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Contents Report Scope
ScottishPower’s corporate responsibility reporting
consists of this Summary Report and seven separate
Performance Reports covering the following areas:
Governance, Environment, Health & Safety,
Customer, Workplace, Community and
Procurement. These reports cover the whole 
of our operations across all of our businesses. 

To develop our reporting structure we gathered
general and industry-specific corporate responsibility
performance indicators including: the Global
Reporting Initiative, AA1000, Dow Jones
Sustainability Index and FTSE4Good. We reviewed
these indicators for relevance to our business and
these have formed the basis of our environmental
and social reporting since our 2003/04 reports. 

The audience for our corporate responsibility
reporting is internal and external stakeholders:
employees, shareholders, investors, analysts,
customers, government, non-governmental
organisations, community organisations, corporate
responsibility and industry analysts and other
opinion leaders. 

At the start of the 2004/05 reporting process, 
we reviewed feedback from the 2003/04 reports,
conducted formal sessions and in-depth interviews
to gather our stakeholders’ views on the reports and
consulted all the staff involved in the reporting
process. Several performance indicators were added.
Our external readers’ primary request was for more
context on key business, environmental and social
issues. We have therefore added a new section to this
report – Issue Briefings – which this year covers the
following topics: Climate Change, Health & Safety
and Fuel Poverty in the UK. 

The reporting period covered by all reports is 
1 April 2004 to 31 March 2005, unless otherwise stated. 

Note 
In September 2005 we announced changes to the
company structure. This occurred well beyond the
reporting period for this report. Therefore, those
changes are not reflected within this summary report
or our online Performance Reports. Please see our
website for further details about our organisational 
and management structures post September 2005. 
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Organisational Profile
Scottish Power plc is an international energy company with businesses in the 
UK and in the US, and is listed on the London and New York stock exchanges.
We generate electricity, operate and maintain large power delivery networks,
and sell gas and electricity to residential and business customers. In the US,
our activities also include coal mining and gas storage, and, in the UK, the
storage and supply of gas. Our 16,000 employees serve over 6.7 million retail
and wholesale customers in total, providing energy through 200,000 km of
transmission and distribution networks from over 100 power plants. In
2004/05 we were the largest developer of wind power in both the US and UK.

Our businesses include Infrastructure Division and UK Division in the UK
and PPM Energy and PacifiCorp in the US. In May 2005 we announced our
intention to sell PacifiCorp to Mid-American Energy Holdings Company.

There is a small corporate centre in Glasgow, Scotland. In addition the
Group has a number of joint ventures in the UK and US principally
connected with electricity generation.

Infrastructure Division PPM 
UK Division PacifiCorp

£1,197m 2005

£1,151m 2004

Business Overview

Total turnover 
by business

Profit by business
excluding goodwill amortisation

Number of employees 

PPM Energy in 
North America

PacifiCorp 
in the US

ScottishPower in the UK

Operating profit excluding goodwill and exceptional 

Future Structure
In September 2005 we announced changes
to our organisational and management
structure. Our 2004/05 reporting reflects our
operating structure during the reporting
period and is detailed on these pages. Our
new structure includes four businesses:

Energy Networks
Energy Retail
Energy Wholesale
PPM Energy

And three functions:
Finance and Strategy
Legal, Secretariat and Commerical
Human Resources and Communications



UK Division consists of five main wholly owned subsidiaries:
ScottishPower Generation Ltd owns and operates ScottishPower’s
UK power stations and generation assets. We generate coal, gas,
hydroelectric and wind power and have 6,200 MW of generating
capacity.
ScottishPower Energy Management Ltd and ScottishPower Energy
Management (Agency) Ltd are responsible for the commercial
running of power stations, including dealing in gas and electricity 
at the wholesale level.
ScottishPower Energy Retail Ltd sells electricity and gas to both
business and domestic customers. It manages sales and marketing,
billing and processing of payments, and customer enquiries.
SP Dataserve Ltd manages ScottishPower’s data and metering, 
which underpin customer registration, billing and settlement.

UK Division

5,667 Employees

£3,685.1m External turnover

£180.5m Operating profit*

5.1m Customers

21 generating sources, including: 
2 coal-fired power stations, 
4 gas-fired stations, 3 hydroelectric schemes 
and 12 windfarms

ScottishPower’s Infrastructure Division is a regulated asset-owner,
holding the Group’s UK transmission and distribution licences. The
Division is divided into three main wholly-owned subsidiaries: 

SP Transmission Ltd owns, builds, maintains, invests and operates
4,000 km of transmission network in south and central Scotland 
(132 kV and above).
SP Distribution Ltd owns the 60,000-km distribution network in Scotland.
SP Manweb plc owns the 48,000-km distribution system in Merseyside,
Cheshire and North Wales.

A further wholly-owned subsidiary is SP PowerSystems which provides asset
management expertise and conducts the day-to-day operation of the networks.

Infrastructure Division

3,541 Employees

£728.1m External turnover

£416.3m Operating profit*

39,832 GWh of electricity distributed 
112,000 km transmission/distribution network 

PPM Energy operates in ten US states and in Canada, with a
generating capacity of more than 1,600 MW. PPM focuses on clean
energy, concentrating on wind power, natural gas storage, and gas-
fired generation, and sells its energy to wholesale customers such as
investor-owned utilities, agencies and public utility districts. PPM was
the largest US developer of renewables in 2004/05.

PPM owns or controls output from nine windfarms, two major
gas storage facilities and three natural gas plants. Over half of PPM’s
generation is from wind.

PPM Energy

278 Employees

£511.5m External turnover

£58.6m Operating profit*

3 natural gas plants, 9 windfarms, 
3 gas storage facilities

PacifiCorp is an electricity company operating in six western US states.
The company generates and provides energy for 1.6 million retail
customers, covering an area of more than 136,000 square miles, and it
owns 7,981 MW of generation capacity. 

PacifiCorp owns fuel sources including coal mines and uses these
sources (along with natural gas, hydroelectric, wind and geothermal
resources) to generate electricity at its 68 power plants. PacifiCorp’s
retail business operates under the names Pacific Power and Utah Power.

In May 2005 we announced an agreement to sell PacifiCorp to
Mid-American Energy Holdings Company. The sale received
shareholders’ approval in July and we expect it to be completed in
2006. Further details of the sale can be found in the ScottishPower
Annual Report and Accounts 2004/05. We anticipate that this will
therefore be the last year we report on PacifiCorp.

PacifiCorp

6,656 Employees

£2,284.3m External turnover

£541.7m Operating profit*

1.6 million retail customers, 
136,000 miles2 of service area,
7,981 MW of generation capacity, 
48,919 GWh total retail electricity distributed, 
68 power plants

*Operating profit excluding goodwill and exceptional 
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This year marked several turning points for
ScottishPower. Our profits broke through the
billion-pound barrier. We announced the sale
of our PacifiCorp business in the US. And we
have just initiated a corporate restructuring
that will make ScottishPower a more agile,
operationally focused, cost-effective and
entrepreneurial business. 

We also undertook a robust debate about
what corporate responsibility (CR) means to us.
We looked hard at both the costs and benefits of
CR and clarified the links between responsibility
and profitability at ScottishPower. Our
businesses provided compelling information
about the importance of CR across a wide
spectrum of their operations. Our Executive
Team reviewed and discussed this information
before agreeing the following statement:

“We are committed to corporate
responsibility as a way of doing business that
seeks to minimise our negative impacts on society
and maximise our positive impacts, confident that
this will contribute to our long-term business goal
of creating value for shareholders.” 

Our work over the last year also included a
research and consultation process to clarify our
most significant environmental and social
impacts. 

We have continued our journey towards
world-class health and safety performance and
we have increased our investment in new, cleaner

power and earned the position of a leading
wind developer in both the UK and the US.

We ranked third among UK companies in
the FTSE ISS Corporate Governance Index.
We have developed an approach to fuel poverty
in the UK that has earned the commendation
of our regulator. We also have a robust risk and
performance management system to underpin
our efforts. 

We have made considerable changes to our
business this year. My aim now is to sharpen
our focus on operational excellence and
superior customer service, at lowest unit cost of
delivery, with a world-class safety record.

Clearly, we have many challenges ahead of
us. There are also many opportunities. The
marketplace increasingly offers financial
incentives for responsible behaviour. And, as an
energy company, we recognise that our long-
term profits rely on a long-term commitment to
the communities that we inhabit, the people we
employ and the customers we serve.

Ian Russell 
Chief Executive

ScottishPower’s Values 
Well-earned customer loyalty
Enhanced shareholder value
Positive working environment
Trust of communities
Teamwork and leadership

Chief Executive’s Statement

We are committed to corporate

responsibility as a way of doing

business that seeks to minimise

our negative impacts on society

and maximise our positive

impacts, confident that this will

contribute to our long-term

business goal of creating value 

for shareholders.”

“
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1 Background
For many years, we have managed our
performance in a wide range of areas of
corporate responsibility. Emissions, customer
complaints, community investment, lost-time
accidents and many other issues were
measured, monitored and reported on
internally, but until 2002/03 our external
reporting was limited to environment and
community. 

In 2002/03 we expanded our formal public
reporting to include an integrated Environmental
and Social Impact Report (ESIR). This decision
reflected the increased external desire for
information, and our response to calls for
transparency in performance. 

We learned from this process that while
some of the indicators on which we were
reporting were central to the management of
our business, others were not. Our managers
and employees began asking why we were
reporting on things that did not seem to have
a place in our management systems. 

Before we could answer these questions,
we needed to answer a more fundamental
question about the role of corporate
responsibility in our business. Was it central
to our commercial strategy and ongoing
profitability? If not, then where and why did 
it fit into our business?

In order to answer these questions, we
started a wide-ranging debate, just over a year
ago, on the role of corporate responsibility at
ScottishPower. The objectives were to:

confirm our most significant social and
environmental impacts; 
clarify our positions on, and strategies for
managing these impacts; 
ensure that these strategies are integrated
into our businesses; and
restructure our reporting to reflect these
priorities. 

2 Progress
The debate concluded in April 2005, with the
Executive Team’s agreement of a CR strategy
and management framework based on 12
major social and environmental impacts
relevant across our businesses in the US and
UK. However, since this plan was agreed, our
business has undergone some major changes. 

We have announced our plan to sell
PacifiCorp, our larger US business. We are also
undergoing organisational restructuring in our
remaining businesses, including significant
changes in our Executive Team. 

