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Welcome to our January edition of Market Focus, providing a monthly update on MOSL activities
and the water retail market.

Our 2020/21 Business Plan

January 2020, MOSL published its 2020:21 By 20 for member approval Average cost to wholesalers

and retailers pee SPID per month

the most robust business planning proces from 2 number of trading parties that it —

Join the conversation
Follow us on social

Market Focus

MOQSL

MARKET OPERATOR SERVICES LTD

Please click the link to Market
Focus to find the monthly update
on MOSL activities


https://mosl.us11.list-manage.com/track/click?u=a0e7d3ece576ce21151bae429&id=9e8193bb5d&e=c263e40801

MOSL

. Market Summary MARKET OPERATOR SERVICES LTD

¢ MPOP
¢ Testing has started in anticipation of Ofwats approval of the MPS Priority Changes for an April

implementation. The first part is to test all changes except the submission of biannual meter reads.
This will be done in silo next month as it is the most complex standard to change.

¢ OPS/MPS
Performance remains high for the collection of biannual meter reads performance standard (MPS 18)

¢
at 81%. We are expecting this to decrease in January as we see the planned performance troughs due
to the long unread meters.

¢ Higher than average cyclic read submissions (MPS15) continue to be received. We will look more into

this during the Feb MPC meeting.
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MARKET OPERATOR SERVICES LTD
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G-reads generated by invoice period MARKET OPERATOR SERVICES LTO
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. Customer MARKET OPERATOR SERVICES LTD

THIRD QUARTER CONTACT FROM BUSINESS CUSTOMERS
1 October to 31 December 2019

The voice far water consumers

BeSt performers WOl’St performel’s Y corff sy'n rhol llals | ddefnydadwyr dwr
Water2Business , . Clear Business Wate Top causes of complaints under
< : ) billing & charges
Measured bill
challenge

Complaints R
a 812 S50

2019-20Q3 Debt Recovery Leakage
. Pp— allowance
1.05 |
What business customers complained about _h
Retail Biling&  Metering Water Sewerage Administration  Other
Competition Charges
2019 - 20 Q3 17 657 17 28 13 72 8 /
www.ccwater.org.uk @CCWvoice
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. Market Dynamics — Industry/Regulatory

MOSL

MARKET OPERATOR SERVICES LTD

[

Market ]
Dynamics

Market movements

The water market continues to be a hive of activity, with various calls to action and movements being made
across the regulatory landscape which will require focus and attention of wholesalers and retailers

December/January Headlines

Retail water market - South West Water terminates

Retailers approve MOSL business plan

Tor Water wholesale contract

South West Water has terminated Tor Water’s wholesale contract due to a
series of outstanding undisputed payments.

Ofwat said it will now step in to use its powers under the Interim Supply Code
to ensure affected customers have a new retailer as soon as possible. The
water sector regulator is working with Market Operator MOSL to make sure all
affected customers are allocated to a new retailer. Customer swill not
experience any change to supply while this takes place.

Water bills to be cheaper this year after watchdog

puts her foot down

Average water and sewerage bills in England and Wales will be cut by 4% this
year, industry body Water UK has announced.

The new charges will coming in from 1 April and see the average bill fall about
£17 to £396.60, although this will vary depending on the supplier and
individual circumstances.

It comes after regulator Ofwat said in December that water firms in England
and Wales must cut the average household bill by £50 - or 12% before inflation
- over a five-year period.

Sarah McMath, CEO of non-domestic water market operator, MOSL, said she
had strived to be” honest in my reflection of what is needed to make this
market work for customers” and to tackle various legacy challenges within the
£11.2 million budget programme for the year.

Water regulator Ofwat faces scrutiny over price
controls

The UK’s water regulator is to face scrutiny from the competition
watchdog after setting the water industry’s strictest price controls.

