfreton, Derbyshire, DE55 2JJ, United Kingdom, 
t: +44(0)1773 811112
e: sales@radius-systems.com

The flexible solution for service connections

Smart
 thinking

Want to find out  more?
Get in touch
+44 (0)1773 811112

www.radius-systems.com
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His title covers a wider range of 
responsibilities than any other employee 
has held, including sustainability, land 
management, security projects, fleet, 
travel desk, estates management, 
gasholder dismantling, property 
development and property projects. 

His first senior management role came in 
2005, when he was appointed to the newly 
created position of Environment Manager. 
Immediately, he set himself the task of 
improving sustainability. Terry developed 

MANAGER OF THE YEAR 
SPONSORED BY RADIUS SYSTEMS

WINNER

T E R R Y  C A R R O L L
HEAD OF ENVIRONMENT AND SUPPORT SERVICES, SGN

M A R K  C L A R K E
SERVICE DELIVERY MANAGER,  
GAS NETWORKS IRELAND

More than 30 years’ 
experience has enabled 
Mark to develop systems 
that provide first class 
customer service. He 
is in charge of GNI’s 
current task of replacing 
all domestic gas meters 
over 20 years old. 
Although customers do 
not request the change, 
they must allow GNI staff and partners into their homes to 
carry out works. Mark developed the Siteworks Activity Manual 
for field staff, and a training module using customer roleplay, to 
enable attending fitters to develop customer focused skills and 
to deliver first class service. 

PA M E L A  G O E E
HEAD OF COMMUNITY, SGN 

As Head of Community 
at SGN, Pamela has 
built up the company’s 
corporate responsibility 
strategy from scratch. 
She has implemented 
a community action 
programme that allows 
employees a day each 
year to volunteer in local 
community causes. 
Pamela is also responsible for development of educational 
material and safety messages such as a carbon monoxide 
awareness campaign, Care Commission accredited dementia 
awareness training, sponsorship of the Royal Voluntary 
Service’s Winter Wellness campaign that helps 100,000 older 
people stay safe and warm in winter, and sponsorship of an 
Outward Bound Trust residential course for 189 students to 
build their self-esteem and confidence.

RUNNERS UP

Terry has gone above and 
beyond his duties to turn 
SGN into a greener and 
more environmentally aware 
organisation.

a five-year strategy: 505 (five objectives 
to achieve in five years). Designed to read 
SOS, Terry believed it was important to 
the future of the planet. The scheme 
saved the business thousands of tonnes 
of CO2 and hundreds of thousands of 
pounds. 

Later campaigns led by Terry have 
reduced the environmental impact of 
contaminated land, and reduced the 
company’s carbon footprint through 
changes to facilities and energy 
management across 54 sites. In 2013, 
he developed Greenplan, an eight-year 
strategy to reduce natural gas emissions, 
energy consumption, and waste to 
landfill, which is still in operation at 
the company. He is currently working 
on a new security infrastructure of the 
company’s operational sites, which will 
impact every part of the business. 

Throughout his work he has been pivotal 
in delivering value, cost savings, and 
efficiency, outperforming Ofgem targets. 

Leading by example and being passionate 
about his subject means that his team 
works together to find and achieve better 
ways for the company to operate. 

The judges said: “Terry effectively 
manages one of the widest and most 
diverse portfolios of activity and his work 
is helping the UK to become a greener 
and more environmentally-friendly place 
to live.

“Rarely does any person 
take on management 
responsibility for so many 
challenging areas of 
business at the same. 
A very worthy winner.”
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As the son of a gas fitter and a 
gas showroom assistant, Andrew 
Musgrave was destined to work 
in the gas industry. He has gained 
a vast store of knowledge and 
experience since starting as a 
technical trainee in 1979.

J AY N E  D A W S O N
PROJECT ENGINEER, PIPELINES, 
NORTHERN GAS NETWORKS  

When an inspection tool broke up 
during a routine on-line inspection 
operation, Jayne was faced with 
managing an emergency repair to 
a live, high pressure gas pipeline 
and retrieving the section of pipe 
containing the damaged tool so 
the cause of its failure could be 
investigated. The project would 
normally have taken at least a year to complete, from inception 
to commissioning, but Jayne’s innovative and effective approach 
brought it to an end within six months. She used her engineering 
and project management skills to overcome various constraints, 
including environmental consents concerning protected species 
and land drainage. She successfully managed stakeholders such as 
landowners, farmers, and the pipeline operator to deliver the project 
safely, well within time, to the highest quality, and on budget. In the 
process, she developed positive relationships with customers who 
were disturbed by the work, bringing them on side and gaining their 
support for the project. 

S A R A H  K I M P T O N
SENIOR CONSULTANT, DNV GL  

Sarah is currently developing 
projects to investigate the 
impact of new, renewable and 
unconventional gases on the 
British gas transport system, 
looking at whether hydrogen 
might be the gas of choice 
in the future. The Gas Safety 
(Management) Regulations must 
change to accommodate the 
range of gases and qualities now available and Sarah’s work is 
important in deciding what those changes must be. Sarah also 
leads the Real-Time Networks project, which she has developed 
in collaboration with SGN. The scheme will provide a flexible gas 
distribution network for Great Britain that can work in real time 
to meet the evolving needs of the industry. The project will install 
novel sensing technologies, hardware, software and infrastructure 
across a representative section of the distribution networks to 
revolutionise the way they are operated in the future. This includes 
a field trial in Kent, where gas quality and flow measurement 
equipment will be installed, as well as fitting loggers on a 
selection of consumer meters to study how customers’ gas use is 
affected by weather, time of day, location and demographics. 

RUNNERS UP

Andrew believes the greatest 
current challenge for the industry is 
decarbonisation of heat and transport 
to meet government targets, and his 
position as Head of Network Strategy 
at SGN is enabling him to develop new 
technologies to improve standards 
beyond Ofgem, customer and shareholder 
expectations. 