This organisational change will also include
a review of our approach to corporate
responsibility. The CR strategy and
management framework approved in April, 
was significantly influenced by the regulatory
constraints and priorities of PacifiCorp. 
Further, the framework is based on
organisational structures and systems that have
changed and are expected to change further.
The process for reviewing and aligning our CR
strategy with our new business strategy and
organisational structure is under discussion at
the time of publication of this report. We will
update our website with developments.

Corporate Responsibility 
at ScottishPower

1 Background
2 Progress
3 Environmental and 

Social Governance
4 Stakeholders
5 Indices and Awards

Some outcomes of our debate were:
Agreement that the reason for concentrating on responsible behaviour in 
our business should be long-term value creation. 

Recognition that CR is about how our core business activities are carried out.

Concern that the company’s current approach to responsible business practice 
places too great an emphasis on public relations and reporting.  

Desire for an explicit and common position on CR.



Corporate Responsibility at ScottishPower
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Environmental and3 Social Governance
The ScottishPower Board receives monthly
operational reports from the businesses which
include social, environmental and ethical
matters. 

Social, environmental and ethical issues are
also included as part of ScottishPower’s overall
risk and control framework and in the risk
report which is reviewed monthly by the Board
and the Executive Team. 

Two committees directly support the
Executive Team in this task – the Energy and
Environment Committee (E&EC), which is
chaired by Ian Russell, CEO, and the Corporate
Responsibility Steering Committee (CRSC),
which is chaired by an Executive Team member.

Corporate Responsibility Steering Committee
The CRSC’s principal responsibilities are to:

review and align group policies on
responsible business; 
identify and assess reputational risks; and 
review CR performance. 

Since October 2003, the CRSC’s primary focus
has been facilitation of the debate on the role 
of CR at ScottishPower and the development 
of a group-wide CR management framework,
including the identification of ScottishPower’s
principal social and environmental impacts.

The Energy and Environment Committee
The E&EC formulates environmental policy,
establishes company-wide positions on key
issues, and reviews overall environmental
compliance and performance issues. 
An external view of emerging environmental
issues and risks is provided by Environment
Forums in the UK and the US. Members
include a range of experts, such as academics,
representatives from environmental groups 
and non-governmental organisations.

Business plans are reviewed by the Group
Energy & Environment Director and evaluated
against our risk and control framework to
ensure that key risks are addressed. Further
information on our environmental
management and performance can be found in
our online Environmental Performance Report
on www.scottishpower.com.  

4 Stakeholders

Stakeholder consultation is central to
managing our business appropriately in the
near and long-term. Our regulators set out the
nature and circumstances under which we are
required to consult with stakeholders. We, in
many instances, go beyond these requirements
because we believe doing so contributes to
better decision making within the company.

Without the goodwill and trust of our key
stakeholders – local communities, customers,
employees, and investors – much of what we 
do would not be possible.

Details of stakeholder consultation carried
out in our businesses during the reporting
period can be found in our online performance
reports located at www.scottishpower.com. 

5 Indices and Awards
Certain external awards and ratings allow us
to benchmark our performance. Some high-
lights this year include: 

Ranked 14th equal out of 132 entrants in
Business in the Community’s Corporate
Responsibility Index. In 2004 we ranked 
12th of 139.
Listed on the 2004/05 FTSE4Good Index.
Ranked third amongst UK companies on the
launch of the FTSE Institutional Shareholder
Services Corporate Governance Index. 
Rated best performer among 14 utilities
analysed by independent European
corporate social responsibility rating agency
Viego. 
Awarded a record-beating seven ‘Big Ticks’
for community programmes from Business 
in the Community. 

14/132
Business in the Community
rated our performance 
joint 14th amongst 132
entrants in its annual 
Corporate Responsibility
Index
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Issue Briefing: Climate Change

Although climate change is a natural process,
expert scientific bodies conclude that human
activities, principally industrialisation, have
accelerated this process. This has significant
implications:

Scientists predict that by 2080 annual air
temperature in the UK will rise by 2 – 3.5
degrees Celsius.
The UK Government’s Office of Science and
Technology published a report stating that the
risk of flooding in the UK is serious: an
estimated economic cost exceeding £20 billion
per year, and social costs including health
problems from disruption to sewage systems.

We recognise the scientific arguments that
surround climate change. We believe that we –
along with governments, others in the power
industry and industry as a whole – must act to
reduce emissions of greenhouse gases. 

We are making progress towards our goal of
reducing CO2 emissions across our energy portfolio.
We have invested in high efficiency gas-fired plant
and wind power. We monitor and manage CO2

emissions per GWh and factor them into decisions
we make about our future energy portfolio. 

Reducing the carbon intensity of our
operations is a long-term commitment. Our
Group CO2 per GWh emissions for electricity
generated declined 3.6% against the previous year.

In the UK our specific efforts include:
Earmarking £1 billion for renewable energy
projects, principally wind, by 2010.
Acquiring more than 1,000 MW of new high-
efficiency gas plant in the last year.
Investing at least £400 million in the
transmission and distribution network to
support renewable energy projects.
Managing the carbon impact of existing coal
operations through the EU Emissions Trading
Scheme.
Investing over £50 million from 2002-2005 in
customer energy efficiency projects – many
aimed at reducing fuel poverty.
Supporting full commercial trials of wave energy.
Offering a range of green energy products.
Reducing CO2 emissions per GWh of electricity
generated in the UK by 11.5% over last year.

In the US we are:
Investing significantly in wind power. PPM
Energy is on track to deliver 2,300 MW of new
wind resource by 2010. PacifiCorp has included
1,400 MW of new renewable power, primarily
wind, in its 10-year Integrated Resource Plan.
Building new, high-efficiency gas plant,
totalling 1,059 MW in Utah.
Increasing the number of customers on green
pricing programmes – the US Department of
Energy ranked PacifiCorp second among green
energy suppliers for customer participation.
Working with domestic and business customers
to drive energy conservation and load control.
Participating in the Californian Climate
Action Registry to expand and improve
monitoring and reporting.

Climate Change is not just one of the
biggest issues facing our industry; 
it’s one of the biggest issues of our time.

£1billion
earmarked for UK renewable
energy projects, principally
wind, by 2010
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Issue Briefing: Health & Safety

87%
of our employees agreed 
that “workplace safety is 
a top priority”

Our first step was to identify the 12 most
important areas of health and safety for
ScottishPower. Then we measured the
performance of those companies identified as
world leaders in each of the 12 areas, and set
targets for our own performance over the next
five to ten years.

These steps are already helping us move
towards delivering our objectives. On their own,
however, they are not enough. We soon found
that there was something else we needed to
address. Something equally important but far
less tangible: our culture.  

In 2002, the UK Government’s Health and
Safety Executive commissioned a review of
literature on safety culture. It showed that studies
of a number of recent disasters such as the fire at
King’s Cross, the Piper Alpha disaster and the
train crash at Clapham Junction found that safety
policies and procedures were not to blame; it was
the safety culture in which they were placed that
was at fault. The report concluded that unless
safety is, and is understood to be, at the top of an
organisation’s priorities, excellent health and
safety processes can prove ineffective.

The report concluded that commitment of
senior management is the most important factor
contributing to a safety culture. It showed that
employees’ perception of management attitudes
has a dramatic impact on the effectiveness of
health and safety initiatives and the approach
that all employees throughout an organisation
take towards health and safety. 

Our journey towards world-class health and
safety was initiated by our Chief Executive and
he continues to lead this important initiative.

The ScottishPower Board and Executive
Team approve Group-wide health and safety
policy and targets, and review health and safety
performance. An awareness of this commitment
is filtering through the business. Health and
safety is now one of the five pillars of our
leadership model – meaning that it accounts 
for one-fifth of the process evaluating the
performance of senior management.

Our efforts are showing progress.
Employees are beginning to understand the
value of health and safety in our organisation.
This year more than 87% of employees agreed
that “workplace safety is a top priority” in our
Attitude & Action employee survey, up from
85% last year.

In addition, performance on our 12 health
and saftey standards is improving. The standards
across our businesses have improved 4.5% over
last year, resulting in 29% of measures now
achieving world-class performance. This is up
from 19% in 2003/04.  And our Group-wide
lost-time accident rate fell from 0.63 to 0.61 per
100 employees.

We believe we are on the way to creating
the safety culture that will make our health and
safety policies and processes world class. 

Three years ago, we decided that we
wanted ScottishPower’s health and
safety performance to be world class. 
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Issue Briefing: Fuel Poverty in the UK

A household is defined as being in ‘fuel poverty’
when it would need to spend more than 10% 
of its income on energy. The problem has three
primary causes: poor energy efficiency of the
dwelling, low disposable household income and
the price of domestic fuel. 

In 2001, the UK government set a target
that by 2016, no household should be living in
fuel poverty, and by 2010 no vulnerable
household should be in fuel poverty. While the
number of households in fuel poverty fell
considerably between 1996 and 2002 as a result
of improved income and falling energy costs,
there has been a small increase in the last two
years due to rising energy costs.  

This year we conducted a study, we believe
the first of its kind, into levels of awareness and
understanding of fuel poverty in Scotland, and
attitudes towards the issue, asking “Is
government responsible?” and “Should energy
companies such as ScottishPower take the
lead?” We also involved people in fuel poverty

in our studies to better understand their needs
and attitudes. We found that responsibility is
not perceived to lie with any one organisation,
though national and local government are
perceived to be of central importance. 

Ofgem’s Social Action Plan for fuel poverty
also reflects this idea of shared responsibility. 
Its strategy rests on all those involved – the
Government, industry bodies, the industry,
consumer and voluntary bodies – working
together to target available support where it 
is needed most. Ofgem conducted an audit in 
June 2005 into energy suppliers’ efforts, and
confirmed a real increase in the level of activity
by many companies, including ScottishPower,
over the past few years.  

Many of the strategies we have developed to
address fuel poverty are collaborative. We work
with Citizens Advice Bureaux to provide
information and assistance to customers and we
continue to work with others in the industry to
develop a fuel poverty helpline. We participate
in the Scottish Executive’s fuel poverty forum
and attend the Parliamentary Warm Homes
group meetings. We are the energy partners for
the Dundee Community Energy Partnership,
and the Newcastle Warm Zone, a public-private
partnership to tackle fuel poverty and improve
energy efficiency. And we’re also working with
experts in the field to find ways we can better
tackle the problem. Actions we have taken
include delaying a price increase until after
winter months for those on prepayment meters.

