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Integrated campaign for public awareness and damage
prevention

. . N
Goals: Satisfy regulatory requirements Sevelon off .
.. evelop effective full-
Engage customers and communities spectrupm solutions
Address needs of risk managers ®
Demonstrate value for investors “We are =
\ J Create addition_al trusted to 8
Promote a culture of safety short-term tactics keep the
with the public and employees public safe —
It's who we

“Differentiate
our utility and
our value to
the
community”

Analyze leading/ are”

lagging indicators

“Do the right
thing/Speak
with one
voice”

Strategic Advantage

Maintain current baseline efforts
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Beyond Compliance

“‘Don’t get in
trouble”
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Implement customer-centric approach to public safety and
damage prevention

|dentify Craft Leverage Determine Make sure
stakeholders actionable channels message that the
who are messages preferred by timing and messenger is
relevant to that resonate stakeholders frequency credible to
meeting your with your targeted
safety goals stakeholders audience
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Step 1. Baseline compliance

Our Baseline commitments nationalgrid
Excavator safety near

include reaching more than underground natural

gas pipelines

109,000 Excavators, in three
jurisdictions, at least twice every
year.

Help protect natural gas pipelines

*+ National Grd pipaines dekiver natural gas saely and rellaby (o s d
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gas pipeline has serious consequences. Fyvs: o iy
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* The grestes

risk to gas pipelines during
Fetton 1 e Your e o rovent ok damage nd rcuco 1k
bryiriassip o o

Jurisdictional commitments require
customized messaging.

Notify 811, and dig with care

* Sutcimrayiesyculoculp, o Plysicasy locats markad natr
e York o ke & colna

working

an

Complete corporate brand-

ch radius of * Do not damage the copper wire
round natural that may be running near a plastic
natural gas pipeline.

you cal, pre-mark y
proposed dig area wilh wiie peirt
s aelior stk

* Wait the required time for Uliles.
10 locate and meek thee inas belore.

you g

Backfill for pipeline safety

Remove rocks more than 3 inches
in diameter from the padding sand

.* So be alert
I r warning sig
Tovel to grade ¥ DR WA SC0G A% Viel:

. -mmm. whistfing ot roaring FTOFETH Y Signs of ¥ 5
agas leak,
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hole in the ground i .
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r flowable fil

Compact soil
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* an oxposed pipeline after a fire,
diea

nationalgrid

Have you notified 811 yet?

Call 811 or make an onlin, est beft start digging

Plan ahead to
protect cast iron
gas mains

Y Castiron gas mains
he

If you contact a natural gas
pipeline and/or suspect a gas leak:

* B ot i of dnploss o « From a safe location, call 911 and
merators, Nat immediately. Cid
ik i

Five steps for safe excavation

iabik darmgn o

In a gas emergency, call 911 and them, They ore vulnerabl ¥ 0 s csceng)

1. Plan your job and pre-mark your dig area wih white cant, National Grid 24 hours a day, ho earth noar + Do NOT use matches, ightersor 1 s
flags and/or stakes. 7 days a week A sperk could keite leaking gas. supervisor.

2. Call 811 or make an online dig ticket request before any excavation * DONOT operateunderground + Stay away rom the ares el
starts: 811 or 1-800-962-7962 | digsafelynewyork.com. Upstate New York: pipelio et Niioral Gt perscl sey H s el

* Do NOT crimp or tape a broken
o ofherwise attermpt 1o

the flow of gas. Leave the

ion open.

EL

Smell Gas. Act Fast.

3. Wait the required time for utilitie: and mark their lin
In New York, at least two full working days, excluding the
f your call, weekends and legal holidays.

4. Respect the marks and ma

5. Dig with care and follow hand-excavating rul

ain them while digging. Pease vist nationalgricus,com Tnis is an important
I

This s fin Impariant nowce. Watch out around pipeline markers
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Step 1. Baseline
compliance

Maintain accuracy and
demonstrate compliance.

We regularly analyze our
messaging and align with our
objectives as well as with the
needs and expectations of
stakeholders, policy makers,
and reqgulators to ensure
we're meeting

National Grid
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Excavator safety near
underground natural
gas pipelines

Uesit poes o amicyes Fng

Ina gas emergency, call  and
UpstateNew York:  and

24hours a day, 7 days a week

k _ Help protect natural gas pipelines
= '+ Natcnal O7d pige 3

aos Sdoyad

Nolify 811, and dig

DgSaoy

If you contact a natural gas
pipeline and/or suspect a gas leak,
assume there’s a danger:

* Leave equipment: do N
engines or generators.
andlsara T 703 A0y,

« Do NOT use matches, lighters or
anything electacal - even a phane.

« From a safe location, call 911 and

o #ET]
+ Report the incident to your
ervisor.

Respond safely to
natural gas emergencies

Kesp s carc randy I you vahicia visar o glowe b

& Stay avey fomthe aven .t Natcrs (e pescrres s 216 i 3w

ckthe pipeine o

5c

Key

3.

