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INQUIRY INTO THE RENEWABLE HEAT INCENTIVE SCHEME
RHI REF: Notice 499 of 2017
DATE: 12/10/2017
________________________________________________________
Witness Statement of:
Mhairi McQuillan
________________________________________________________
I, Mhairi McQuillan, will say as follows: Background
1.

After graduating in 1999, (BSc (Hons) Environmental Science and
Environmental Management) I worked with NHS Lanarkshire (formerly
Lanarkshire Primary Care Trust) until July 2013. During this time I held a variety
of roles including Waste Services Officer, Capital Planning Officer, Property
Services Manager and Property and Support Services Manager.

2.

Since joining Ofgem in 2013, I’ve had the following roles:
July 2013 – July 2014 Operations Manager, Non Domestic Renewable Heat
Incentive
In this role, I was responsible for the day to day operational management for
part of the applications team. The applications team is responsible for reviewing
applications to check eligibility for both GB and NI Schemes, obtaining further
information from the applicant if required and for making a recommendation to
delegated authority on whether the application should be accepted or rejected
from the applicable scheme. As well as line management of the team, training
and development and monitoring / maintaining quality, I managed the resource
profile and processes to ensure we reviewed applications in line with published
and agreed service level agreements and key performance indicators (KPI).
Members of my team reviewed applications for accreditation for both GB and
NI schemes and I managed the KPIs and processes for both schemes.
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August 2014 – October 2016, Senior Operations Manager – Applications,
Non Domestic Renewable Heat Incentive
In this role I was responsible for the operational delivery of accreditations /
applications process. This included resource planning, process review,
delegated authority, systems / continuous improvement, attendance at
meetings with DfE (formally DETI) and BEIS (formally DECC). This role related
to both NI and GB schemes. Delegated authority includes approving and
rejecting applications and periodic data for both Northern Ireland and GB
schemes. I would also carry out formal and statutory reviews of decisions
across both schemes.
October 2016 – present, Senior Operations Manager – Customer Service,
Non Domestic Renewable Heat Incentive
I am now responsible for the operational delivery of the customer service team
which includes operation of the enquiries line, delivery of the ID and bank
verifications process, non-physical amendments and responsibility for the
complaints and disputes process. These responsibilities stretch across both
schemes.
3.

Since joining Ofgem, I have been accountable to Teri Clifton, Head of
Operational Delivery
I have line managed a number of people in relation to the RHI Scheme.
Reported directly to me during my time as an Operations Manager – Robin
Dunne, Charlotte Morris, Michael McKillop, Anna Gooding, Neil Coffey, Lewis
Todd, Chioma Ganzallo, John Currie, Owen Allan, Jennifer Sutherland, Mathew
Wealleans, Heather Chambers, Kenneth Campbell,
Reported directly to me during my time as Senior Operations Manager – Martin
Baird, Sharon Fyfe, Kevin Hughes, Stewart Hill, Emma Fairley, Charlotte
Morris, Charlotte Baker and Iain Macdonald have all reported directly to me at
some point over the past 3 years (up until todays date). Most of these managers
would also have had a team which I would have had overall responsibility for.
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Involvement with Northern Ireland RHI Scheme
4.

I have been involved with the NI RHI Scheme throughout my employment with
Ofgem. The scheme was already set up when I commenced employment so I
had no role in its creation.

I was responsible for operational delivery of the

accreditations process in relation to the NI RHI scheme. This included
managing the team and resources to ensure we met agreed SLA’s and KPI’s. I
am also a delegated authority in relation to the scheme which means I can
approve and reject applications and approve and reject periodic data
submissions. I was given delegated authority on 7th November 2014 following
my appointment as a Senior Manager. When I became Senior Operations
Manager – Applications, I also attended monthly conference calls with DETI.
Here we discussed performance to date which focused on the number of
applications received and the number of applications approved or rejected, any
operational issues and any proposed or upcoming Regulation changes. From
November 2016, when I became Senior Manager - Customer Service, I had
overall responsibility for administering the complaints and disputes process in
line with the guidance and Regulations and also carried out a number of
application rejections. Since November 2016 I also have responsibility for any
non-physical amendments. Non-physical amendments are amendments to
details on the application / account that are not relevant to physical installation
e.g. account / authorised signatory address changes, email address changes,
bank details changes. My remit also included Freedom of Information,
Environmental Information and subject access requests for the NI RHI Scheme.
5.
a.