Current programmes typically focus on
older people, leaving some other vulnerable
individuals in need. We’ve announced a fund –
the ScottishPower Energy People Trust governed
by external trustees – with an initial investment
of £1 million to make grants to organisations
serving people in crisis situations. We’ll seek
creative solutions and fund them alongside
internal strategies to help reduce fuel poverty.

We agree with our customers: Fuel poverty
can only be addressed if all those who share
responsibility for the issue work together. 
We will continue playing our part in collective
efforts to tackle this important social issue.

This year we conducted a study,
believed to be the first of its kind, 
into attitudes about fuel poverty 
in Scotland. 

200,000
The UK Department of Trade
and Industry estimates that
households in fuel poverty
have increased by about
200,000 in the last two years

10%
A household is defined as
being in ‘fuel poverty’ when 
it would need to spend more
than 10% of its income on
energy
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Performance Summary: Governance
Highlights See the full report at www.scottishpower.com/governance

1 Introduction
We define corporate governance as the
relationship between the company, its directors
and its shareholders. It determines how authority
and accountability are distributed throughout
the company and sets the framework within
which we meet our objectives. 

Performance2 Summary
We have placed a particular emphasis on the
professionalism of the company’s Board of
Directors, focussing on Board performance
evaluation and directors’ induction and
training. In 2004/05 we engaged the Institute
of Chartered Secretaries and Administrators
(ICSA) to conduct a full external performance
evaluation on our Board, its principal
committees and individual directors. 
Good progress was noted in areas including
monitoring of management, strategy
development and risk assessment. The
evaluation also recommended consideration 
of a number of issues where progress could be
made, and the Board is supportive of effecting
change to address these points.

We recognise that good governance is
critical to CR performance as well as to
financial performance. As always, there is 
a Corporate Governance statement in our
Annual Report and Accounts (AR&A)
2004/05. This year, we have also published 

a governance report in our suite of CR
Performance Reports. It can be found at
www.scottishpower.com/governance.

Social, Environmental3 and Ethical Matters
This year we launched a new guide on ethical
behaviour for employees in the UK and at
PPM Energy, the Red Book. The guide
summarises the main legal, regulatory, cultural
and business standards that apply to all
employees, seeking to help employees make
complaints and correct decisions. PacifiCorp
employees have a similar Guide to Business
Conduct. Key sections cover ethical standards,
well-being, business conduct, company records
and government relations. The Red Book
applies to all directors, managers, officers and
employees. We also strive to ensure that others
working with us, or on our behalf, follow
similar standards of conduct.

During the year, Executive Team members
engaged in a range of meetings and briefings
that served to enhance their awareness and
understanding of CR issues, such as
participation in employee training sessions 
on the Red Book and in-depth interviews
conducted by CR Steering Committee
members on attitudes to CR. In addition, all
members of the Executive Team, together with
all members of the Board, receive a monthly
in-house newsletter highlighting topical
developments in the fields of corporate
governance, CR and related issues.

3rd
among UK companies on 
the launch of the FTSE ISS
Corporate Governance Index
The ratings cover areas such
as board structure and
independence, director’s
compensation and share
ownership, audit integrity 
and equity structure

Complied fully with the UK Combined Code on corporate governance, with one
exception, where we believe our current investor relations programme provides a
more effective medium for regular dialogue with investors.

Complied fully with the US New York Stock Exchange corporate governance rules,
with two exceptions where we have chosen to follow UK best practice. 

Published and distributed a new guide on ethical behaviour for employees.

1 Introduction
2 Performance 

Summary
3 Social, Environmental

and Ethical Matters
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1 Introduction
Providing energy to homes and industry is our
business. With it comes the responsibility to
balance prices, meet the long-term energy
needs of our customers and manage the
environmental impacts of power production.  

Taking that responsibility seriously means
helping to lead the way toward a future that
includes cheaper, cleaner energy. In the
meantime, however, we acknowledge our
responsibility for managing the impacts of 
the current largely coal-based system – 
which makes our industry a large contributor
to greenhouse gases – and for ensuring that 
future solutions consider how individuals,
communities and the environment will be
affected.

Our environmental responsibility is not
limited to responding to regulations. The
current regulatory framework offers utility
companies significant commercial incentives 
to invest in cleaner power. We embrace these
wholeheartedly. And by investing in renewable
energy, we minimise reliance on imported 
coal and gas, making the supply of energy 
more secure.

While carbon emissions and climate
change are the highest-profile aspects of our
environmental impact, they’re not the entire
story. This section of the Report summarises
our performance over the past 12 months 
on all the major aspects of ScottishPower’s
environmental impact.

Energy Generation2 and Climate Change
Part of our response to climate change is to
change the balance of our energy generation:
from coal-burning (which of all commercial
options produces the highest levels of CO2)
to gas-burning (which produces about half as
much CO2 as coal) and renewables (which
produce no CO2). The changing mix of our
electricity generation portfolio, shown on page
11, reflects the purchase and construction of
new gas-fired power stations during the year
and our increased focus on renewable energy.
As a result, across the Group we are
succeeding in reducing our CO2 emissions per
GWh for electricity generated. During 2004/05
this reduced by 3.6% against the previous year. 
The most marked reductions in CO2 per GWh
from electricity generated were noted in PPM
Energy (39% reduction) and UK Division
(11.5%), while we observed an increase of 2%
in our PacifiCorp subsidiary. 

But coal continues to be important to us
and to the generation of low-cost electricity. 
In the UK, when the electricity industry was
privatised in 1991, we assumed four coal-fired
power stations, representing 76% of our
generation capacity. Today, the proportion 
is 55%. 

We’re moving in the right direction to
reduce our CO2 footprint. We are a leading
developer of wind power in both the US and
the UK. We are also investigating ways of
reducing the negative environmental impact of

1 Introduction
2 Energy 

Generation and 
Climate Change

3 Energy 
Infrastructure

4 Energy Efficiency 
and Demand Side 
Management

5 Green Energy 
Programmes

6 Atmosphere
7 Land and 

Biodiversity
8 Resource Use 

and Waste
9 Conclusion

Reduction of CO2 emissions per GWh from electricity generated across the
company in the last year as a result of the declining carbon intensity of fuels used. 

Overall reduction of SO2 and NOx emissions per GWh of electricity generated across
the company as a result of cleaner fuel use and investments in pollution control.

Outstanding performance in customer energy efficiency programmes.

Continuing growth in wind energy in both the UK and the US. 

Large-scale investment to protect land and biodiversity.

Reduction in the levels of reportable incidents.

Performance Summary: Environment
Highlights See the full report at www.scottishpower.com/environment

3.6%
reduction in CO2 emissions per
GWh of electricity generated
across the Group compared to
2003/04 
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coal-burning, through reviewing “cleaner coal”
technologies and continuing our investment in
lower-carbon electricity generation.

Energy3 Infrastructure
Producing new, cleaner energy is not just a
question of building new power stations. It
requires new infrastructure for the transmission
of electricity across national grids, and for its
distribution to households and businesses. 

We continued to work on the Renewable
Energy Transmission Study (RETS), which
identified the need for major investment in
Scotland’s networks to support new renewable
energy projects. We sought and secured
approval for a £400 million investment in the
interconnection between Scotland and England,
and the construction of a major new power
line in southwest Scotland. On completion,
this will enable renewably generated power
from Scotland to be transported throughout
the remainder of the UK.

Gas storage facilities enable the smooth
running of the gas network, and are therefore
another important component of the energy
system. In the US, PPM has been actively
investing in storage facilities; acquiring a new
4.5 billion cubic feet (BCF) facility in New
Mexico and expanding its proposed Texas
Waha facility from 7.2 BCF to 9.5 BCF.

Energy Efficiency
and Demand Side4 Management

Helping customers to become more efficient
reduces their energy costs and helps reduce
emissions. The success of energy efficiency
programmes depends to a large extent on
encouraging customers and businesses to
change their behaviour. We do this by
informing our customers about the financial
and environmental benefits of using energy
more efficiently. 

In the UK, the regulator Ofgem sets
residential energy efficiency targets, known
as the Energy Efficiency Commitment (EEC),
for all licensed suppliers. ScottishPower

achieved 171% of the three-year EEC1 targets
through a number of initiatives, many of them
in partnership with social housing providers. 

In the US, PacifiCorp is targeting up to
450 average MW of energy efficiency and 
177 MW of load control by 2014 in its
Integrated Resource Plan, considering these as
sources of energy and replacing or delaying
the need for investment in new plant. 

Green Energy5 Programmes

ScottishPower promotes green pricing
packages to encourage customers to buy
renewably generated electricity. 

In the UK, ScottishPower signed all-
green, new renewable energy contracts with
the Authorities Buying Consortium, the Co-
operative Group and Scottish Water during
2004/05. Through these three contracts
alone, we supply new renewable energy
equivalent to cutting CO2 emissions by
around 650,000 tonnes each year. 

Another UK initiative is the Green Energy
Fund, which enables customers to contribute
towards community renewable energy
projects through a small premium on their
bill. During 2004/05, the total funds raised
and committed to small scale community
projects exceeded £500,000. 

PPM Energy has made considerable
strides in building the market for wind in the
US and has been recognised by the American
Wind Energy Association for its efforts. 

In the US, PacifiCorp offers a number of
green energy options under its Blue Sky
programme. In the last fiscal year PacifiCorp
Blue Sky customers supported 207,659 MWh
of renewable energy, equivalent to the
amount of electricity needed to power 
17,305 homes for a year. 

PacifiCorp ranked second out of nearly
600 green energy programmes in 34 states by
the US Department of Energy for levels of
customer participation in its green power
programme.

Coal
Gas
Hydro

Wind
Other

Group Generation Portfolio

2004/05

2003/04

/600
PacifiCorp’s rank on the
US Department of Energy’s
list of green energy
programmes in terms of
customer participation 

2

Performance Summary: Environment
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Performance Summary: Environment

6 Atmosphere
The burning of coal and other fossil fuels to
produce electricity produces not just carbon
dioxide, but other gases and toxic substances
that are harmful to the environment. These
include sulphur dioxide (SO2), oxides of
nitrogen (NOX) and dust, along with small
quantities of heavy metals in combustion ash.
In 2004/05, we improved our performance in
minimising emissions to the atmosphere.

We reduced total SOX, NOX and particulate
emissions from coal-fired plants across the
Group. We also continued to invest in new
emissions abatement technologies and low-
sulphur fuel sources. 