Yorkshire Water became the first large water company to challenge

Ofwat’s industry price review, which sets out how much water /
companies can invest and charge customers over the next five years. /
In December, the regulator ordered water companies in England and
Wales to cut bills for customers by £50 over five years, while
spending £51bn on improving services and investment in
infrastructure
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https://utilityweek.co.uk/water-retailers-approve-mosl-business-plan/
https://www.mirror.co.uk/money/water-bills-cheaper-year-after-21440928
https://www.waterbriefing.org/home/contracts/item/16920-retail-water-market-south-west-water-terminates-tor-water-wholesale-contract
https://www.msn.com/en-gb/money/news/water-regulator-ofwat-faces-scrutiny-over-price-controls/ar-BBZQpDb?li=AA54rU
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. Trad | ng Pa rty Pe rforma nce — M PS MARKET OPERATOR SERVICES LTD

For retailers with greater than 5000 SPIDs,
[ Trading Party ] .

Performance

Key:
*=onanIPRPor
IPRP requested

Performance A =
increase of 22%

Performance ¥ =
decrease of 22%

¢

¢

Task volumes have reminded at similar levels since the last period (Sep-Nov 2019), only falling by around 1k.
Overall market performance remained similar to the last period where it was 80.94%.

Castle has improved by 4.79% since the last period and Water 2 Business have improved by 2.32% from 4th to 2.
Business Stream have has a 4.46% decrease in performance, and Affinity Business saw a 2.45% decrease.

Yorkshire Water Business remains ranked 15t.

For Retailers with less than 5000 SPIDs,

¢
¢

Performance has decreased slightly by 1.72% since the last period (Aug — Oct 2019).

The trading parties ranked 15t to 5t remain the same, with both Welsh Water and Hafren Dyfrdwy seeing small
improvements.

Tor Water were previously ranked 6t and have now fallen to 8t after a 16% drop in performance in part due to
decreasing MPS 18 (bi-annual meter reads) and MPS 19 (monthly meter reads) performance and a decrease in
task volumes.

MPS Performance - Retailers with >5,000 SPIDs ¢ Smaller task volumes for Retailers with <5,000 SPIDs can mean
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Rank Performance Total Tasks :
Yorkshire Water Business 1 95.51% 127,714 PS> Perrormance - Retalle V00 SPIU
Water 2 Business * 2 A 90.11% A 95,244 Retailer October-December 2019
Pennon Water Services 3 V¥ 89.04% 119,963 Rank  Performance Total Tasks
Affinity for Business 4 V¥ 86.11% V 60,308 Dwr Cymru Welsh Water 1 99.39% 1,797
Clear Business Water * 5 A 84.63% 10,742 Hafren Dyfrdwy 2 97'73?’ 88
Water Plus * ° v 83.62% 438,700 The WaterARZi:/ill Company Z 3322‘2 v i:ﬁ:
SE;&??;Z?:::;S * ; : ;;g?:;: v ;2’3;5 First Business Water 5 79.84% 3,859
’ Regent Water 6 A 71.71% 205
Everflow * S V¥V 77.29% 37,545 Smarta Water 7 A 6551% A 1,270
Castle Water * 10 A 7558% A 239,569 Tor Water 8 VY 60.00% V 35
Wave 11 V¥ 70.05% 294,041 H YU Water 9 49.49% A 99




. Trading Party Performance — MPS (SS/NAVs & Wholesalers)

[ Trading Party ] For Self-Suppliers and NAVs,
Performance ¢  Rankings have remained similar, with Coca-Cola, Stonegate and Marstons ranking highest. Performance has fallen 2.80%
compared to the last period (Sep-Nov 2019).