One of his key responsibilities is to identify 
new, creative and advanced engineering 
technology and ways to use it within the 
network. He has strategic responsibility 
for delivery of SGN’s mains replacement 
programme and its capital investment 
programme. Having introduced improved 
working practices, processes and systems, 
he’s helped the company make better 
business decisions, and has developed 
decision support tools to help maintain the 
new procedures.

His initiatives around planning and design 
of the mains replacement programme 
have led to significantly less disruption 

from planned and emergency roadworks, 
and fewer gas supply interruptions to 
customers. His strategies have resulted 
in financial out-performance (returning 
monetary value to customers) and 
outstanding customer satisfaction levels. 

Andrew’s work has also benefited 
the industry due to his collaborative 
approach in developing new strategies. 
He has freely shared much of his 
ground-breaking work with interested 
stakeholders, in particular his analytics 
systems. He also regularly presents his 
insights at exhibitions and meetings 
across the country. 

The judges said: “The purpose of an 
engineer is to devise, design, and provide 
machines, devices, vehicles, systems, 
structures or facilities which improve, 
maintain or defend the material living 
standards of humans and to make available 
the technical expertise and service 
necessary to operate and maintain them.

ENGINEER OF THE YEAR  
SPONSORED BY BRITISH GAS  

WINNER

A N D R E W  M U S G R AV E
HEAD OF NETWORK STRATEGY, SGN

“The winner of this year’s 
award works in a truly 
collaborative manner and 
has introduced pioneering 
technology and predictive 
analytics that are 
improving the networks, 
resulting in excellent 
business performance 
and exceeding customer 
and stakeholder 
expectations.”

You can speak to us Mon-Fri 8am-8pm and Sat 9am-5pm. It’s free to call us from mobiles 
as well as landlines. We record calls to improve our service to you. 
Things you need to know: British Gas is a signatory to the Smart Metering Installation Code of 
Practice (SMICoP) which has been approved by OFGEM. British Gas is the trading name of 
British Gas Trading Limited. Registered in England and Wales (Registered No. 003078711). 
Registered office: Millstream, Maidenhead Road, Windsor, Berkshire SL4 5GD. britishgas.co.uk 

A meter so smart you  
can see how much  
energy you’re using
(in pounds and pence)

•  Smart energy monitors show how much  
energy you’re using in pounds and pence

•  Smart meters read themselves for  
accurate bills

•  Putting you in control of your energy use

Join the millions enjoying the benefits of a  
Smarter Home
To check you’re eligible and to book an appointment:
Call 0800 980 5168 or search  
British Gas smart meters
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At Northern Gas Networks, nothing 
matters more to us than people. 
Whether it’s our engineers working in 
the streets, or our customers heating 
their homes, we’re striving to deliver the 
safest, most reliable experience for all.

From cutting edge innovation delivering 
green, affordable fuel to customers, to 
the most stringent safety procedures, 
we’re committed to investing in people, 
delivering first class results and value 
for money.

live  
innovation 

projects

29

Stringent 
safety 

procedures

Delivering gas to the North of England

northerngasnetworks.co.uk

@NGNgas

Investing in  
future energy

Number 1  
for efficiency

Award winning 
customer 

experience

Protecting the 
environment

Community

People, 
pipes, 
passion.
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Jayne successfully project managed an 
emergency repair to a live high pressure  
gas pipeline following the break-up of a 
pigging inspection tool during a routine  
on line inspection, meeting an extremely 
tight deadline and overcoming  
numerous challenges. 

The project presented problems both 
operationally and from a customer 
perspective, but her skills and 
professionalism brought the scheme to 
completion on time, on budget and with 
the support of local people. 

After the tool broke, 
Jayne was asked to 
project manage its 
recovery by removal 
of a section of 
the high pressure 
network and 
installation of new 
pipe sections. She 
also had to complete the job in just six 
months to take advantage of dry weather 
and low gas demand. 

She adopted the innovative strategy of 
obtaining a single design, procure and 
build contract, then worked with the 
supply chain to ensure the project was 
delivered safely, to the highest quality, 

and on budget.  

Challenges she encountered included 
negotiating site access to enable 
works, gaining landowner permissions, 
engineering and design approval, 

environmental 
consents, non-
destructive 
testing of the 
remaining 
pipeline, and 
removal of the 
section of pipe 
containing the 
broken tool so its 

cause of failure could be determined. 

She also had to overcome opposition 
from people living near the project, who 
were initially angry about the noise and 
disturbance it caused. However, she 
gained the residents’ trust by keeping 
them informed about the project and 
explaining why it had to take place. 

The judges said: “Jayne undertook a 
project that would have tested the most 
experienced gas engineer. The project 
which would normally take at least a year 
from inception to commissioning was 
completed in a record time of six months. 
This was due to Jayne’s persistence and 
dynamism in overcoming the difficulties 
and obstacles of the project.”

YOUNG PERSON’S ACHIEVEMENT AWARD  
SPONSORED BY NORTHERN GAS NETWORKS

WINNER

J AY N E  D A W S O N
PROJECT ENGINEER, PIPELINES, NORTHERN GAS NETWORKS 

H A N N A H  B R E T T
EXTERNAL COMMUNICATIONS  
OFFICER, SGN 

Since joining SGN’s 
Corporate Communications 
team Hannah has played 
a key part in passing on 
news and information 
about the gas industry, 
providing stakeholders with 
a positive and engaging 
experience. She is the company’s youngest ever TV and radio 
spokesperson and has broken the barrier between reporters 
and technical engineers through her extensive knowledge 
and understanding of the gas industry. She balances the 
demands of all sides of the business from preparing proactive 
communications about works projects, to dealing with press 
inquiries, to sharing news through social media, advising on 
brand decisions and working with film companies on corporate 
videos.  She was specifically requested by, and seconded to, 
the team that handled a strategic company rebrand.