In the UK, we have fitted SO3 injection
plant at Longannet and Cockenzie power
stations in a £5.9 million investment
programme. This means that the coal-fired
stations can handle coals with sulphur content
as low as 0.45%, roughly half the sulphur
content of indigenous coal supplies. 

We have signed several contracts for the
supply of low-sulphur coals from international
sources. For information on our practices
regarding overseas coal, including social issues,
please see our Procurement Performance Report. 

In the US, we announced a $120 million
investment to reduce the emissions of SO2,
NOX and particulates for a power plant owned
by PacifiCorp in Utah. Work on the projects
will be completed by 2007. 

Land and7 Biodiversity

Our power stations and facilities have an effect
on surrounding land and biodiversity. Our
approach to habitat management goes beyond
regulatory requirements in many cases and has
been developed in consultation with regulatory
bodies, non-governmental organisations, wildlife
and special interest groups. We aim not only to
minimise our impact on natural habitats but to
improve them, both at existing and planned
developments, and at sites where we have ceased
our activities. Over the last year in the UK, we
have implemented seven new Biodiversity

Action Plans and have also set established 3,232

hectares of land subject to habitat management
arrangements. In the US, we have continued
with our land management and fish hatchery
activities associated with our generating facilities
and have more than doubled the land
reclamation relating to our mining operations.

Resource Use8 and Waste
It is a sound management principle to use
resources efficiently and to minimise waste.
Our principal waste streams include:

ash from the combustion of coal to 
generate power;
other coal combustion products such 
as Flue Gas Scrubber waste;
spoil waste from road excavations; and
packaging, maintenance scrap and office wastes.

However, despite these efforts, during the
year the volume of general waste we produced
(excluding ash) increased significantly. This
can be explained by the following factors: 

2,400 tonnes of asbestos cement pipes
removed and disposed of as special waste
from Longannet;
600 tonnes of scrap metal was recycled at
Longannet during planned outage; 
510 tonnes of rubble was generated during
demolition works at Longannet; and
300 tonnes increase at Cockenzie resulting
from overhaul works and increased activity on
site (following decision to continue running
past the previous anticipated closure of 2004).

We set annual targets for reducing water 
use and during the year achieved savings 
of 100,000 cubic metres. Longannet and
Cockenzie Power Stations reduced water 
usage per unit start during the year.

Our joint venture with Lafarge Cement,
ScotAsh, recycles power station by-product
into quality construction product. The
company’s efforts earned it a Queen’s Award
for Innovation in April 2005.

The company, established in 1999, takes
pulverised fuel ash (PFA) and furnace bottom ash
(FBA), both by-products of power production,
and provides supplies to the construction
industry. Each tonne of PFA recycled in cement
products saves around 900 kg of CO2 emissions.

UK Division       PacifiCorp        PPM

All figures are based on total electricity
generated by each business for the years
listed. Previous reports included electricity
supplied or operated/ controlled for some
business units. We have changed for clarity
and ease of comparison. Some years are
listed as emissions years or financial years
depending on the appropriate measure for
the business unit. See the Appendices to
the Environmental Performance Report for
fuller detail. 
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Performance Summary: Environment

At PacifiCorp’s Distribution Equipment
Maintenance Centres (DEMCs) used electrical
equipment is evaluated and then, if possible,
repaired and re-used or sold for re-use.

9 Conclusion
The best indication of our commitment to
reducing the environmental impact of what we
do can be seen in our forward investment plan.
We have recently taken the following actions:

to expand our renewables portfolio;

to increase use of gas in our portfolio;
to upgrade our transmission and distribution
infrastructure; and
to press ahead with new ways of improving
energy efficiency and reducing demand for
energy.
All these illustrate our determination to be a

leader in the development and supply of cleaner,
greener energy. We are confident that this will
help us not only to meet our responsibilities with
respect to the environment, but also to improve
our commercial performance and to provide
greater reliability for our customers. 

Energy generation Atmosphere

Energy infrastructure Land and biodiversity

Energy efficiency Resource use and waste

Environmental Key Performance Indicators Highlights 

* Restated      ‡ Calendar year

KPI

Carbon dioxide (CO2)
emissions per GWh 
of energy generated
(UK Division) 

CO2 per GWh energy
generated (PacifiCorp) 

New renewables
commissioned 
(UK Division) 

Develop 2,300 MW of new 
wind capacity by 2010
(PPM) 

FY 2003/04

0.8082 ktonnes/GWh 
(2003) 

983.2 tons/GWh ‡

Cruach Mhor Windfarm
29.75 MW

A total of more than 
830 MW of wind 
in operation

FY 2004/05

0.7148 ktonnes/GWh
(2004)

1,000.2 tons/GWh ‡

Black Law windfarm began
exporting power to the 
grid in March 2005. A 
total of 97 MW had 
been commissioned by 
July 2005.

A total of more than 1,405
MW of wind in operation or
under construction.

KPI

Sulphur dioxide (SO2)
emissions per GWh of energy
generated 
(UK Division)

NOx emissions per GWh 
of energy generated
(UK Division) 

SO2 per GWh energy
generated (PacifiCorp) 

NOx per GWh energy 
generated (PacifiCorp)

2003

3.98 tonnes/GWh

1.86 tonnes/GWh 

1.95 SO2 tons/GWh

1.77 NOx tons/GWh 

2004

2.88 tonnes/GWh

1.59 tonnes/GWh

1.92 SO2 tons/GWh 

1.91 NOx tons/GWh 

KPI

Energy Efficiency 
Commitment savings
(UK Division) 

Comply with the Renewables
Obligation (RO), and minimise
the cost of compliance 
(UK Division) 

Energy efficiency 
measures installed
(PacifiCorp)

FY 2003/04

Achieved 88%
of three-year target

Complied fully with the RO
and submitted 67% on a GB
basis. This compares against
a market average of 56%.

14.53 MWa ‡

FY 2004/05

Exceeded 
three-year target by71% 

Data not yet available

14.15 MWa 

KPI

Townswater use 
(UK Division)

Total fluid-filled cable losses 
(UK Infrastructure) 

Total amount of oil replaced 
(UK Infrastructure) 

Volume of ash sold 
(UK Division)

2003

5.3 million m3

9,350 litres

30,781 litres

514,518 tonnes 

2004

5.2 million m3

7,957 litres

21,377 litres

274,824 tonnes

KPI

System losses 
(UK Infrastructure) 

EMF enquiries responded 
to within two days 
(UK Infrastructure) 

Public complaints, including
enquiries (UK Infrastructure) 

FY 2003/04

Scotland 4.4%*
Manweb 4.7%*

158;
99% compliance

1,157

FY 2004/05

Scotland 4.4%
Manweb 4.7%

168 (10% rise): 
97% compliance

3,200

KPI

Implemented Biodiversity
Action Plans (UK Division)

Hectares of land subject to
habitat management plans
(UK Division) 

FY 2003/04

Not applicable

Not applicable

FY 2004/05

A total of 
7 implemented 

3,232 hectares
of land managed for
habitat/wildlife
enhancement  
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1 Introduction
Minimising the risks associated with the
generation and distribution of energy is our
most fundamental responsibility. We aim to
ensure the safety of our employees, the general
public and individuals at greater risk such as
contractors and agricultural workers.

Around one in three of our employees are
trained and authorised to work near live
electricity or in other situations where the risks
to personal safety can be extremely high. The
remainder of our staff are mostly office-based
where the risks to personal safety are generally
low. However, these environments can pose
risks to occupational health – for example,
mental health and upper limb disorders. 

Our goal is unambiguous and ambitious.
We want ScottishPower’s health and safety 
performance to be world class. For more
information on this goal and our progress, 
see the Issue Briefing on page 9.

Health and Safety2 Standards
We have adopted 12 Group Health and Safety
Standards (shown at left) that identify the key
areas of activity that are essential for the
effective management of health and safety.
These focus on the core of our activities: safe
work practices every second of every day for
our employees. They form the basis of our
annual business health and safety assessments.

3 Assessment
In 2004 we visited a number of organisations in
the UK, Europe and the US regarded as global
leaders in managing health and safety. The
purpose of the visits was to benchmark our
health and safety standards, management
processes and performance. We subsequently
revised our internal assessment process to reflect
the learnings from these visits. We conducted
our internal assessments in January and
February 2005 including 90% of our workforce
in our eight main businesses (see page 15).

The formal assessment process involved
interviews with senior managers to assess their
knowledge and understanding of our company
standards, and to establish what key actions,
activities and initiatives were undertaken by the
business during the year.

4 Group Performance
Our assessment process is based on a 1-5 level
scoring system for each of our 12 health and
safety standards. A world-class organisation
would attain a level 5 score on a standard.

We use the 12 standards across the eight
businesses, giving us 96 measures to assess
performance. The results show:

Our businesses perform at level 4 or 5 on 29%
of the measures. This is an increase from 19%
in 2004. Leadership and Information and
Communication are our two strongest areas.

1 Introduction
2 Health and Safety

Standards
3 Assessment
4 Group Performance
5 Safety of

Contract Staff
6 Public and

Consumer Safety
7 Conclusion

Performance Summary: Health & Safety
Highlights See the full report at www.scottishpower.com/safety

Our Group-wide lost-time accident (LTA) rate fell from 0.63 to 0.61 per 100 employees. 

The LTA rate for the UK businesses fell from 0.62 to 0.42 per 100 employees, 
a reduction in the overall number of LTAs from 48 to 36.

We established Occupational Health ‘risk profiles’ and ‘risk registers’ in 
our eight highest-risk businesses.

We have made Health and Safety one of five main pillars in our Leadership
Expectations Model.

Health and Safety Standards
1 Leadership
2 Employee involvement
3 Risk management
4 Training and competence
5 Occupational health
6 Information & communication
7 Rules & procedures
8 Contractor and 

supplier safety
9 Accident investigation 

and analysis
10 Change management 
11 Public safety & 

stakeholder relationships
12 Audit and review
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Our businesses perform at Level 3 on 63% of
the measures, an increase from 54% in 2004.
On average, there has been a 14% improvement
across the eight businesses over the year.
The diagram below illustrates best practice

within the group against our 12 standards,
comparing our internal best practice in 2004/05
with the best of the external benchmark and our
average performance across the Group.

Safety of5 Contract Staff
Work performed on our behalf is as important
as the work we do. We take steps to ensure that
contractors also work to high standards of
safety. In our UK Generation business we hire
contractors to carry out many activities, from
coal and ash handling to major plant
overhauls. Our employees and contractors
work together to improve the health and safety
culture and performance at each site. Our
Focus on Safety campaign includes a
programme of behavioural safety audits
conducted with contractor staff and completed
8,700 audits in 2004/05. 