%V_: IPRP ¢ New entrant John Lewis PLC have only reported data for December so far but have achieved 100% across MPS 15 to 19.
IP_RIgrr]eaqnuestedor S.elf—SuppIiers still dominate the top of the table. SSE Water were affected by CMOS access issues which have since been
fixed.
Performance A = For Wholesalers,
increase of >2% ¢  Southwest Water have improved from 11t to 2" with a 12.56% in improvement after an unusually poor MPS 13
performance (biannual non-market meter read) in September related to an influx of tasks.
Performance ¥ = 6 Task volume and performance has remained at similar levels, with performance increasing by less than 1%.
decrease of 22% ¢ Smaller task volumes for Self-Suppliers and NAVS can mean that the IPRP

process is inappropriate as there are not enough tasks per standard to

MPS Performance - Self-Supply and NAVs issue an IPRP for a trading party.

October-December 2019 MPS Performance - Wholesalers
5Sand NAVs Rank Performance Total Tasks Wholesaler October-December 2019

John Lewis PLC (SS) 1 100.00% 459 Rank Performance Total Tasks

Coca-Cola (SS) 1 100.00% 18 Yorkshire Water 1 97.12% 9,639

Stonegate Pub Company (SS) 2 A 98.53% 1,291 Southwest Water 2 A 96.29% A 2,478

Marstons (SS) 3 V¥V 98.41% 1,886 Portsmouth Water 3 V¥ 96.05% 304

Heineken UK Limited (SS) 4 A 97.67% 43 Wessex Water 4 V¥V 94.67% 1,200

Blackpool Borough Council (SS) 5 A 96.38% 470 Anglian Water 5 V¥V 94.50% 6,744
Independent Water Networks (NAV) 6 A 94.73% 1,348 Bristol Water 6 V¥V 93.85% 1,008 [~
Whitbread (SS) 7 A 92.42% 2,374 South Staffordshire Water 7 V¥V 91.69% 650 |-

= Greene King (SS) 8 A 90.51% 1,813 United Utilities 8 91.06% 2,572

— BT (SS) 9 VvV 8738% V 3,567 Southern Water 9 89.33% 1,499

Nottingham City Council (SS) 10 A 8533% V 484 Southeast Water * 10 A 86.28% A 1,501

Leep Water Networks (NAV) 11 A 85.19% 54 Sutton and East Surrey 11 V 86.24% V 356

Berendsen UK Limited (SS) 12 V 8220% V 236 Severn Trent Water * 12 V¥V 85.09% 4,124

Veolia Water Projects (NAV) 13 V¥V 60.00% V 15 Northumbrian Water * 13 80.05% 2,406

Icosa Water (NAV) 14 33.82% 68 % Affinity Water 14 77.85% A 1,404

SSE Water (NAV) 15 0.00% V 61| Thames Water * 15 73.02% 10,212

Market Performance 87.55% 46,097

Market Performance 91.73% V 14,187



. Trading Party Performance — OPS League Table

[ Trading Party ] ¢ Note: This excludes G4a, G4b
Performance ¢ When comparing April 2019 with December 2019

¢ Overall high performance maintained across the market, with the majority of TPs
showing consistent performance

¢ The most significant differences among WaSCs: Southern (-19.92%), Southwest
(+11.22%) , Northumbrian (-8.46%)

¢ The most significant differences among WoCs: Sutton (-20.88%), Southeast (+6.58%),
Southstaff (-5.05%)

OPS Performance - Wholesalers (WASCs) OPS Performance - Wholesalers (WOCs)
October-December 2019 October-December 2019
Wholesaler W

holesaler
Rank Performance Total Tasks Rank Performance Total Tasks
DWRCYMRU-W 100007 ot AFFINITY-W 99.32% 732
UNITED-W v 98.15% 24831 | pORTSMOUTH-W 3 ¥ 98.43% 127
YORKSHIRE-W 4 95.74% 2,489
° SOUTHEAST-W 4 95.06% 607
WESSEX-W 5 A 95.19% 707
SOUTHSTAFF-W 5 A 91.80% A 963
SEVERN-W 6 94.69% 3,387 v .y
SOUTHWEST-W 7 VW 94.24% 1,233 SUTTON-W 2 90.83% 105
0,
S— NORTHUM-W 8 84.06% 1336 Market Performance 95.06% 607
e SO W 9 72.82% VW 1,637 Kev:
m 10 66.17% 8,452 Rey: o