R O B E R T  L U M B
MECHANICAL ENGINEER, RESEARCH & 
DEVELOPMENT, SYNTHOTECH

During a two year graduate 
scheme at Synthotech, Rob 
has played a key role in 
the development of a Tier 
One Replacement System 
(TORS) robot module that 
enables remote gas main 
replacement. He designed 
the unique two-way and 
rotational drive unit that tows and aligns the tool modules 
within strict working parameters. The design has since been 
patented. His paper on the module won the 2016 IGEM North 
West heat of the Young Persons Paper Competition and was 
runner up in the national final. Rob’s paper was published 
last year in Gi and his work has been presented at many 
industry events. His design has already been used successfully 
in operational situations that have enabled in-pipe remote 
connection using polyethylene fusion weld fittings. He is now 
part of a team that will carry out field trials later this year. 

RUNNERS UP

Jayne undertook a project 
that would have tested 
the most experienced gas 
engineer. 
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IGEM House

High Street

Kegworth

Derbyshire

DE74 2DA 

T: +44(0)1509 678150

E: general@igem.org.uk

www.igem.org.uk

Congratulations to all the 
winners and finalists of the 
Gas Industry Awards 2017

Serving gas 
professionals 
worldwide
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Join the Gas Industry Safety Group

The Gas Industry Safety Group (GISG) brings together the UK’s 
gas industry to maintain and improve safety performance.

We promote gas safety by improving co-operation and co-ordination 
throughout the industry, sharing best practice, commissioning key research 
and providing an opportunity to address safety issues collectively.

The Group is respected and recognised by Government, Ofgem and 
the Health and Safety Executive, and is frequently called upon to work 
on key aspects of gas safety regulation and legislation. 

How to become a member

The UK gas industry has a commendable safety record and we should all 
be interested in keeping it that way. Becoming a member of GISG will help 
make this possible.

Membership is open to any organisation with an interest in gas safety that 
und safety, share best practice 

with a wide network of organisations, and keep abreast of regulatory and 
legislative changes in the UK and across Europe.

Information on how to become a member can be 
found on our website, www.gisg.org.uk.

Follow us on Twitter: @GISGUK
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Find out how the CORGI brand could boost your business  
Visit www.corgiservices.com  
or call 020 3457 3703

In a competitive market,  
reputation is essential

CORGI branded products and services won't 
let you down – our reputation for safety, trust, 
reliability and expertise is recognised throughout 
the heating, plumbing and renewables industry.

Our brand really does make a difference - 8 out of 10 people in the 
UK recognise the CORGI brand. So you know you can trust our 
products and services.

Find out how the CORGI brand could boost your business  
Visit www.corgiservices.com  
or call 020 3457 3703

In a competitive market,  
reputation is essential

CORGI branded products and services won't 
let you down – our reputation for safety, trust, 
reliability and expertise is recognised throughout 
the heating, plumbing and renewables industry.

Our brand really does make a difference - 8 out of 10 people in the 
UK recognise the CORGI brand. So you know you can trust our 
products and services.

A N T H O N Y  M U R R AY
HEALTH AND SAFETY COMPLIANCE 
MANAGER, BALFOUR BEATTY 

Historically, the summer months 
have seen a regular increase in 
cable strikes as a result of works 
by other utility companies. Balfour 
Beatty joined up with National 
Grid to launch a campaign that 
reduced incidents by 48 per cent.  
Called “The Journey Continues,” 
the campaign focussed on a set of key messages, reaching 4,500 
operational staff and sub-contractors. It included a briefing for all 
operational managers, a video filmed at an operational site, briefing 
materials, posters, giveaway keyrings, and an online survey to gain 
feedback on the campaign success. During the week, a newly-
designed Cable Avoidance Shield was launched to protect exposed 
utilities during engineering work. 

S G N
After identifying a potential risk to vulnerable customers, SGN 
developed a Locking Cooker Valve that can ensure a cooker is 
not unintentionally turned or left on. The simple device can easily 
be fitted to existing pipework and has already been used in 52 
homes across Scotland and 21 in southern England. Working 
with community safeguarding groups such as social services, 
occupational therapists and emergency services, the company 
identified customers who might benefit from the device. The 
valve offers peace of mind to the carers and relatives of people at 
greater risk in the home.

WALES & WEST UTILITIES AND 
WESTERN GAS ALLIANCE

Cold weather and short 
winter days can often lead to a 
reduction in safety performance 
and bring about an increase 
in accidental cable strikes. 
However, a campaign by Wales & 
West Utilities and Western Gas 
Alliance brought about a 75 per 
cent reduction in cable strikes, 
with none at all in December 2016. It also helped reduce minor 
injuries to employees by 33 per cent and injuries to the public by 
80 per cent. The “Be Winter Safe” campaign included briefings 
and improved site control. Operational teams and managers were 
sent a placard and asked to take a selfie with it to show their 
support for the scheme. 

RUNNERS UP

The use of hand-held mobile phones 
while driving is illegal and even using a 
hands-free set increases the risk of an 
accident four-fold. The company knows 
that the biggest risk to its workforce 
is driving, so British Gas policy is that 
drivers should not use phones, laptops 
and PDAs at all while driving. However, it 
is difficult to police. Data on vehicle use 
is collected through GPS trackers and the 
company has access to engineers’ mobile 
phone records as well as laptop use and 
keystroke data, but 
the information was 
almost impossible to 
compare manually. 

Cliff realised that 
collating all the data 
would allow the 
company to find whether non-compliance 
was happening, and to determine the 
level of risk if it was. It could also show 
whether intervention strategies were 
effective. He began by creating an access 
database to collate three different data 

SAFETY AWARD  
SPONSORED BY GISG AND CORGI  

By creating a program that 
collates data from a number of 
sources, Cliff has ensured that 
the safety of British Gas’ more 
than 15,000 drivers has been 
improved. 

streams, to prove the principle. It showed 
a level of non-compliance existed and that 
setting up an automated report would be 
beneficial. 