In PowerSystems we use contractors to
perform work including installation and repair
of underground cables, construction and
maintenance of overhead power lines and tree
management. All contractors must be
authorised to the same level as ScottishPower
employees before they can undertake work on
our behalf. Employees are reassessed every
three years to maintain their authorisation. 

We also use contractors when undertaking
construction in the UK, such as windfarms. We
uphold safety standards from the start of the
tendering process: through training and safety
induction, and on-site audits and reviews.

Public and 6 Consumer Safety
For safety of the public we benchmark activities
between our operations to identify opportunities
for our business to learn from each other’s
successes. 

In the UK, we undertook a number of
public safety initiatives in addition to fulfilling
our regulatory requirements. These included:

inspections of plant and equipment;
support for purpose-built Community Safety
Centres (e.g. at Priesthill in Glasgow, with
two new centres under construction in
Edinburgh and North Wales);
support for regular and ad hoc ‘Crucial Crew’
safety events;
Our ‘Be Safe with ScottishPower’, safety
education programme, provided 138 teaching
days to 855 classes, reaching 21,528 children;
general safety publications circulated to
schools, newspapers and leisure groups; and 
specific targeting of trades and farmers’ unions.

In the US, our businesses focused activities
on schools, fishing associations, leisure and the
construction and forestry industries. We
invested in the development of new online
resources to widen the audience for our safety
awareness campaigns. PacifiCorp’s public
safety programme included new initiatives
targeting contractors who could be exposed to
the electrical system in their work. The company
also prepared education materials in Spanish.

7 Conclusion
Health and safety is of the highest importance.
Our product is potentially dangerous, and some
of our employees have to work in difficult
conditions. This year, we have made progress
towards our long-term goal of world-class
health and safety performance, and we will
continue to make every effort to achieve it.

UK
Customer Sales & Services
Dataserve
Generation 
PowerSystems

US
Generation
InterWest Mining
Power Delivery
PPM Energy

1

2

3

4

5

6

7

8

9

10

11

12

1 Leadership

2 Employee Involvemment

3 Risk Management

4 Training & Competence

5 Occupational Health

6 Information & Communication

7 Rules & Procedures

8 Contractor & Supplier Safety

9 Accident Investigation & Analysis

10 Change Management

11 Public Safety & Stakeholder Relationships

12 Audit & Review

External best practice 2004/05           ScottishPower best practice            SP average 2004/05

Best Practice 
Model 2004/05

Performance Summary: Health & Safety
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1 Introduction
In 2004/05 the ScottishPower Group served
over 6.7 million electricity and gas customers
providing energy through 200,000 km of
transmission and distribution networks 
from over 100 power plants. In the UK our
customer base grew by 20% in 2004/05.

Security of 2 Energy Supply
Our customers’ most fundamental requirement
of us is the provision of a safe, reliable supply of
power; both on a day-to-day basis, and for the
long term. 

System performance 
The best measure of our success in delivering 
safe, reliable power to customers is the overall
performance of our system. 

In the UK, the energy and gas industry
regulator, Ofgem, sets targets for our system
performance. In 2004/05, in Infrastructure 
Division’s Scottish licence area, our
performance bettered the Ofgem targets for
customer supply interruptions and customer
supply minutes lost. In the Manweb licence
area, our performance bettered the target for
customer minutes lost, but we fell short of the
target set for interruptions. 

UK Division also monitors its performance
against targets set by Ofgem.

In the US, PacifiCorp operates under
voluntary service standards that commit it to
certain levels of reliability. Measures include
supply issues such as the average number of
power interruptions. In 2004/05 PacifiCorp
met all performance standards for reliability.

For detailed information on the
performance of our networks in the UK see
charts on page 21. For more information on all
businesses please see our customer performance
report on www.scottishpower.com/customer.

Long-term security 
Each of our businesses acts to ensure we will 
be able to meet future demand for or access to
energy.

Infrastructure Division invested over £200
million in the replacement of network assets.
UK Division is developing alternative energy
sources to meet the company’s target of 10%
of supply from renewables by 2010.  
PPM Energy has 9,000 MW of windfarm
development opportunities.
PacifiCorp uses its Integrated Resources Plan
to look at resource needs over a 20-year
horizon. The plan incorporates input from
more than 20 groups, including customers,
environmental interest groups and social
advocates. A 10-year action plan includes:

securing new generation sources;
helping reduce energy demand; and
inviting proposals for renewable energy.

1 Introduction 
2 Security of Energy 

Supply
3 Customer Satisfaction

and Complaints
4 Helping Customers

Manage Energy Use 
5 Price and Value
6 Conclusion

International strategic goals
ScottishPower has three 
group-wide international
strategic customer goals:

to be recognised for
outstanding customer 
service and care;
to provide safe, reliable
power underpinned by
sustained investment in our
assets and technology; and
to be an established pioneer
of sustainable energy.

Performance Summary: Customer 
Highlights See the full report at www.scottishpower.com/customer

We met or exceeded all standards and targets regarding system reliability 
with one exception.

We met or exceeded all standards and targets regarding customer 
satisfaction with two exceptions.

Customer complaints fell across all businesses.

We made considerable progress in energy efficiency and demand management.
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Customer Satisfaction3 and Complaints
Each of our businesses has different types of
customers and uses different methods of
measuring satisfaction. Infrastructure’s customers
have a physical connection to its network or
‘distribution highway’. They purchase electricity
from their chosen supplier, and pay their bills
to, and interact directly with, this supplier. UK
Division’s activities include supplying energy
and it therefore deals directly with customers,
as does PacifiCorp. PPM serves a small number
of wholesale customers, energy aggregators and
large commercial and industrial customers.

Infrastructure 
Complaints to the independent industry
consumer watchdog, energywatch, dropped
from 125 in 2003/04 to 111 in 2004/05.
Ofgem’s telephone answering rankings
placed ScottishPower 11th and Manweb 
12th out of 14 licensees. We are conscious 
of the need for improvement.

UK Division 
UK Division uses ‘Voice of the Customer’
research to measure customer satisfaction.
We continually monitor the 72 customer
service attributes which we have found are
the most important to our customers. Of
these, 56 have remained steady over the last
year, six have improved and 10 have declined.
We came top in Datamonitor’s annual survey
of industrial and commercial customers, and
we were ranked highest for price and value in
JD Power and Associates’ domestic gas
market award.
Complaints to energywatch per 1,000
customers fell from 1.58 to 1.57 in 
2004/05. However energywatch filed a
super-complaint with Ofgem in April 2005

to investigate suppliers’ handling of fuel bills.
ScottishPower is working with others in the
industry to address the concerns raised.

PacifiCorp 
In 2004, we achieved an index score of 
98 on the JD Power & Associates Electric Utility
Residential Customer Satisfaction Study, the key
national measure of customer satisfaction.
While this is a decline from our score of 101
in 2003, it is level with the industry average
and higher than the 96 average for our region.
87% of residential customers said they were
satisfied with customer service during our
monthly transaction research. 
Our large commercial and industrial
customers rated us first in the national 
TQS research, with 86% very satisfied.
Overall commission complaints dropped 
to 557, lower than our target of 588.

For detailed information on other
satisfaction measures and complaints, please
see our online performance report.

Helping Customers4 Manage Energy Use
Energy efficiency initiatives
The Energy Efficiency Commitment (EEC) is 
a UK Government initiative to reduce CO2

emissions and encourage customers to become
more energy efficient. We have exceeded our
targets for the EEC by 71%.

One of the ways the UK Division encourages
energy efficiency is through advisory staff and
call centre operators who provide advice on all
aspects of domestic energy efficiency, including
home insulation measures, draught proofing,
heating controls and grant funding.

PacifiCorp also promotes energy efficiency
and manages the demand for power at the times
of highest use. We offered five new demand side

62attributes
of service in the UK (of 72)
remained steady or improved
during the year, 10 declined

1st
PacifiCorp’s large commercial
and industrial customers rated
the company first in overall
customer satisfaction

Customer
Minutes Lost

SP Distribution
SP Manweb
Ofgem Target

01/02 02/03 03/04 04/05

Customer
Interruptions

SP Distribution
SP Manweb
Ofgem Target

01/02 02/03 03/04 04/05

Performance Summary: Customer
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Performance Summary: Customer

management programmes in 2004/05, three in
Utah where peak demand growth is above
average. PacifiCorp’s demand management
resources in 2004/05 totalled 14.14 in average
MW and 73.55 MW in peak load control. 

Fuel poverty 
During 2004/05, we undertook a strategic review
of fuel poverty. We recruited staff with significant
fuel poverty expertise, and convened a weekly
fuel poverty task force meeting involving
representatives from across the business. See page
8 for more information on fuel poverty in the UK.

In the US, an estimated 11.4% of customers
in the states served by PacifiCorp have incomes
at or below federal poverty guidelines, making
them eligible for assistance with their energy
bills. PacifiCorp partners with nine non-profit
agencies that distribute funds to customers in
need of assistance with their energy bills. 

Customers with special needs 
In the UK, each electricity and gas supplier and
distribution network operator must maintain a
register of customers who are of pensionable
age, disabled or chronically ill. At the end of
March 2005, UK Division had 23,244 gas and
about 40,000 electricity customers on its register.
We provide them bills and correspondence in
an alternative format if needed, and we pass on
details of each customer’s needs to the
appropriate distribution company. We also
arrange a home visit to discuss debt if necessary.

In the US, PacifiCorp developed and
implemented a template for Spanish-speaking
customers to enable them to understand their 
bills more easily, and started a Spanish language
outreach programme in areas with a high density
of Spanish-speaking customers. PacifiCorp also
offers special arrangements to customers who rely
on their electricity supply for medical reasons.

Disconnections
Disconnecting a customer from service is a last
resort. We aim to avoid this, while working
within the rules established with regulators for
notification and handling issues. The different
approaches to disconnections in the US and
UK are discussed in the online Marketplace
Performance Report. 

UK Division – during 2004/05, 352
customers were disconnected for debt, down
from 744 in 2003/04.

PacifiCorp – during 2004/05, 63,404 were
disconnected for debt, an increase on the
54,652 customers disconnected in 2003/04.

Green Energy
See Environmental Performance Summary 
on page 10 and details in our online reports.