. Pipeline purpose and reliability

. Pipeline location information

(pipeline markers)

. Include photos/illustration

a.
b. Phone number for emergency

Q

. General location of pipeline only
d. Where they are found

e. Encourage one-call notification

Awareness of hazards and
prevention measures undertaken

a. Products transported and
potential hazards

b. Measures taken to prevent
or mitigate risks (pipeline
maintenance, monitoring, etc.)
c. Preventive measures to help
assure safety and prevent
incidents (safety education,
participation in 811, etc.)

. Damage prevention awareness

a. One-call requirements, including
consequences of not calling

b. Align with Common Ground
Alliance’s safe digging guidelines,
including tolerance zone

c. Need to report threats or
suspected damage to pipelines

. Gas leak/damage recognition

and response

a. Gas leak recognition, including
smell, sight, and sound

b. Gas leak response

c. Emergency reporting information

. How to get additional information

a. Company contact and
response information

b. Resources for additional
safety education



Step 2: Analyze damages and root causes to identify low-
hanging opportunities

New York State
Root Cause Breakdown
2019

Excavator Error (Third Parties)
46%

Mismark - Locator Error (Locating
Personnel)
13%

Mismark - Locator Error
(Company Personnel)
2.59%

Excavator Error
(Company/Contractor)
3%

National Grid 6
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Step 2: Research public safety risk indicators to help

support the strategy

How Respondents Prefer to Learn About
Availability of Online Safety Information

Preferred Detailed Safety Training Formats

Booklets/Brochures

Email 69 Checklists
Brochure 64

Website

Letter
Glovebox Mini-Book

Trade magazine ad
Posters

TV W 2015 (n=418)
Visor Cards
Ad on a website W 2017 (n=254)

Streaming Video

Poster for breakroom

Mobile A
Postcard PP
Radio ads Videos on DVD
Newspaper ad 16 PowerPoints
0 25 50 75 100 0 25 50 75 100
Percent of Respondents Percent of Respondents
Base: Total Respondents
(n=74)

(Source: National Grid effectiveness research results, 2016 to 2018)

National Grid



Step 3: Use data to improve short-term communications
and messaging tactics

Develop additional segmented communications based
on risk analysis and end-user preferences —

Disseminate communication through known effective
channels:

1:30‘0
« Segment-specific mailings (Geography; Worker Type: Tree O G
Workers, Agricultural Workers, Cross Bore, First Responders, |
etc.)

 Email Tips of the Trade to reinforce key messages
* Upgrade existing website resources with additional content

« Brand-align supplemental training materials

« Employee resources and in-person stakeholder engagement 4 Everyone's
/l\ resources have
2 been affected by
the COVID-19 pandemic. You
can help prevent locate delays
by pre-marking your proposed
dig area in white and notifying

811 of your planned
excavation with as much lead

Collect ongoing feedback from end-users through:
* On-the-ground activities by employees

» Telephone follow-up calls

time as is possible in your

* Integrated email survey

Plan for long-term, full-spectrum solutions

National Grid 8



Step 3: Enhance regional
materials

Data-driven opportunities for
improved public awareness
outreach:

» Special educational tools for
excavators in the Cape Cod region,
reducing damages

» Regionally focused checklists and
local 811/one-call wait times

» Additional damage prevention
educational resources for larger
excavator organizations

National Grid

excavator Safety awareness

Excavator
Safety

Employee training
materials on natural gas

nationalgrid

pipeline safety enclosed

[ p————p— nationalgrid

Massachusetts and Rhode Island
Safe Excavation Checklist
do 1o he

Use this

& d 811 wait times — updated April 2019

edule your dig in Massachusetts and Rhode Island

nationalgrid




Step 3: Target stakeholders who are at greater risk

Our research demonstrated a greater
need for gas service warnings in Natural gas service

must be disconnected

downstate New York among during demolition and
stakeholders who deal with the it

permitting and performance of
demolition and/or renovation work

owners planning demolition or significant renovation, including
building elevation or additions, to contact National Grid to properly
disconnect natural gas service before they begin work.

Leaving natural gas service connected poses a hazard that could
result in fire, explosion and loss of life and property, or at a later date,
could lead to damage and threat to life from undetected gas leaks.

Critical steps for contractors and property owners

Targeted audiences include landlords,
developers, demolition contractors, permitting
offices, and the like

Direct contractors and property owners planning demolition or significant renovation
to take these steps:

ss days before beginning work to
nected properly and have the meter
atior rid's Customer Service

ap
remo )
Center at 1-800-930-500:

project and get the required

the scope of work. It is not enough to request a simple shut-off
majo lanne lon Nt/
t

Outreach involved both direct mail and
digital/social media outreach

Utility Public Safety Alert
Fromx National Grid

O National Grid Customer

Approximately 20,000 touch points annually

nationalgrid

lons about natural
| to call National G

In development: Long Island B -\ s comectea ung

demolition and major

renovation/demolition best practices case el rorovion cencaee
study -

Arrange to disconnect service before you begin demolition or

National Grid 10



Step 3: Enhance regional excavator safety awareness

Identify additional resources that
Improve message retention and
promote safe behaviors

Quarterly “Tips of the Trade” damage
prevention/safe excavation emails

Distributed to about 16,000 stakeholders
Topics include:

« Safe use of trenchless technology

» Working safely near cast iron pipes

» 5 steps for safe demolition

« Safe digging laws and regulations

* Working safely in winter storms

17 topics currently...and growing!