Since its introduction, there has been 
a dramatic improvement in behaviour 
among those who were not previously 
meeting the required standard. In fact, the 
system has been so successful that the 
business is now working on a proactive 
real-time alert system that will send 

a message directly to the relevant line 
manager if a driver uses his/her phone. 
The tool will create an industry-leading 
initiative that could drastically reduce  
the number of road injuries and deaths 
each year. 

The judges said: “Cliff has developed 
an industry-leading tool that effectively 
manages a known risk. The product 
supports the employers’ duty of care 
to the public and employees. While all 
gas operatives are assessed for gas 
competence to minimise risk, Cliff’s 
product manages the greatest employee 
risk to the business, which is driving. 
This safety model has the potential to be 
utilised by the rest of the industry and 
therefore contribute to the safety of all 
road users. Innovation at its best. “

Cliff has developed an industry-
leading tool that effectively manages 
a known risk.

WINNER

C L I F F  H O Y
STANDARDS SUPPORT MANAGER, BRITISH GAS
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One of its key offerings is an online 
energy efficiency calculator that helps 
customers compare their existing boiler 
with possible new models. The calculator 
can show the average amount of money 
a householder would 
save on heating bills 
by switching to a high 
efficiency boiler. It 
also calculates the 
reduction in carbon 
dioxide that the new 
boiler would make. 

The company’s 
website also has lots 
of generic household 
energy saving hints and tips to help 
customers think differently about all their 
appliances and how they use them. The 
website emphasises how cutting energy 
consumption can save money and reduce 
the carbon footprint. It covers savings in 
every room in the house by means of an 
easy to follow guide. 

In addition, the company’s field service 
engineers take time during service 
and repair visits to help consumers 
understand how to use their central 
heating and boiler controls efficiently. 

They spend time 
showing customers 
the best way to keep 
their home at the 
right comfort level 
and how to adjust 
heating controls to 
avoid wasting energy.  
 
 
 

 
 
 
 
 
 
 
 

They also use the Heating and Hotwater 
Industry Council (HHIC) colour-coded 
labels as a way to tell consumers about 
the benefits of installing a new, energy 
efficient boiler to replace one with a 
permanent pilot light. 

The judges said: “Baxi has implemented 
a complete campaign, including an 
interactive energy efficiency tool that 
communicates with both installers and 
consumers to really bring the subject of 
energy efficiency alive.”

ENERGY EFFICIENCY  
SPONSORED BY SGN

WINNER

B A X I

H E AT R A E  S A D I A

Half of the 900,000 
homes in the UK that 
have solar PV do not 
consume the energy at 
the time it is produced 
because most families 
are out during daylight 
hours. Heatrae 
Sadia has developed 
a hot water cylinder that can reduce the need to use gas for 
water heating. In a home generating a 2kW surplus, a 200-litre 
Megaflo Eco Solar PV Ready cylinder can potentially increase the 
temperature from 20ºC to 60ºC , so less gas is needed to heat 
the water when it is required. Longer days of spring and summer 
will provide sufficient heat to prevent the need for gas use at all, 
with potential savings of up to £95 a year. The installation does 
not require roof work, so there is no scaffolding or working at 
height required. 

M O R R I S O N  U T I L I T Y 
S E R V I C E S

Carbon reduction is a 
priority for Morrison 
Utility Services (MUS) 
and a series of innovative 
measures has enabled 
the company to save the 
equivalent of 700,000 
return passenger trips 
from Heathrow to New 
York. The initiative was 
aimed at reducing fuel consumption by changing driver 
habits and using smart technologies. It included a road 
traffic collision and fuel reduction awareness programme, 
fitting bespoke tracking devices to vehicles to influence driver 
behaviour, with an incentive scheme that rewards the best 
drivers. The company also introduced a WorkMobile app to 
help plan work effectively and reduce mileage. MUS operates 
a fleet of more than 2,000 vehicles working from 60 depots 
across the UK. 

RUNNERS UP

They spend time 
showing customers 
the best way to keep 
their home at the 
right comfort level

Customer education is essential 
in efforts to improve energy 
efficiency and Baxi has created 
a package of measures to give 
consumers the best advice on how 
to save energy in their homes. As 
well as offering online tools, the 
company ensures its engineers 
explain proper use of controls 
when visiting consumers. 
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WINNER

SYNTHOTECH, NATIONAL GRID GAS TRANSMISSION, 
PREMTECH AND PIPELINE INTEGRITY ENGINEERS (PIE)

PROJECT GRAID

S G N
REAL-TIME NETWORKS

Changes in the gas industry, 
such as reduction in indigenous 
supply, new and unconventional 
sources, mean that the network 
needs a more flexible and 
up-to-date modelling capacity. 
SGN’s Real-Time Networks 
(RTN) project has set out to 
provide a better understanding of network operation and energy 
flow. It is achieved by collecting data from flow and pressure 
sensors, monitoring weather conditions, and tracking customer 
demand, then creating a regularly updated real-time network 
demand model. RTN will support the removal of expensive gas 
processing, improve understanding of delivery capacity and 
create the potential for cheaper gas bills in the future.

S G N
iCORE

SGN is currently working on 
a 30-year strategy to replace 
aging metallic pipes within 30 
metres of property with plastic. 
There are around 7,000km 
of small diameter pipe to be 
replaced across the network. 
To handle the demand and 
streamline the process, SGN has developed iCore; a double 
spindle coring unit, keyhole operated pipe installation system 
and long handled tooling, all housed together in a bespoke 
vehicle. The system has meant that replacement requires 
smaller excavations, meaning the sites are safer for workers 
and the public and create less disruption. Using iCore has 
reduced average working time for excavation work on new 
connections from five to two days. 