5 Price and Value
The performance of each of our businesses on
price and value is strongly influenced by the
relevant market and regulatory context.

Infrastructure – The core activities of
transmitting and distributing electricity are
not competitive in the UK. Price controls
restrict either the average amount or the
total amount we can charge.  
UK Division – Like other suppliers in the
energy marketplace, we have faced
challenges as the competitive energy market
develops, including a continued rise in costs
of wholesale energy. Gas and electricity
prices from all major suppliers have
increased. During 2004/05, an average
ScottishPower gas and electricity customer,
paying by direct debit, would have paid
about £631 including VAT. This is up from
about £536 in 2003/04. 
PacifiCorp – Customer rates are set by state
utility commissions. Edison Electric Institute’s
Winter 2005 report shows that while rates, on
average, increased in 2004/05, the average
rates paid by PacifiCorp’s retail customers
remain amongst the lowest in the US.

6 Conclusion
We have made progress towards our marketplace
goals during 2004/05. While there is room for
improvement in the areas of customer service and
care, we met or exceeded nearly all of our targets
in this area. The performance of our transmission
and distribution networks was strong throughout
our businesses. We also made considerable
investments in sustainable energy resources,
and achieved substantial energy savings
through our energy efficiency and demand
management initiatives. 

04/05
03/04

98.49%
98.98%

04/05
03/04

Faulty prepay meter

Compensation

98.57%
97.56%

04/05
03/04
Faulty domestic meter

99.92%
99.80%

04/05
03/04
Questions

98.97%
99.98%

04/05
03/04
Appointments

98.81%
99.03%

Guaranteed 
Standards
Supply and metering UK
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1 Introduction

In 2004/05 ScottishPower employed more
than 16,000 people in the US and UK. 

We are committed to providing a working
environment that is safe, challenging and
rewarding for all our staff, across all of our
businesses.

2 Strategic Goals
Our strategic goals for the workplace are:

to work at the highest levels of industrial
safety across our business and to continually
improve health and safety performance;
to become an employer of choice amongst
leading international energy companies by
providing a safe, challenging and rewarding
working environment;
to create a consistent employment
experience that encourages and supports
high personal performance;
to invest in training and lifelong learning
opportunities for all our staff; and
to provide equal opportunities for all. 

Working at3 ScottishPower
Formal terms of employment for ScottishPower
employees vary across the Group as they reflect
local employment legislation – which varies not
just between the UK and the US, but between
different US states. In all our businesses, we
recognise and respect the right of employees to
join a trades union. In the UK, trade union
membership stands at 56% and 57% in the US. 

During 2004/05 we developed the
ScottishPower Red Book (which brings together
all our employment policies and our expectations
for employees’ conduct), and launched a
training programme to familiarise employees
with the Red Book’s contents throughout the
UK and in PPM Energy in the US. 

We believe that our employees perform best
when they balance their work and personal
commitments. In the UK, all employees with
qualifying service (a minimum of 26 weeks) can
apply for flexible working arrangements and
design a work pattern suited to their needs. We
support employees when they are having a baby,
undergoing fertility treatment, adopting a child,
or caring for dependants through a variety of
initiatives.

1 Introduction 
2 Strategic Goals
3 Working at 

ScottishPower
4 Employee Satisfaction
5 Equal Opportunities
6 Development of 

Our People
7 Learning Programmes
8 Leadership 

Development
9 Conclusion

Performance Summary: Workplace 
Highlights See the full report at www.scottishpower.com/workplace 

In 2004/05 the total wages and salaries bill for the Group was £579 million.

Overall employee satisfaction at ScottishPower increased from an average 
score of 3.23 to 3.37 out of 5. 

Our total financial investment in Learning and Development for the 
2004/05 financial year was over £12 million, compared to £10 million 
in 2003/04. 

Our employees spent over 633,000 hours in training, up from 380,000 hours 
in 2003/04. 

Employees

16,142
At 31 March 2005

14,821
At 31 March 2004
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4 Employee Satisfaction
Our Attitude & Action (A&A) survey measures
our employees’ perception of ScottishPower’s
overall direction and their views on: how
valued they feel; training and development;
management communication; safety; and pay
and benefits. In 2004/05, additional questions
were added on our employees’ perception of
how the company manages poor performance
and recognises exceptional performance.

The ScottishPower Executive Team reviews
the results, and each business sets action plans
and targets based on the findings. In 2004/05
overall employee satisfaction increased from
an average score of 3.23 to 3.37 out of five. The
response rate for the survey increased from
41% to 44%.

As well as this survey, individual businesses
use other surveys and tools to measure
employee satisfaction, and we consult our
employees regularly through a variety of means.

5 Equal Opportunities
We believe that making effective use of the
skills and abilities of a diverse workforce is the
best way to achieve our performance objectives. 

We aim to foster a culture of mutual respect
amongst all employees, and to provide a
working environment free from discrimination,
harassment and bullying. One of the best ways
of cultivating such a culture and environment
is by training our people. We rolled out
disability training to senior management teams
in 2004/05. In the US, online diversity courses

are available to all employees and supervisory
training covers harassment issues. 

Recruitment
We aim to employ the best candidate for a job,
irrespective of gender, race, disability or any
other status protected by relevant laws. 

In the UK, we are taking steps to increase
the volume of job applications from under-
represented groups. We operate a guaranteed
interview scheme for all disabled candidates
who meet the minimum criteria for any
vacancy, and when a position is offered to a
disabled person we make all necessary and
reasonable adjustments to the job’s role,
working pattern and physical environment.

In the US, we follow a policy of affirmative
action, which involves establishing special
procedures to ensure that minorities, women,
disabled people and military veterans receive
equal employment opportunities; and that
recruiting sources are encouraged to refer such
candidates to us. 

Workforce diversity
Gender
We track and report our gender profile across
the US and UK, for both our total workforce
and management populations (see bottom left). 

Ethnicity
The figures below are based on information
provided on a voluntary basis, and are
therefore not comprehensive.

In the UK 4% of our staff have identified
themselves as being from an ethnic minority,
compared to national averages of 2% in
Scotland and Wales and 9% in England. 
In the US 9% of our workforce have
identified themselves as being from an ethnic
minority, compared to 18% of the workforce
of private employers with 100 or more
employees or government contractors in the
states in which we operate.

Age
In the UK, we are preparing for legislation 
on age discrimination, which is due to be
implemented in 2006. We have established 
a working group, which has made use of
specialist advice from the Employer’s Forum on
Age (EFA). We have discussed best practice with

3.37
out of 5

3.23
out of 5

2004/052003/04

Employee
satisfaction

Workforce diversity: Gender 

UK US
2004/05 2003/04 2004/05 2003/04

Total workforce
Male 63 65 80 80
Female 37 35 20 20

Management
Male 58 61 86 86
Female 42 39 14 14

Performance Summary: Workplace
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other EFA members. In addition, a separate
review of the ScottishPower Recruitment and
Selection Policy resulted in the design of a new
job application form with age-neutral elements.

Disability
In the US, 1% of our workforce have identified
themselves as being disabled. We do not have
comparable data for the UK, though over the
last year we have conducted benchmarking
with other organisations and sought advice
from the Employers’ Forum on Disability on
how to undertake effective monitoring.  

Development of 6 our People
We believe that investing in our people will help us
build a highly motivated and capable workforce
with the skills necessary to meet the demands of
our business and the communities we serve.

Our total financial investment in Learning
and Development in 2004/05 was over 
£12 million which exceeds the £10 million 
total for 2003/04. Our employees spent 
over 633,000 hours in training, up from
380,000 hours in 2003/04. 

UK activities
80 employees began working towards
National Vocational Qualifications.
Around 850 managers in our Customer
Sales & Service, Generation UK and
PowerSystems businesses undertook
management development programmes.
Generation’s graduate development
programme was re-accredited by the
Institute of Electrical Engineers and the
Institute of Mechanical Engineers, and
PowerSystems’ graduate training
programme was re-accredited by the
Institute of Electrical Engineers. 
PowerSystems and Generation recruited 
29 apprentices through the UK Modern
Apprentice Scheme.

US activities
PacifiCorp launched three key components
of its Core Curriculum learning and
development plan and developed two 
other programmes. 

PPM Energy developed a leadership
programme for managers and held a
number of ‘lunch and learn’ sessions. 

7 Learning Programmes
ScottishPower Learning is a joint initiative
between ScottishPower companies in the UK
and trade unions to encourage lifelong learning
among our employees and their families. Over
600 courses are available online. 

Over 1,500 staff and family members in the
UK registered for courses. In the US PacifiCorp
employees completed over 17,940 online
learning courses. We offer learning programmes
in the community as well. For more
information please see Community
Performance Summary.

Leadership8 Development
ScottishPower’s senior management group
(SMG) consists of the top 250 leaders across
the business. In 2004/05 we ran two leadership
development programmes for senior and
emerging leaders in partnership with the
Wharton Business School.

Our Leadership Model explains the
behaviour we expect from our leaders. This
year we redesigned the model to bring it more
in line with our overall business strategy. 

9 Conclusion
We have made progress toward our strategic
goals for workplace in 2004/05. In particular
we are pleased with the improvement in
employee satisfaction and our continued
investment in the training and development of
our people. We will continue to strive to attract
the best people, to get the best from them while
they are with us, and to do what we can to
make them proud and happy to work at
ScottishPower.

£12million
Our total financial investment 
in Learning and Development 
in 2004/05

633,000
hours our employees spent 
in training in 2003/04

Performance Summary: Workplace
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1 Introduction
There are two distinct aspects to our
community impact: 

the direct impact of our core business
operations, and 
the voluntary investment we make in the
communities we serve, to help make them
better places for businesses to invest and 
for people to live.

In 2003, we established a Group-wide
Community Policy Committee to better apply
our community strategy throughout the group
and to help our businesses learn from each
other’s successes.

Our Community
2 Impacts
The key issues relating to the community
impact of our core business operations are 
the siting of new facilities, our distribution 
and transmission activities, and our routine
maintenance and upkeep work. 

Community consultation
We keep in touch with the needs and concerns
of our communities through a variety of
methods of consultation.

In the UK our community consultation
processes include representation at community
meetings, presentations and forums. For
example, consultation is part of our windfarm

development process, from scoping through to
the end of development. In 2004/05, we
organised more than 25 public exhibitions and
participated in many more public meetings.

An independent assessment of this process
for our Cruach Mhor windfarm in Argyll and
Bute in 2005 found that we identified and
engaged with the key stakeholders in an open
and meaningful manner.