National Grid

National Grid Damage Prevention Tips - Message - Mail

SReply Replyall —>Forward [ Archive [il] Delete O Setflag

National Grid Damage Prevention Tips

nationalgrid

Tips of
the trade

Pipeline safety

Using trenchless technology safely

Welcome to National Grid’s Tips of the Trade. National Grid is committed to your safety,
and these tips are intended to help you work safely near our facilities. Please review these
tips with your coworkers at your tailgate or toolbox meetings before work begins.

Please help us improve our safety tips to meet your
training needs. Take our two-minute survey.

Using a directional drill, auger or other form of trenchless technology is like threading
a large needle through a maze of existing underground utilities — while blindfolded!
Subterranean smarts and safe drilling practices are keys to success.

Subterranean smarts

Notifying 811 before you dig is always
essential, but you must take it a step further
when you use trenchless technology:

¢ Inform the 811 center about your
equipment. Make sure to specify you
will be using directional boring/drilling
technoloav.

11



Step 3: Focus on key issues: Cast iron pipelines

National Grid operates one of the
oldest utility systems in the
northeast

We educate excavators and policy
makers about the risks, as well as
about our ongoing program for
upgrading infrastructure

Utility public safety awareness
Initiatives increase awareness among
all stakeholders of the value of the
company’s infrastructure improvement
Initiatives

National Grid

Working safely near cast iron pipes

Cast iron pipes need special protection
Cast iron natural gas pipelines are the
grandfathers of the natural gas distribution
system. They've worked hard and done their
job well for generations, but now across the
country, cast iron natural gas pipelines are
being replaced by steel and plastic. At
National Grid, we are replacing more than
5% of our cast iron natural gas mains every
year, but there are still 4,228 miles left in the
system. We need your help protecting these
old workhorses until they can be retired.

Cast iron gas mains are brittle and vulnerable to damage when
the earth around or near them is moved in any way

-7 - v

When your excavation encroaches on a cast iron natural gas main by crossing beneath its

path or running parallel nearby, special circumstances apply.

12



Step 4. Enhanced and engaging damage prevention
education

| wanna
dig

"big

hole...

https://ngridsafety.com/when-it-comes-to-811-theres-no-kidding-around/

National Grid 13
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Step 4. Employee-engagement tactics that embed public
safety awareness, brand, and culture

Inltlatlves that promOte employee E Excavator Baseline — National Gr X + - = x
awareness and empowerment < C @ hitps//ngridsafety-test3.culverco.com/product/excavat.. Q@ B}
« Liaison Catalog — online “store” nationalgrid

employees use to request public safety o b e e e e )

awareness resources

« Call-center script, incorporating 811,
odor fade and other hazard awareness
messaging

AUDIENCE: Third-party excavalors

REGION(S): Gas sen in Mew England.
Downstate New York, Upstate New York

DATE PUBLISHED: January 2019

» National Grid employee newsletter —

PROJECT: 11390  PRODUCT: 97610

focused on pipeline public awareness st i e |
« Additional data mining and analytics

© 2018 Culver Media, LLC. All rights resarved

National Grid 14




Overview 2020 YTD excavator activities
327,000 Excavator touchpoints year to date

Tips of the Trade m’ Baseline RP 1162 811 Day emaill mr Damage Prevention
eNewsletter on damage Mailing mailer targeting
prevention . Tips of the Trade downstate NY

O Renovation/demolition eNewsletter on damage contractors
Sewer line cross bore mailings, targeting prevention A
safety emailing landlords, developers & i ﬁ Sewer line cross bore
permitting offices (M Supplemental RP 1162 safety reminder email
A Mailing targeting plumbers
Q Renovation/demolition
email targeting (M Sewer line cross bore mr Damage Prevention
Service territory safety mailer targeting mailer targeting very
contractors plumbers large Excavator
. organizations
@A 3 Tips of the Trade systemwide

eNewsletters on
damage prevention and
811

ﬂ’i Right of Way
encroachment warning
mailer

National Grid 15



Impacts: Benchmarking metrics demonstrate
effectiveness across the service territory

44,801 likely to change unsafe behaviors Changed Behavior

56,710 fully read our excavator safety Practice
messaging Prevention

515,550 total workers potentially exposed

to our messaging Build Awareness

323,301 projected* to have received
National Grid’s messaging

Customer Touchpoints

* Projections based on National Grid 2020 YTD program data and nationwide benchmarking. 95% confidence
+3.3%

National Grid 16
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