RUNNERS UP

The Gas Robotic Agile Inspection 
Device (GRAID) will enable asset 
condition assessment of non-linear pipe 
geometries that were not previously 
capable of in-pipe survey. The £6 
million development project will avoid 
unnecessary replacement of above to 
below ground 
installations. 
Replacements of 
such installations 
are extremely 
costly – up to 
£75 million – and 
there are more 
than 100 of them 
in the UK. 

The remotely 
controlled robot 
will be able to 
go into live, high 
pressure, mild 
steel pipework systems to undertake 
visual and physical inspection of 

otherwise inaccessible buried sections. 
External inspection of such systems 
has many limitations and the robot will 
increase precision in assessing their 
condition. It will take visual and wall 
thickness measurements that can be 
used to make more accurate assessment 

of pipe conditions. 

The development 
will minimise 
unnecessary 
excavations 
and premature 
replacement, 
reducing the cost 
and carbon footprint 
of the works. It will 
make inspections 
more accurate and 
more effective, so 
minimising the 
likelihood of asset 

failure and the risk of high pressure gas 
release into the atmosphere, with the 

consequential financial, environmental 
and reputational impacts.  

The judges said: “This is a project that 
is embracing in-line technologies and 
robotics to meet the increasing demand 
of assessing transmission assets. A 
success for all stakeholders.”

INNOVATION PROJECT AWARD  
SPONSORED BY GPS PE PIPE SYSTEMS

This is a project that 
is embracing in-line 
technologies and 
robotics to meet the 
increasing demand of 
assessing transmission 
assets. A success for all 
stakeholders.

A collaborative project to 
investigate new ways to inspect 
previously non-piggable pipes 
has resulted in production of a 
robot that can go inside a high 
pressure gas pipeline for the 
first time. It is estimated that the 
development will save around 
£58 million over 20 years.

Sponsor of the 

Innovation Project 
Award

www.gpsuk.com
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 Innovating for  
the future of gas
Our country’s energy system  
is changing. 

As an industry we play a pivotal role in 
the acute challenges of decarbonising 
heating and transportation and do  
so in a way which doesn’t compromise 
but complements the three pillars of 
the energy trilemma – affordability, 
sustainability and security. We are also 
faced with changing consumer demands 
and a role as economic enablers by 
developing, maintaining and managing 
infrastructure fit for the economic  
and population challenges of the  
21st century – this means we have  
to change too.

At Cadent we have been in the 
vanguard of pursuing smarter and 
more sustainable ways to improve our 
network and putting the needs of our 
customers at the forefront of decision-
making. Whether it is in the development 
of new sources of renewable gas, the 
flexible use of our existing network, or 
being pioneers in the use of gas as an 
alternative fuel source for transportation, 
we have met the challenges head on and 
will continue to do so.

Building on our strong legacy as National 
Grid Gas Distribution, it is an exciting time 
for us as a new company and an exciting 
time to be part of the UK gas industry. 
There are undoubtedly challenges ahead 
but working together with our partners in 
IGEM, the EUA and in the wider industry we 
are looking forward to rising to meet them.

The Energy and Utilities Alliance was 
created to give everyone in the energy supply 

chain,

One Voice

Join Us. Be Heard
eua.org.uk
+44 (0)1926 513777
mail@eua.org.uk
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Four years ago, Baxi embarked 
on a programme of improvements 
to its customer service. A survey 
of 125,000 customers identified 
“moments of truth” which were 
highly significant for people’s 
experience of dealing with the 
company. It found that people 
rarely remember what work was 
done but do remember how they 
felt about their experience. 
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The company’s customer service 
division focuses on achieving customer 
lifetime loyalty by making it easy and 
more enjoyable to do business with 
them. The department answers more 
than half a million calls a year and the 
company completes around 285,000 
boiler services and repairs. 

CUSTOMER SERVICE AWARD  
SPONSORED BY MORRISON UTILITY SERVICES

WINNER

B A X I  C U S T O M E R  S U P P O R T

S G N 

An 18-month 
collaboration 
between the 
customer 
experience 
training team and 
operational staff at 
SGN has brought 
about a dramatic 
reduction in customer complaints. In 2015/16 complaints went 
down by 31 per cent, with a saving of approximately £80k to the 
company. Bespoke training has shifted staff mind set from “not 
my job” to behaviours aimed at solving customer complaints 
quickly.  The results have made SGN more customer-centric 
and promoted them to number one gas distribution network 
for complaint handling. All departments, including engineers, 
apprentices, contractors, connections, metering and billing, 
have been involved in the training to help pre-empt customer 
problems or solve them as soon as possible. The company’s 
vision is to see all complaints handled within 24 hours.

W A L E S  &  W E S T 
U T I L I T I E S

As a member of the 
Institute of Customer 
Services (ICS), Wales 
& West Utilities 
(WWU) puts a high 
value on customer 
satisfaction, but it 
is one of only six 
companies to achieve 
the “distinction” level 
for its ICS Service Mark accreditation. It has a remarkable 
score of more than 90 per cent, putting it ahead of high 
performing companies such as Amazon and John Lewis. It 
gained a score of 9 out of 10 from 8,000 customers in the 
independent regulatory survey last year. WWU resolves 80 
per cent of complaints within a day and has reduced its total 
complaints by 12 per cent in 12 months. The company was also 
the first GDN to pass Ofgem standard BS18477. 

RUNNERS UP

The call centre has been ranked 
in the top 10 for the last four 
years, and has raised customer 
satisfaction scores from 82 per 
cent in 2013 to 90 per cent in 2016.

The call centre has been 
ranked in the top 10 for the 
last four years, and has 
raised customer satisfaction 
scores from 82 per cent 
in 2013 to 90 per cent in 
2016. The company is first 
for customer loyalty in the 
heating industry. 

It handles customer 
relations through the EASE 
initiative – Engage Adapt Solve Empower. 
Backed by a training programme, it 
promotes good practice including: be 
ready and prepared to help, sound 
interested, be sincere and reassuring, 
treat every caller as an individual, 
ask appropriate questions, use active 
listening, take responsibility, tailor an 
appropriate solution, make the decision 
easy for the caller, and give the caller 
all the choices available, do what you 
promise and go the extra mile. 