In the US, our PacifiCorp business uses
Regional Advisory Boards and Community
Advisory Committees as its principal
mechanisms for community consultation. The
Boards involve community leaders and provide
feedback on company activities and policies,
while the Customer Advisory Boards operate
on a local level.

Managing our impacts
In the UK, we invest £300 million a year in
maintaining our systems and network.
Maintenance work often involves gaining access
and working on other people’s land. We employ
a Grantor’s Charter which details standards our
staff and contractors observe when working on
other people’s property. 

In 2004/05, PacifiCorp undertook a spatial
planning study to inform its long-term planning
process. This study analysed the community
impact of potential new facilities, and has led to
the establishment of a new procedure for the
siting of facilities and for gaining community
approval. 

In 2004/05, PPM Energy made substantial
investment in new windfarm facilities. 
PPM has developed a comprehensive 

1 Introduction 
2 Our Community 

Impacts
3 Investing in the 

Community
4 Employee 

Involvement

Performance Summary: Community 
Highlights          See the full report at www.scottishpower.com/community

In 2004/05, ScottishPower Learning reached the milestone of helping 10,000 young
people into employment or further education since its inception in 1996.

The Group won seven Big Tick awards from Business in the Community for
examples of excellence amongst our community programmes.

The commission led by ScottishPower Chief Executive, Ian Russell, delivered a
national framework for youth volunteering to the UK Government.
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process for evaluating community impacts 
of windfarms, including surrounding
environment, consistency with current 
land uses and construction.  

Our companies in the US also conduct
business with Native American Tribes or on
tribal lands. PacifiCorp alone conducts business
with more than 38 tribes. 

One issue – concern over hydroelectric
plant relicensing on the Klamath – has
received considerable attention. Tribes allege
that PacifiCorp and its predecessors affected
the Tribes’ federal treaty rights to fish by
building dams. The company initiated a
settlement process in 2004 involving the
tribes and many other parties. Since then both
the ScottishPower and PacifiCorp chief
executives have met with the tribal
representatives, four all-party settlement
meetings have been held and five subgroups
were formed and have met.

Investing in the3 Community
Our strategy for community investment 
is based on two themes: learning and
sustainability. Within these we focus on four
areas: 

economic development;
education and employability;
preserving and enhancing the environment; and
leadership and partnership.
We focus on projects where our skills can

make a difference, particularly in communities
where ScottishPower is carrying out ongoing
structural works, or which face substantial
social or economic challenges.

This year ScottishPower invested £4.14
million in communities. We use the London
Benchmarking Group (LBG) model to
evaluate our community investment. 

Economic development
As an infrastructure provider and supplier
our business success is linked to the economic
health of the communities we serve. 

Our wind development activities in
Scotland generate local economic benefits. 
An external review of our Cruach Mhor
windfarm in Argyll and Bute showed that 

84% of the £22 million cost was sourced with
Scottish-based companies. 

PacifiCorp undertakes a wide range of
economic development initiatives, working 
in partnership with state governments and
public bodies:

In 2004/05 we conducted 59 strategic
planning sessions in areas of unmanaged
growth or depressed economies. 
Over the past year, the economic
development efforts between PacifiCorp 
and the states of Oregon, Utah and Idaho
have resulted in 8,708 new jobs.
We play an important local economic role

through PPM Energy’s continued development
of the wind industry. Windfarms are often
developed in rural areas where they provide a
significant source of revenue from property
taxes and land leasing. In Sherman County,
Oregon, for example, 10% of county tax
revenues now come from 16 wind turbines
owned by ScottishPower. 

Education and Employability
ScottishPower Learning
ScottishPower Learning is our flagship
community programme in the UK. It aims to
encourage and help those in society who are
disengaged from learning; to improve the
employability of the unemployed; to improve
the employability and career prospects of
school pupils, and to support learning in the
community. Last year, we reached the
milestone of helping 10,000 young people into
employment or further education since 1996.
Programmes include a Skillseekers module,
which received Business in the Community’s
award for the best educational programme in
the UK. ScottishPower Learning received a
further two Big Tick awards.

In the US our learning programmes
provide technology-based training for those
members of the community who do not have
access to it, in order to strengthen their job
skills and improve their employability. 

In 2004/05 PacifiCorp Foundation for
Learning continued its early childhood initiative
by launching a programme in Washington. To
date over 15,000 children have directly benefited
from the the programmes in five states, and
31,000 children’s books have been distributed.

10%
of Sherman County, Oregon,
property tax revenues were
supplied by the first 16 turbines 
at a ScottishPower windfarm

84%
of £22 million spent
in developing Crauch Mhor
windfarm in Argyll and Bute was
sourced from Scottish companies

Community Investment
ScottishPower companies
provided £4.14 million in
community support activity,
in 2004/05. Of that, £1.5m
went to registered charitable
organisations. 

We detail our activity
according to categories from
the London Benchmarking
Group model, for more
information see www.lbg-
online.net.

In addition, £1.2 million of
charitable support was made
through the PacifiCorp
Foundation for Learning
which is fully endowed by
ScottishPower companies.

Community investment: £2.6m
Commercial initiatives: £1m
Charitable: £0.6m
Figures are rounded

Performance Summary: Community
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Performance Summary: Community

$1million
The US Employee Giving
programme succeeded in
raising more than $1 million
through staff giving and a
PacifiCorp Foundation
matching contribution

ScottishPower earned a
record-breaking seven Big 
Tick awards, including Best
Education Programme in 
the UK

Preserving and enhancing the environment
Green Energy Trust
The Green Energy Trust was set up to allow
customers to help support small-scale renewable
projects in the UK. Since its inception in 1998,
the Green Energy Trust has provided £586,000
to more than 63 projects. In 2004/05, £200,265
was committed to a further 17 projects. 

Leadership and partnership
Part of our commitment to communities
includes providing leadership and skills through
committee service and providing resources and
expertise. Two examples demonstrate our work:

Russell Commission
In 2003, ScottishPower Chief Executive Ian
Russell was asked to lead a government
commission to develop a national framework for
youth action and engagement. In 2005 the Russell
Commission’s findings highlighted the need for a
step change in youth volunteering. The
government announced an investment of £150
million to recruit up to 1 million young volunteers.

e7
ScottishPower is a member of e7, a consortium
of electricity utility companies from G8
countries that seeks to promote global
environmental protection while assisting the
economic growth of developing countries.
ScottishPower led the establishment of a
project to develop an off-grid electricity supply
to remote areas of South Africa and Kenya.

Community Partnerships
Our approach to community investment
enables us to support programmes that deliver
long-term benefits, enabling communities and
organisations to plan for the future. For
example, our partnership with the Central
School of Ballet includes live performances
reaching 7,000 people in communities that do
not have consistent access to performing arts.

Another long-term project with Welsh
National Opera provides school workshops and
performances in non-traditional venues
including older peoples’ homes, hospitals,
shopping centres and museums. This year the
partnership has launched a programme focusing
on conservation issues which will involve about
1,100 primary schoolchildren over three years. 

4 Employee Involvement
We encourage our employees to volunteer in
their communities as part of their personal and
professional development, and we provide
opportunities for employees to support
charities through payroll giving. 

In the UK, ScottishPower Learning
facilitates engagement activities such as
enabling staff to become team leaders for 
the Prince’s Trust or to be involved in delivering
the Young Managers scheme. 

Our employees also raise funds for local
charities and we match employees’ fund-raising
efforts for registered charities. In 2004/05, UK
employees raised £38,706, with £22,461
matched by the company and our UK
employees contributed £75,723 to charities
through payroll giving.

Last year nearly 1,500 PacifiCorp
employees participated in 40 wide-ranging
volunteer projects.    

The US employee giving programme
succeeded in raising more than $1 million
through staff giving and a PacifiCorp Foundation
matching donation. PacifiCorp employees
contributed $551,816 and PPM employees
contributed $38,048 to make a staff-raised total
of $589,864 – exceeding the target of $525,000.  

Tsunami appeal
In 2004/05, in response to the tsunami appeal,
ScottishPower and its employees collectively
contributed more than £190,000.

5 Conclusion
We have an ongoing commitment to the
communities in which we operate. We will
continue to engage with, and invest in our
communities in the years to come. We focus on
projects where our skills can make a difference,
building on our contribution to the community
vitality which helps our businesses thrive. 

8,708
New jobs
Over the past year, the 
economic development efforts
between PacifiCorp and the
states of Oregon, Utah and
Idaho have resulted in 8,708
new jobs

£150m
UK Government investment 
to recruit 1 million young
volunteers following
recommendations of
Commission led by
ScottishPower’s CEO
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1 Introduction 
2 Procurement

Management
3 Ensuring 

Responsible 
Conduct of 
Suppliers

We have incorporated social criteria into our contracts for primary fuels.  

ScottishPower chaired a working group from across the utility sector to review 
the implications of CR in a common supplier pre-qualification process.  

PacifiCorp introduced a formal pre-qualification process for major suppliers,
incorporating the company’s environmental and health and safety standards
alongside traditional quality and cost considerations.

Performance Summary: Procurement 
Highlights See the full report at www.scottishpower.com/procurement

1 Introduction
The nature of supply chain management in our
businesses is changing due to global trends such
as the rise of lower-cost economies such as India
and China, and regulation changes. We will
continue to manage our supply chain for cost,
quality and risk. And we also aim to ensure our
suppliers meet the highest standards in areas
such as health and safety and environmental
compliance, as our work to manage our overall
social and environmental impacts depends in
part on the performance of our suppliers.  

Procurement2 Management
The purchasing of primary fuel and the
purchasing of all other goods and services fall
under separate regulatory frameworks. Our
governance and management structures reflect
these different regulatory contexts.

The non-fuel procurement function across
all ScottishPower businesses is responsible for
the purchase of the materials, goods and
services required from external sources
necessary to support our operations. A group-
wide Procurement Council oversees all aspects
of procurement and supply chain management
in this context. The Procurement Council
reports to the ScottishPower Executive Team. 

Purchases of the coal and natural gas required
to generate electricity in our UK power stations
are the responsibility of our energy management
teams within the businesses. The policy is set
globally by the Group Energy Risk Committee.  

Ensuring Responsible3 Conduct of Suppliers
We have a number of mechanisms for
monitoring and managing the social and
environmental performance of our suppliers. 
In our non-primary fuel procurement activities,
these include policies, pre-qualification and
evaluation criteria and supplier audits focused
on employee health and safety and general
working conditions, as well as environmental
practices and performance. 