* = on an IPRP or IPRP requested
Performance A ¥ = change of +/- 2%
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Market improvement update —January 2020 MOSL

--- Reported to 31t December 2019 ---
MARKET OPERATOR SERVICES LTD
HEADLINE MESSAGES:
* New Vacancy and Long Unread Meters reports now released to TPs via SharePoint site, with guidance available via website
* Pairing improvement working together sessions now mostly complete, with remainder of plans to be submitted during January
CPWO078: Priority MPS Changes recommended by Panel for implementation from 15t April

MPF roadmap presented to Panel in December, with report sent to Ofwat on 20t December.

. High quality customer, premise B. Timely and robust consumption C. Targeted incentives to drive D. Data, tools and insights to drive
and asset data data service and performance efficiency and innovation

KEY UPDATES: KEY UPDATES: KEY UPDATES: KEY UPDATES:

* Volume of vacant premises * Meters > 1 year old have e Changesto MPS 3, 18 and 19 * High level activity ongoing to
continue to stagnate month- reduced in both November recommended by Panel, with identify any ‘quick wins’ or
on-month. and December’s data view to implement on April 1 tactical improvements to be

* MPS 15 changes appear to be e Partial rebuild of MPS to take made FO data availability and
having an impact place to accommodate reporting.
« Continued progress observed changes and to reduce * Trading party input to be
in reduction of pre market execution time — testing sought via a survey
long unread meters support from TPs is
requested.
KEY MARKET-LEVEL INDICATORS: KEY MARKET-LEVEL INDICATORS: KEY MARKET-LEVEL INDICATORS: KEY MARKET-LEVEL INDICATORS: /
m m month /
WS MPS
g 9 87.6% N 1.4%
— L RO T %unread 12m+  13.2% ¥ 1.2% performance
—— RE;MPS 82.0% N27% —
# unread since WV 21,408 el
" market opening 32,062 (-40.0%) WS OPS
3 B N 87.3% v 3.6%
performance
% unread 12m+ target: 5% I E Excludes OPSG4a/b — performance including G4 is 91.4%

# unread since market opening: 0% (Dec), 89.2% (Nov), 88.0% (Oct)



MOSL

Market improvement — key milestone delivery status
Overall

Plan management, monitoring and reporting
programme Develop 2020/21 plan

. Assess key metrics / role of
Complete detailed vacancy stud 5 o 6 i
Al. Vacancy Wo'rvlk%gmgsr%up Identify changes / define solutions 7
TBC — change / implementation activity dependent on review recommendations

A2. Core data Analy5|§, scoping and development 9 Implementation of improvement
of improvement approach . approach
. ) . A d . e
B1. Unread State of the nation’ report i:g:;iicqeia(?gfigg) BAU performance monitoring and rectification

meters
BAU issues TBC — change / implementation activity dependent on review recommendations
Root cause analysis (inc. skip cods, read 1 e e
rejections, asset data checks)
B1b. Focus on

unread Sinc,e Develop resolution framework and tailored data 13 Deli i | d i
market opening improvement plans elivery against plans and tracking
C1. Market Develop MPF roadmap 16 Start implementation against roadmap / priority 2018/19 changes

Performance
Framework Redistribution review

C2. Reputational
incentives

D1. Data access Implement quick wins and tactical solutions
and reports Requirements gatherin ) ]
develop solution options 20 Implementation of new solutions

D2. Wider data Assess opportunities, benefits, 21 TBC — develop solutions based on
access issues assessment

WVIFC O5 = oladlludiU FdLR UT IVIarREL FETTUTTITATICE STTUCS

OPS/MPS Monitor effectiveness of league tables / review data &
League tables

TBC — develop solutions based on assessment