Baxi Customer Support recognises that 
its success depends on its staff so it 
runs various initiatives to support and 
encourage them such as rewards and 
recognition, individual coaching, and 
comprehensive training. 

The judges said: “We were very 
impressed by how seriously Baxi 
Customer Support takes customer 
service. Its EASE initiative has produced 
some outstanding results.”
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A new robotic repair machine is helping reduce the 
challenge of maintaining large diameter cast iron 
gas pipelines. There are more than 26,000km still in 
place in the UK despite programmes to replace them 
with plastic, and their age, size and inaccessibility 
means they are costly to inspect and repair. 

N AT I O N A L  G R I D  G A S 
D I S T R I B U T I O N 
ServiBoost 

During periods of high 
demand, or where 
in-network pipes 
need to be increased, 
insufficient gas flow can 
cause interruptions to 
customer gas supply. 
National Grid Gas 
Distribution is using 
ServiBoost, which can 
increase pressure within services and prevent unnecessary 
losses of supply. Without ServiBoost, customers currently are 
left without a supply until an urgent service relay is carried 
out, but the new device can be fitted in line with the customer’s 
service pipe and will detect low flow rates. When it does, it 
activates a rapid response booster, so preventing loss of supply 
and avoiding boiler start-up fails. ServiBoost has proved viable 
in site trials and a second development phase.

S G N
ADVANCED GAS DETECTION

A new gas detection 
device will provide 
more accurate and 
more useful data about 
gas escapes, as well as 
offering quick and easy 
recording and enabling 
trend analysis. The 
equipment replaces 
three different kinds 
of detector currently 
used by SGN when first call operatives attend reported gas 
leaks. Data is currently recorded manually and stored at local 
depots for three years. Working in conjunction with a web-based 
application, the new device records and stores data electronically 
and makes information immediately available for future site 
visits, reducing the time needed for site surveys. Data can also 
be used to make works planning more effective. It is estimated 
that the new system will save around £1.2 million. 

RUNNERS UP

The CIRRIS (Cast Iron Robotic Repair 
Inspection System), developed by SGN in 
collaboration with ULC Robotics, allows 
work to be carried out without closing 
off the gas supply. It greatly reduces the 
risk of mains leaks as well as cutting the 
disruption and environmental impact of 
excavation. 

The CIRRIS XI inspection robot is currently 
in operational use following original field 
trials in 2015. It measures wall thickness 
to assess corrosion and can identify areas 

INNOVATION PRODUCT AWARD  
SPONSORED BY WRC

WINNER

S G N  I N  PA R T N E R S H I P  W I T H 
U L C  R O B O T I C S 

CIRRIS

The CIRRIS XI inspection robot 
is currently in operational use 
following original field trials in 2015.

of stress and potentially 
adverse loading 
conditions. It feeds back 
pipeline integrity data that 
was previously impossible 
to access. Using GPS, it 
provides exact coordinates 
of any significant areas. 

Now a second robot, CIRRUS XR, is in 
development and will be able to repair leaks 
and prevent future problems by injecting 
sealant into the joints of the cast iron main. 
It can perform critical repairs to mechanical 
and lead-jute joints as well as internal 
mechanical seals. 

The complete system will provide 
measurements that give a clearer 
understanding of the pipeline network and 
allow targeted maintenance plans to reduce 
the risk of leaks. Smaller excavations 
as a result of the development will save 
man hours and provide a safer working 
environment as well as reducing disruption 
to customers and the general public. 

The judges said: “The CEO of General 
Electric once said: ‘Change before you 
have to.‘ It’s a fitting comment in today’s 
workplace where change is swift and 
monumental and the push is to innovate 
well and quickly.

“One such growth area is the use of 
robotics to undertake detailed asset 
integrity inspection on distribution 
mains, leading to significant benefits 
for businesses, customers and the 
environment. This ground-breaking 
technology causes less traffic disruption so 
local authorities and the highway agencies 
are delighted with this approach.”

Proud sponsors of this year’s 
Innovation Product  
of the Year

wrcplc.co.uk 

With 90 years’ experience in the water sector, 
WRc is advancing innovation in transferable 
technologies to the gas sector.

Meet some of the new team at this year’s  
EUA/IGEM awards

 Dr Leo Carswell Mark Kowalski Carmen Snowdon

 Andy Hunt James Hatt  Simon Ayley

WRc Advert 105x263.indd   1 25/04/2017   12:10
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Under Christopher’s leadership, Xoserve has 
been included in the Sunday Times 100 Best 
Companies to Work For list five years in a row. He 
is an inspiring, inclusive and caring CEO, but also 
ensures that the business meets its aims.

 

  

YOUR GAS EMERGENCY
AND PIPELINE SERVICE

www.wwutilities.co.uk

facebook.com/wwutilities

@WWUtilities

We are 
Wales & West 
Utilities
Every day our skilled and dedicated colleagues 
make it their top priority to keep our 7.5 million 
customers safe and warm, with a gas network they 
can rely on and a level of service they can trust.

It’s a vital service, and one we 
are very proud to deliver.

Gas Emergency Service 
Responded to more than 
98% of public reported 

gas leaks within 
1 hour

Bridgend
Ground-breaking research into 

the future of gas – with 
customers at the heart of 

possible future energy 
solutions 

Colwyn Bay & Wrexham 
£2.3m investment in new 

operational bases, 
demonstrating our 

commitment to 
north Wales 

Safe and Warm
Joined with other utilities to make 

it easier for those who need it to get 
extra help - while achieving a British

standard for our inclusive
service provision: the 

fi rst gas network

Green Gas 
16 sites injecting renewable 

gas into our network, 
enough to supply 

90,000 homes

WINNER

C H R I S T O P H E R  J  M U R R AY  M B E
CEO, XOSERVE 

Christopher believes that business 
success can only be achieved, and good 
customer service delivered, through 
people, so he works hard to promote 
an environment where everyone can 
feel included and engaged. He strives 
to provide a workplace where all 
employees, regardless of religion, faith, 
physical ability or sexual orientation, 
can bring their whole selves to work. 