In our fuel purchasing activities, we
conduct reviews before entering into contracts.
These reviews cover cost, quality and risk,
credit worthiness, Financial Services Authority
compliance, and legal issues. This year we have
also introduced social reviews, consistent with
our aims on corproate responsibility. These
reviews include environmental and social
compliance, social and welfare arrangements of
local employees and employee compensation. 

For more information on ScottishPower’s
procurement policies, management and
performance, please refer to our online
Procurement Performance Report.

$600m
In the US, PacifiCorp 
spent $600 million with
suppliers based in the states
we serve
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External Assurance Statement

Scope
ScottishPower commissioned csrnetwork to provide
independent assurance on the corporate responsibility
information and data within the ScottishPower 2004/05
Environmental and Social Impact Summary Report
(ESIR) and the detailed performance reports (‘Reports’).
The assurance process was conducted with reference
to the AA1000 Assurance Standard. The full version of
this independent assurance statement can be found on
the ScottishPower website.

Opinion
On the basis of the method and scope of work

undertaken, the Internal Audit process and the information
provided to us by ScottishPower, nothing came to our
attention to suggest any systematic issues with data
collection that could result in material mis-statement of
performance data or claims on a consolidated basis. We
found that Internal Audit validation processes, the data
collection systems and underlying trends in reported data
are generally robust.  

In our statement last year, we recommended that
future reports should articulate the outputs of discussions
regarding ‘how far’ and ‘how fast’ ScottishPower should
aim to make progress on corporate responsibility issues.
Since then, ScottishPower has made a commitment to
corporate responsibility as a way of doing business that
contributes to creation of value for shareholders, and the
ESIR includes some information on the internal debate
surrounding the role of corporate responsibility at
ScottishPower. Commitments regarding the further
development of corporate responsibility management
processes and levels of performance are understandably
constrained by the ongoing changes in business and
management structures. 

We consider that the outputs of the work undertaken
on corporate responsibility during the year provide a
suitable basis for developing relevant management
processes under the newly emerging business structure.
In addition, our observations against AA1000 principles
are as follows:

Materiality
We consider that the majority of issues material to
stakeholders have been adequately identified in the
Reports. The Reports include information on
ScottishPower’s social and environmental performance
required by stakeholders for them to be able to make
informed judgements, although additional commentary on
some health and safety performance indicators would be
beneficial. We also recommend that the issue of
absenteeism be explored in future. ScottishPower has
exercised suitable discretion in determining which data
are presented in the ESIR, as opposed to the more
detailed performance reports on its internet site. The
treatment of data and information relating to PacifiCorp is
appropriate given the ongoing sale of this business.  

Completeness
Group-level governance structures are in place for
identifying and understanding activities, performance and
impacts. These have been strengthened through the work
undertaken by the CR Steering Committee, to develop a
clearer understanding of the role of corporate
responsibility in relation to the core business. The direct
involvement of the Executive Team in this process has
been particularly significant.  

Last year we recommended that future Reports would
be further improved by inclusion of additional commentary
on performance to convey a sense of how current
performance compares with ScottishPower’s expectations
and vision. Work was begun during the year to establish
levels of performance across 12 major corporate
responsibility impact areas. This framework should provide
an enhanced ability for ScottishPower and its stakeholders
to track progress towards specific levels of performance.

We also recommended that future reports should
make clear how specific businesses have sought to
achieve improvements in performance against the 12
health and safety standards, in particular occupational
health and change management. Information on
assessments against these standards is now included in
the Health and Safety Performance Report.  

The Procurement Performance Report includes
reference to reviews of primary fuel suppliers. By
beginning to address this area of supply chain
management, ScottishPower is taking a leadership
position within the sector. We recommend that future
Reports include information on the outcomes and learning
from these activities.  

Responsiveness
The outputs of both Group and business level stakeholder
dialogue have been used to shape the contents of the
Reports. The development of separate Reports on health
and safety, governance and procurement improves the
accessibility of information on these particular issues.
Feedback from external stakeholders has included
requests for more context on key business, environmental
and social issues. Although the ESIR has been made
shorter this year, the amount of detail provided through the
Performance Reports is exceptional, and briefings on
ScottishPower’s approach to specific issues have been
included in the ESIR. Future Reports would be further
enhanced through additional discussion of ScottishPower’s
position and views on these long-term issues, and in
particular a recognition of the external factors that
influence the effectiveness of the company’s response.

csr network ltd, UK September 2005

Jon Woodhead, Director
www.csrnetwork.com

Internal Audit process
All facts and figures
contained in this report have
been verified by business
management. In addition,
Internal Audit has reviewed
these statements using a risk-
based approach to provide
independent assurance over
the process. Additionally, 
csr network has had the
opportunity to examine all
information to support its
Independent Assurance
Statement.



Topical Index Topical Index
This index highlights the main areas covered within this report and the supporting online Performance Reports, and their locations. 

Topic covered Location

Corporate governance
Board (structure and remuneration) GPR p.5
Risk management ESIR p.9, GPR p.9
Business conduct ESIR p.9, GPR p.7
Shareholders GPR p.5-6
Political donations and expenditure GPR p.8

CR management
Environmental and social governance ESIR p.5
Stakeholder relations ESIR p.5
Audit and verification ESIR p.26

Environment
Environmental governance (processes, systems, structure, relationship with stakeholders, risk management, suppliers) ESIR p.5, EPR p.7-8, PPR p.10-11
Energy (energy supplied, generation, thermal generation, hydroelectricity, new and renewable energy, energy efficiency ESIR p.10-11, 13, EPR p.9-27, 
and conservation, green energy programmes, internal energy usage, customer programmes and initiatives) CSTPR p.13, 20, 24-25, 27
Atmosphere (greenhouse gas and CO2 emissions, climate change, environment transport policy) ESIR p.6, 10-13, EPR p.9-12, 28-30, 44-45
Land and biodiversity (aquatic environments, tree management, mining, prevention and management of contaminated land) ESIR p.12-13, EPR p.31-39
Resource use and waste (resource management measures, re-use and recycling, waste disposal, internal water usage) ESIR p.12-13, EPR p.40-44

Health and safety
Health and safety management (governance, standards, internal assessment, external benchmarking) ESIR p.7, SPR p.5-10
Public and consumer safety (regulatory framework, performance) ESIR p.15, SPR p.15
Safety of contract staff ESIR p.15, SPR p.14
Performance ESIR p.14-15, SPR p.16-18

Customer*
Overview of businesses (number of customers, scope, capacity, regulatory context) ESIR p.2, CSTPR p.7, 14, 23, 26-27
Standards and guarantees ESIR p.18, CSTPR p.10-11, 17, 29-31, 33
Connections CSTPR p.8
Security of supply ESIR p.16, CSTPR p.10, 16, 24
Pricing and value ESIR p.18, CSTPR p.8, 20, 36
Customer satisfaction and loyalty (including complaints) ESIR p.17, CSTPR p.11-13, 16-19, 32-35
Managing energy use and impacts (energy efficiency, fuel poverty, disconnections, green energy initiatives) ESIR p.17-18, CSTPR p.13, 20-22, 24-25, 37-39
Customers with special needs ESIR p.18, CSTPR p.13, 19, 35
Advertising and marketing CSTPR p.22, 39-40

Workplace
Human resources policies (employment relationship, equal opportunities, harassment policies, work/life) ESIR p.19, WPR p.6-8
Equality and diversity (policies, workforce diversity, recruitment) ESIR p.20-21, WPR p.10-11
Employee satisfaction (employee survey, satisfaction measures) ESIR p.20, WPR p.8-9
Training and development (investment in training, training opportunities, learning programmes, leadership development) ESIR p.21, WPR p.12-14, 18-19
Pay and performance (performance management, employee share options, executive pay, pension plans) WPR p.15-16, 19
Employee and industrial relations (representation, managing organisational change) WPR p.17

Community
Community investment (approach, performance) ESIR p.23, CPR p.9, 17
Community consultation ESIR p.22, CPR p.5-8
Community impacts (local impacts, windfarms, relationships with indigenous communities) ESIR p.22-23, CPR p.6-8
Economic development (contribution to local economic development, programmes and initiatives) ESIR p.23, CPR p.9-10
Employability and education (ScottishPower Learning, PacifiCorp Learning) ESIR p.23, CPR p.10-12
Preserving and enhancing the environment (green energy initiatives, other environmental projects) ESIR p.24, CPR p.12
Employee involvement (employee volunteering and giving) ESIR p.24, CPR p.15-16
Leadership and partnership (community partnership programmes and initiatives) ESIR p.25, CPR p.12-14

Procurement
Suppliers (procurement policies, qualification, reviews, audits, feedback, complaints) ESIR p.25, PPR p.5, 10-14
Regulation PPR p.6
Governance and management (codes of conduct, responsibility to SMEs) ESIR p.25, PPR p.7, 13-14
Procurement process PPR p.8-9
Performance PPR p.15

Key
ESIR – Environmental and Social Impact Report
GPR – Governance Performance Report; EPR – Environmental Performance Report; SPR – Health & Safety Performance Report; CSTPR – Customer Performance
Report; WPR – Workplace Performance Report; CPR – Community Performance Report; PPR – Procurement Performance Report
* Note the Customer Performance Report is organised by business rather than thematically



Further Information

Scottish Power plc
Registered Office: 1 Atlantic Quay, Glasgow G2 8SP
Registered in Scotland No: 193794

Governance www.scottishpower.com/governance
Environment www.scottishpower.com/environment
Health & Safety www.scottishpower.com/safety
Customer www.scottishpower.com/customer
Workplace www.scottishpower.com/workplace
Community www.scottishpower.com/community
Procurement www.scottishpower.com/procurement

Further information regarding the ScottishPower Group can be found in:
ScottishPower Annual Review
ScottishPower Annual Report & Accounts
Quarterly reporting statements

All these, and other information, can be found on our websites:
www.scottishpower.com
www.ppmenergy.com
www.pacificorp.com

Tell us what you think
Your views are important to us. If you would like to share your thoughts about any of the information contained 
within this report, please go online at www.scottishpower.com and complete our survey or e-mail us at:
esirfeedback@scottishpower.com, or write to:

Gaynor Kenyon
Director, UK Government and Community Affairs
Corporate Communications
ScottishPower, 1 Atlantic Quay, Glasgow G2 8SP 
UNITED KINGDOM

For press releases and up-to-date information visit our website www.scottishpower.com
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