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Stakeholder Engagement
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Delivering cleaner homegrown energy as the 
UK’s clean energy champion
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Our business strategy

Delivering a

Network for Net Zero
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SSEN Transmission:
Accelerated Strategic Transmission Investment (ASTI) programme

Visit: ssen-transmission.co.uk/2030 for more information
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Streamlining our Stakeholder Engagement

A Winning Trio
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A Winning Trio: Website, Tractivity and AI

Investing in our Transmission website Tailoring Tractivity to Transmission’s needs Leveraging AI to analyse feedback and sentiment
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Streamlining our Stakeholder Engagement

Reimagining our 

project webpages



Client Confidential

10

Informative but ineffective

Some of our challenges to overcome:

• Our pages were not the most visually engaging

• We didn’t explain the project or benefits succinctly

• We didn’t provide information about each project phase

• We didn’t explain what our engagement activities looked like 

throughout or set out clearly where stakeholders could influence

• Wasted page space

• Misunderstood project maps

• Navigation not user-friendly for wider stakeholder population
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Reimagined and refined  

Feature

✓ Horizontal navigation bar 

✓ Project banner 

✓ Project tabs

✓ Map Styling

✓ Map User Guide 

✓ Project Status Bar 

✓ Project Status Descriptions

✓ Document Accordion 

✓ A-Z Project Search

✓ Improved Project Search

In our ongoing commitment to enhancing our stakeholders’ 

website experience, our engagement and the information we 

provide about our critically important infrastructure projects, we 

implemented around 40 technical improvements, in stages.
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Streamlining our Stakeholder Engagement

Tractivity in 

Transmission
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Tractivity in Transmission

What did we do?

• Set up new contract with Tractivity

• Recruited dedicated System Administrator, Tracey Balkwill

• Configured the system to suit our needs

• Migrated our stakeholders across

• Removed spreadsheets

• Enabled Single-Sign On (SSO)

• Role-based access

• Tested the system, passing cybersecurity and GDPR approval

• Embedded Tractivity-hosted web forms across our website

• Provided systems training to our people

• IT Change Manager to support new behaviours

What have the benefits been?

✓ Now empowered and independent from Distribution

✓ Efficient and user-friendly configuration that better suits Transmission

✓ Confidence in accurate data

✓ GDPR compliance and data well protected

✓ Swapped 360 administration hours for 0 hours by automating the process

✓ Freeing up our people to focus on engagement rather than administration

✓ Entering into engagements informed and prepared

✓ Coordinated our engagement between our teams

✓ No ‘lag’ in our stakeholder distribution lists

✓ Sending professional communications to the right people
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Before and After

Issue/Challenge
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Impact Mitigation
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Data Transfer Across 
Systems ⚫ ⚫ ⚫ ⚫ ⚫

Not all users had access to bulk upload, so data was 
stored then transferred across spreadsheets via 
email.

Data is automatically moved from stakeholder to 
Tractivity with no manual intervention. ⚫ ⚫ ⚫ ⚫ ⚫

Knowledge Transfer ⚫ ⚫ ⚫ ⚫ ⚫

Due to complex processes and mismatching 
systems, training and experience was key to 
understand nuances and workarounds.

Matching fields to align systems and no manual 
intervention required due to automation. ⚫ ⚫ ⚫ ⚫ ⚫

Manual Data 
Manipulation ⚫ ⚫ ⚫ ⚫ ⚫

To match fields and ensure successful upload, there 
is a need to manually manipulate the data to fit the 
template for loading.

Matching fields to align systems and no manual 
intervention required due to automation. ⚫ ⚫ ⚫ ⚫ ⚫

Information Validation ⚫ ⚫ ⚫ ⚫ ⚫

Due to above issues, there is a need to perform 
regular data checks and information validation which 
increases lead time.

Due to automation, removing data manipulation, and 
built in security, there is no need for human 
validation.

⚫ ⚫ ⚫ ⚫ ⚫

Timely Uploads of Data ⚫ ⚫ ⚫ ⚫ ⚫

Process required ‘point in time’ data, as the website 
information is changing all the time, what was sent to 
Stakeholders could be out of date in minutes.

With new form data goes directly to Tractivity (a safe 
location designed for storing this data) and is no 
longer held on the website at all.

⚫ ⚫ ⚫ ⚫ ⚫

Data Maintenance and 
Security ⚫ ⚫ ⚫ ⚫ ⚫

Stakeholder data was not secure and there were 
several breaches of GDPR due to data sharing and 
shared access to same data.