During the period as Operations Manager, on average c.5 % of my working
week would relate to NI RHI scheme work only. This work included daily and
monthly reporting, overseeing / discussing the progress of cases with
reviewers and answering any complaints. This would vary depending on the
queue size. During this time, there was IT improvements and changes
including improved data analytics / management information software and
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upgrading the CRM (case management IT system) to include meter details to
improve the periodic data submission process. These improvements applied
to GB RHI and NI RHI Schemes and as an operations manager I was involved
in working groups, user accepting testing etc. Depending on the project stage,
this could account for 25% of my working week. It should be noted these are
my best estimates based on my recollection. I didn’t keep detailed
timesheets.
As a Senior Operations Manager - Applications, my involvement in work that
only applied to the NI RHI scheme would generally have been around 5 to
10% of my time. This would vary depending on the number of applications
received but generally would not exceed 20%. There was an increase in
applications in September and October 2015 and again in February 2016, at
these times spent on NI RHI Scheme work would have increased to at least
c.25% as I supported the team in triaging applications to make sure they were
‘properly made’ in line the NI RHI Scheme Regulations and provided daily
updates on the number of applications being received.
Following the initial increase in time caused by the application spikes, I
estimate about 7% of my time was then spent on NI RHI Scheme work.
Although I was not approving applications during this time, due to the
increase in applications, there was a longer review time and as a
consequence I would spend time responding to complaints or speaking to
dissatisfied applicants on the phone.
When I moved to the role of Senior Manager – Customer Service, I estimate
up to 25% of my time has been spent on NI RHI scheme work. This includes
answering or administering complaint and disputes, approving non-physical
amendments for NI RHI Scheme participants, attending NI Project Board
meetings and processing application rejections to assist the applications
team. My team were also responsible for FOI / EIR requests and there has
been a significant increase in requests relating to the NI RHI Scheme over
the past year. (At the time of writing this statement, I am waiting on
clarification as to whether I will continue to have responsibility for FOIs and
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EIRs).I have not included this time in the figure above but it may be worth
noting that over 50% of my time during August and the beginning of
September 2017 was allocated to dealing with subject access requests
received from NI RHI scheme participants
As with the Operations Manager, many other things I worked on would be of
benefit to both GB and NI RHI Schemes and this is my best estimation based
on my recollections.
b.

I carried out my roles and responsibilities, as set out above, in line with the
training I had been given, which included the training given to new
accreditation reviewers, the NI guidance and Regulations and my objectives.
I would also seek advice from senior colleagues including my line manager,
technical or subject matter experts and / or from legal colleagues as required.

c.

I consider I was adequately trained and had access to sufficient additional
information, expertise and guidance to carry out my role in respect of the NI
RHI Scheme. In terms of resource, following the application spikes detailed
above, my team were not able to meet our agreed KPI response time.

6.

The scope of my day to day role in relation to the NI RHI Scheme was to ensure
efficient operational delivery of the NI RHI Scheme to the agreed service level
and in-line with the Regulations.
In or around 2014, on a least two separate occasions, a senior manager (I don’t
recall who) asked me to stop processing applications. I was told the reason for
this was a problem with the NI RHI scheme administrative arrangements
between Ofgem and the Department as the Department had amended the
Regulations and not updated the arrangements accordingly.
In or around 2014 following the introduction of the Domestic Renewable Heat
Incentive Regulations / Scheme in Northern Ireland I was told by Edmund Ward,
Head of Technical and Compliance, that I should no longer approve NI RHI
applications as this role would now be limited to more senior colleagues. To the
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best of my recollection, I was told by Edmund Ward that the reason for this was
there was no data sharing agreement in place for DETI to share domestic RHI
applicants details with Ofgem. My understanding was this was due to the risk
that Ofgem could therefore approve applications for installations that were also
participating in the NI RHI Domestic scheme.
I became aware in June 2015 that there may be an issue with budgets for the
NI RHI Scheme and that the scheme only had approval to March 2015 and
there was no business case in place. I may have been at a meeting where this
was discussed but I can’t be sure although I definitely received an email from
Edmund Ward, Head of Technical & Compliance, to that affect.
7.

As mentioned above, I became aware of the issues with administration
arrangements and the data sharing issue in or around 2014. In relation to the
budget issue, I became aware of this issue following an email from Edmund
Ward, Head of Technical & Compliance on 17th June 2015.