As well as providing leadership for the 
company, he chairs National Grid’s PRIDE 
network, an employee resource group 
focusing on lesbian, gay, bisexual and 
transgender matters. He also works with 
a number of community groups, schools 
and charities 

He was recently awarded an MBE for his 
contributions to skills in the energy and 
utilities sector and his charity work. In 
addition, he has raised tens of thousands 
of pounds for charity through marathon 
running.

LEADERSHIP AWARD 
SPONSORED BY WALES & WEST UTILITIES

RUNNERS UP

Christopher is a real gas man that has served 
the industry with integrity and dedication. There 
can be no better person to receive this award for 
leadership.

Christopher has been an outstanding 
leader in the energy industry for more 
than 20 years, heading three companies 
and holding numerous directorates. At 
Xoserve he has led the company to its 
highest ever customer satisfaction rating, 
in excess of 80 per cent. He has also seen 
it through significant changes to deliver 
Ofgem’s requirements in a recent funding 
and governance review. 

His work is epitomised by his description 
of the difference between managers and 
leaders: people do things for managers 
because they have to – they do things for 
leaders because they want to. 

The judges said: “Christopher has had 
a long, successful and illustrious career 
in the gas industry. His successes have 
included leading British Gas, Transco, 
Phoenix Natural Gas and Xoserve. A 
true leader that has innovated delivery 
with high stakeholder satisfaction, 
Christopher is a great mentor and role 
model to young industry professionals. 
In addition, he has been an exemplary 
leader in the realm of diversity and 
inclusion. 

“Christopher is a real gas man that has 
served the industry with integrity and 
dedication. There can be no better person 
to receive this award for leadership.”

M A U R E E N  M C I N T O S H
HEAD OF CUSTOMER EXPERIENCE, SGN 

Maureen heads a team 
at SGN that is steering 
behaviours to bring about 
positive change, making the 
company more customer-
centric and fitter for the 
future. Under her leadership, 
customer complaints 
have fallen by 30 per cent 
on average annually, and 
by 60 per cent overall 
since 2012/13. The improvements have saved an estimated 
£80,000. She has broken down organisational silos to improve 
collaboration between departments, in particular with IT, to 
deliver solutions of value to the customer. One of her initiatives 
is called 10/10, which aims to help staff understand why 
customer service is important, how to deal positively with 
difficult situations, what customers expect, and how work 
impacts on the consumer. 

J O H N  M O R E A
CEO, SGN

Since 2008, when John 
Morea first took the helm 
of SGN, the company has 
transformed dramatically. He 
has changed it from a heavily 
male dominated business 
to become a more modern 
and inclusive company with 
29 awards in recognition 
of its people, projects and 
community responsibility. 
He has encouraged the board and executives to invest heavily, 
to drive technology, and to introduce policies to benefit the 
customer, the industry and the environment. In addition, John 
has made it his mission to nurture SGN employees, keeping 
safety at the top of the priorities list, and providing them with 
the training and skills they need. He has also helped build 
stronger relationships with the communities the company 
serves. The changes have coincided with a dramatic reduction 
in complaints and a rise in customer satisfaction levels, while 
achieving commercial goals. 
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Synthotech has had an outstanding year delivering 
innovative technological and business projects, 
both alone and in collaboration with other industry 
stakeholders.  Its success has been achieved 
in converting ideas and innovative projects into 
business-ready products that can be used across 
 the industry.

RUNNERS UP

Synthotech’s portfolio includes a 
range of significant products such as a 
mechanism for extracting water from 
mains and service pipes; a live launch 
CCTV system to inspect smaller diameter 
pipes and identify poor pressure issues; 
and a small diameter camera system to 
assist inspection of pipes with complex 
geometries. 

The products 
have helped save 
millions of pounds 
in operational 
expenditure 
and enhanced 
customer 
experience by minimising disruption and 
supply interruption. They have also reduced 
environmental impact by helping to avoid 
unnecessary excavation and providing 
increased safety for the workforce. 

The company has a number of ongoing 
projects including the TORS (Tier One 
Replacement System) remote mains to 
service connection system, and GRAID 

COMPANY OF THE YEAR  
SPONSORED BY SMARTER METERING SERVICES

WINNER

S Y N T H O T E C H  

Synthotech is a company that has 
embraced innovation and grown 
considerably over the last few years. 

(Gas Robotic Agile Inspection Device) for 
internal inspection of non-piggable pipeline 
installations. A third project is ServiBoost, 
a device that overcomes poor pressure 
to consumers’ homes at times of high 
demand. It can be fitted by a householder’s 
meter to provide a volumetric pressure 
boost and prevent loss of supply. 

As well as being an innovative and 
technology-focused organisation, 
Synthotech is supportive of its workforce. 
It runs a calendar of social events for its 
employees, called “SynthoFun” with special 
events in the past year to celebrate the 
company’s 20th anniversary. 

The judges said: “Synthotech is a company 
that has embraced innovation and grown 
considerably over the last few years. 
Under excellent leadership, it has achieved 
ambitious targets through a dedication to 
research and development.”

Gas  |  Electricity  |  Energy Services

smarter-metering.co.uk
Smarter Meter Services Limited
Unit 5 - Smarter House
The old Railway Station | Green Road
Newmarket | Suffolk | CB8 GWT

LEADING MULTI UTILITY SERVICE
PROVIDER WITH EXPERTISE IN 
INFRASTRUCTURE SITEWORKS 
AND METERING. 