Secure links between webform and Tractivity with 
role-based admin. ⚫ ⚫ ⚫ ⚫ ⚫
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Streamlining our Stakeholder Engagement

AI-powered Feedback and 
Sentiment Analysis Tool
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Our AI-Powered Feedback and Sentiment 
Analysis Tool, at a glance
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Teamwork

Service

Safety

Sustainability

Excellence

Efficiency

Our 

Values

Our Stakeholder Engagement Strategy

Our Strategy

Deliver a Network for Net Zero

Strategic Themes

• Working with our Customers and Stakeholders

• Accelerating the pathway to net zero

• A business that is fair and sustainable

Customer & Stakeholder Strategic Priorities

• We deliver our 2030 plans

• Deliver Customer and Stakeholder digital and data projects that enable the Pathway to 2030 growth

• We deliver T2 to plan

• Support T2 regulatory submission engagement requirements 

• We have the right team doing the right thing

• Deliver comms and engagement that champions SSE’s ‘Doing the right thing’ culture with internal and 

external stakeholders

AI Feedback and 

Sentiment Analysis 

Solution
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AI Feedback and Sentiment Analysis Tool

Planning and Implementation
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Approvals

Project Team

Legal, Data Protection, Technology

Agile

Governance

Challenges

Mobilisation

Velocity

Initiating and Planning



Client Confidential

Define DeployDesign

D
evelop

Te
st

Define DeployDesign

D
evelop

Te
st

Delivery to 
End User

Delivery to 
End User

Agile

Sprint 1 Sprint 2

Training and Rollout Training and Rollout

Our Approach
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Insights & 
Reporting 
Analysts

Community 
Relationship 

Officer

IT Core 
Project Team

IT Business 
Change 

Management

IT Expert 
Consultant

Solutions 
Architect

Mobilising our Core Team
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Data Protection, Legal, Technology

Challenges

Technology

Legal

Data Protection
• GDPR

• Assurance DPIA

• ICO AI Checklist

• Transparency – 

Privacy notice

• Regulatory

• Security embedded

• Unfamiliar

Implementation Challenges
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Innovation and Creativity

• First time AI support of consenting process of critical national 

infrastructure

• AI unlocking data providing quicker insights to data led decisions

• Leveraging AI and unlocking data to understand public and 

community concerns

• Sharing from our learned experience:

• Microsoft Case Study

• National Grid ESO 

• Utility Week Spotlight

• Inspiring other SSE business units
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• Over 3,000 feedback and correspondence items analysed 
across ASTI overhead line and substation projects.

• Insights, data and reports informing real project decisions.

• 89% cost-saving, 84% lead-time reduction.

• Estimate that we’ll swap 222 days of effort for 36 days.

• AI system will pay for itself making it a commercial success.

• Changs made to location and design of overhead line and 
substation projects.

• Feedback forms and free-format correspondence together in the 
same place for the first time.

• Variety of visualisations/infographics that provide visibility of wide 
range of data.

• AI-generated reports that detail stakeholders’ concerns that allow 
our teams to take action.

• More efficient navigation and search.

• Powerful response to Ofgem consultation on wider use of AI.

Successful outcomes

Alex Stewart from our Community Engagement Team said:

“I found the experience fascinating and engaging. I feel it will make a 

significant improvement to our engagement, and to the business as a 

whole. It has both reduced my personal workload and provided faster 

insights for Community Liaison Managers (CLMs), Management and 

Project Teams to utilise”
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Changing the locations of our infrastructure based on 
community feedback – Kintore-Tealing Overhead Line 

Addressing the feedback, the project team decided to make several 
changes, including:

• Rerouting to avoid high locations to reduce visual impact.

• Avoid felling of woodland and trees which provide screening.

• Changing location to increase distance between OHL and 
residential properties or sensitive receptors such as schools.

• Extensive Environmental Impact Assessment Reports (EIAR), to 
mitigate negative impact.
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Changing the locations of our infrastructure based on 
community feedback – Hurlie Substation 

Addressing the feedback, the project team decided to make several 
changes, including:

• Changing the preferred location and investigating other options not 
previously considered.

• Design changes to mitigate concerns related to landscape and 
visual impact.

• Future consultations and close collaboration with Statutory 
Stakeholders, including Nature Scot and Historic Environment 
Scotland.
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Thank you

We’d be delighted to answer your questions.
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