8.

Other than the difficulties with the lack of staff resource following application
spikes, I have not encountered any other difficulties in relation to the operation
of the RHI Scheme.

9.

I did not encounter any difficulties in the relationship between Ofgem and the
Department.

Involvement with Great Britain RHI Scheme
10.
a.

I was involved with the analogous RHI scheme which operated in Great
Britain.

b.

The extent and nature of my involvement in the GB Scheme is the same as
the extent and nature of my involvement in the NI RHI Scheme as outlined
above.
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c.
i.

The GB RHI Scheme had a tiering mechanism in place to control
payments values and returns on investment. This mechanism
was not introduced to the NI RHI Scheme. I do not know why but
it is my view it reduces the likelihood of participants generating
heat to increase their periodic payments.

ii. There were differences in how Ofgem dealt with each Scheme
due to the difference in the Regulations. Other than regulatory
differences, I believe Ofgem also published public reports for the
GB scheme but not for the NI Scheme. I think this may be related
to the administrative arrangements.
There is also a difference in how statutory reviews are handled
for each scheme. If an applicant or participant request a statutory
review on the GB Scheme, this is carried out by Ofgem but on the
NI RHI Scheme, statutory reviews are carried out by DfE (formally
DETI).
I don’t believe these differences impacted adversely upon the NI
RHI Scheme.
Promotion of the NI RHI Scheme
11.

I never promoted the NI RHI scheme or encouraged any third party to seek
accreditation under the Scheme, assisted any third party in so doing, or
provided any third party with information knowing that they might apply, or
consider applying, or that they might advise, encourage, assist, or cause other
persons to apply, or consider applying for accreditation under the Scheme.

Lobbying and pressure
12.

I have no knowledge of lobbying or encouragement of Ministers, Special
Advisers, Civil Servants or other relevant persons in relation to the terms of the
NI RHI Scheme and / or the introduction, non-introduction, variation or delay of
the introduction of cost controls into the Scheme (including, but not limited to,
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the amendment of tariffs, tiering, degression and Scheme suspensions or
closure) at any stage.
13.

No instances of influence or pressure

14.

I am not aware of any instances where influence or pressure was exerted on
someone else in relation to the NI RHI scheme.

Standards of conduct and conflict of interest
15.
a.

I have no knowledge of a Minister, Special Adviser, Civil Servant or any other
person involved in the NI RHI Scheme, including myself , breaching relevant
standards or acting in a way incompatible with their duties (including, but not
limited to, by means of making premature or unauthorised disclosures);

b.

I have no knowledge of a Minister, Special Adviser, Civil Servant or any other
person involved in the NI RHI Scheme, including myself

acting in

circumstances relating to or touching upon the Scheme in any way where
they had a real or perceived conflict of interest.
16.

On the 12th January I became aware there was an application for an installation
on a site that my spouse’s relatives are involved in. This was following a
freedom of information request that I gathered data for. I was not aware of the
application and had no involvement in processing it. As soon as I became
aware of it, I declared this to my line manager.

Whistle-blowing and raising of concerns
17.

I was not aware of any whistle-blowing in relation to the Scheme, or disclosure
made in the public interest raising concerns about the NI RHI Scheme until they
were reported in the media. I am aware of calls to Counter Fraud Whistleblowing line or emails to the Counter Fraud team raising concerns relating to
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specific RHI Installations or participants as limited details are discussed as part
of routine operational management meetings and Project Board Meetings with
DfE.
18.

I have not received any specific concerns directly. Where I have been aware
of concerns in relation to specific installations or participants, I have supported
senior management and Counter Fraud in some instances with providing data,
searching databases etc.

19.

I only became aware that subsidies payable under the NI RHI Scheme
exceeded the cost of biomass fuel use to produce heat (so that there was an
incentive in some cases to produce heat merely to make profit from the
Scheme) when this was highlighted in the media.

General
20.

There have been no representations made to me about the RHI Scheme.

21.

Considering the RHI Inquiry’s Terms of Reference, I don’t believe there are any
conversations about the RHI Scheme that I consider significant or that the RHI
Inquiry should be aware.

22. To the best of knowledge and belief I have no further evidence that is
relevant.

Statement of Truth
I believe that the facts stated in this witness statement are true.
Signed:
___________________________________________
Dated: ______13/10/17_________________
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