SMARTER METERING 
SERVICES 

C N G  S E R V I C E S 
Biomethane is set to 
become one of the most 
important sources of 
low-carbon heat in the 
future and CNG Services 
has played a key role in 
fostering the renewable 
resource. After working 
on a pilot project in 
2010, the company 
went on to support the introduction of more than 80 plants putting 
renewable gas into the grid by the end of 2016. It is also a pioneer of 
compressed natural gas (CNG) use in vehicles and was instrumental 
in establishing the CNG station at Leyland, Lancashire, used by the 
Waitrose fleet. 

S G N

In the 11 years since it 
was established, SGN 
has become one of the 
country’s leading utility 
companies. It has raised 
customer satisfaction 
scores and slashed 
complaint numbers to less than half of previous levels. It has raised 
standards of achievement across the business by implementing 
a “One SGN” ethos to bring about benefits for customers, staff 
and the environment. It has also adopted a policy of nurturing its 
own people, and building stronger relationships within the diverse 
geographic and demographic communities it serves. 

WALES & WEST UTILITIES
Outstanding customer 
service, high safety 
performance and 
industry leading 
research have combined 
to make Wales & West 
Utilities (WWU) one of 
the most respected 
companies, not just in 
the industry but also in 
the wider UK economy. 
In 2016, it was awarded the title Respected Business of the Year 
by BITC Wales, and it recently achieved a distinction-level in 
accreditation by the Institute of Customer Service. In addition, 
WWU’s safety performance has earned it a gold standard from 
RoSPA (Royal Society for the Prevention of Accidents).
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T: +44(0)1509 678150
E: general@igem.org.uk

www.igem.org.uk

E: mail@eua.org.uk 
T: +44 (0)1926 513777

eua.org.uk

Sponsors of the

Special Recognition  
Award

SPECIAL RECOGNITION AWARD   

WINNER

JOHN BALDWIN

WINNER

MAUREEN MCINTOSH
As Head of Customer Experience at SGN, Maureen’s positive 
influence is over the two key components of any successful 
business: customer service and complaints.

Maureen’s passion and drive to deliver has led to numerous 
customer satisfaction initiatives which have produced outstanding 
results for SGN. 

The company has seen a 30 per cent reduction in complaints and 
has picked up four prestigious national awards for customer service 
and complaint handling thanks to her work.

Looking for a way to tap into the passion of SGN’s people, Maureen 
decided to use praise and pride to fire up employees so they really 
wanted to deliver great service. Alongside a core team, Maureen 
conceived and developed a new initiative called 10/10. Its aim was 
to allow SGN staff to understand why customer service is important 
and how to deal with difficult situations.

10/10 is an ethos that guides behaviour, a strategy that drives 
improvement and a stamp of pride for those who are rewarded for 
their results. SGN has made its people the face of its customer 
communication and has implemented a broad reward structure 
open to every employee for going above and beyond. 

The annual internal Outstanding People Awards allows SGN 
employees to nominate and recognise individual colleagues they feel 
have demonstrated exceptional service/work/behaviour.

Since Maureen launched 10/10, SGN clients are no longer “end 
users”, they’re now customers the company is proud to serve. This 
seismic shift in attitude has taken SGN from potential RIIO penalties 
of £1.58 million to rewards of £5.1 million last year, plus outstanding 
customer satisfaction performance scores for 2016/17. 

Under Maureen’s leadership, the CX Training team has developed 
her colleagues’ understanding of complaints through bespoke 
training, shifting their mentality from “not my job” to “One SGN”. 
This new, shared responsibility process has meant complaints are 
often resolved within 24 hours, rather than 10 days. 

In addition, Maureen has been one of the first to collaborate 
closely with IT to deliver specific solutions that are of real value to 
customers, faster and at a lower cost. 

Deborah Cane, Customer Service Manager, said: “Our CEO and all 
the directors trust and respect Maureen, and know her opinion is 
solid and well researched. Simply put, she is customer service.” 

John Baldwin, founder of CNG Services, has been an outstanding 
champion for biomethane to grid for over a decade.  

John began lobbying for biomethane to grid (BtG) in 2007 having 
realised its potential. He believed the gas grid and its 20 million 
central heating systems were an important and valuable national 
asset and to utilise them in a low carbon way would require 
biomethane. 

However, at that time capital costs were too high for small scale 
gas producers to build a connection to the grid without government 
support. To get BtG off the ground, John Baldwin realised he would 
have to build a company that had the engineering skills  to overcome 
a set of complex technical challenges. That company was CNG 
Services.   

From 2008, CNG Services worked with the Renewable Energy 
Association (REA) on developing the Renewable Heat Incentive (RHI) 
for biomethane injection, the first of its kind in the world, which was 
launched in 2010. 

The first commercial BtG connection at Poundbury was connected 
to the grid by CNG Services in November 2012. Poundbury was one 
of two BtG connections in 2012, followed by four in 2013, and then 26 
in 2014, all of which CNG Services worked on. In 2017, it is predicted 

that almost 100 plants will be connected to the gas grid and virtually 
all of them have used CNG Services to some extent to achieve a grid 
connection.

Today, CNG Services is regarded within the industry as the leading 
provider of gas engineering and consultancy services to the 
biomethane sector, with over 60 engineers and support staff working 
in biomethane and other market sectors, such as compressed 
natural gas filling stations and small scale power.

John also chaired the REA Biogas Group and was the instigator of 
the not for profit Green Gas Certification Scheme.

In 2016, CNG Services was awarded the Queen’s Award for 
Innovation, with John and his wife Paula attending Buckingham 
Palace to accept this prestigious honour from the Queen’s Lord 
Lieutenant.

Steve Roberts, previously Head of Market Intelligence for the RHI 
Team at DECC, said: “It’s true to say the biomethane industry would 
not be seeing the degree of expansion it is today without John’s 
input. Biomethane injection into the grid could become one of the 
most important sources of low-carbon heat in the next few years as 
a result.”
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