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RWG Steering Group
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Agenda

1. Welcome and Apologies 6. Trading Party Adherence to RWG Guidance

2. Minutes from 215t January 2025 7. RWG Membership

3. Actions Update 8. RWG In-Person Meeting — June 2025

4. RWG Quarterly Sub-Group Update 9. AOB

5. Proposals for new sub-groups 10. Next Steering Group Meeting — 6 June 2025 @ 10:00
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Actions for Closure

Meeting Action

Action Status

No. No.

Ehr:f(’; an:r;ljrr:itila;ce)ra:S(T(rinacllozoer:umbu_nlrf)al;closoflzguglgg Email circulated early March - on agenda 31st March to

RWG14 |02 interepsr'z Y P group to gaug Sam Mawby |discuss next steps for potential new sub-group in light [To close

' of responses received.

RWG14 (03 FW tg contact potential Bilaterals sub-group Chair Fa.IIo.n N'oel Bradley has stepped forward to chair the To close
candidates. Wilkinson Bilaterals sub-group
Consider most effective way to capture and publish
whether Trading Parties are in alignment with the suite Gerard

RWG14 |05 & . . & Lyden/Fallon [On agenda for discussion (31st March) To close
of RWG Good Practice Guides. Wilkinson




Open Actions

Meeting Action

No. No. Action Status
To appoint a RWG Retailer Vice Chair (also Wholesaler Fallon
RWG12 (01 ) appor Wilkinson/  |Ongoing Open
Vice Chair)
Gerard Lyden
Review the RWG Steering Group Terms of Reference Oneoine — to follow after aporoval of revised
RWG12 |04 and draft a Subgroup Terms of Reference template. Sam Mawby gong PP Open
Governance Framework
Ide'n.tlfy a date for a .deelo. dive re: RWG Water Liaising with Oli Shelley (Water Efficiency) and James
Efficiency (to potentially include the Tariffs sub-group) . ) . .
RWG14 |01 . . . Sam Mawby |Lancaster (Tariffs) to establish the appropriate point to |[Open
activity/forward look with Strategic Panel. .
talk to Strategic Panel.
Scope list of Bilaterals activities which may sit with
RWG14 |04 RWG to takg forward to consider at next Steering Sam Mawby LI‘St anticipated to be available w/c 6th Aprll‘(W|II be Open
Group meeting. discussed as part of new sub-group agenda item)
Circulate draft Governance Framework for final
RWG14 |06 comments prior to circulating with RWG membership. [Sam Mawby [Final revisions being made prior to circulating. Open




RWG Sub-Group Update

Groups shaded in blue are those which have Secretariat support

Activity/Outputs Focus/Outputs Q4/91/Q? 2025 (cod.e Link to Strategic Panel| Strategic MOSL
Sub-Group Purpose Q2/Q3 2024-25 change, good practice guide, Strategic Panel| Workstream or Panel Programme
Road Map activity) Committee Roadmap
Access Explore and capture good practice between | Sub-group activity |¢ Circulate and agree draft Access Good Metering Committee | Accurate and | Metering
(Chair — Neil Trading Parties in gaining access to suspended due to Practice Guide (GPG) accessible programme
Presland - Thames)| customer premises change in role of e Consultation (due to commence 17 April) data
Chair. * Publish GPG

Customer Service/ | To ensure a consistent customer-first Review of existing |+ None identified to date (sub-group due to | n/a Customer n/a
Complaints approach to the market, including how Complaints GPG meet in Q4) engagement
(Chair — customer complaints are handled by trading| and associated * Following March sub-group meeting and choice
Lissa Wood - parties. documents. decision taken to move to a yearly cycle
Wave) (unless issues arise) to ensure Complaints

GPG regularly reviewed.
Policies Review of RWG policies and key documents | Review of scope of | Review and update: n/a n/a n/a
(Chair — sub-group * Leak allowances Good Practice Guide
David Morris — * Return to Sewer Good Practice Guide
Water Plus) e Sub-group pausing work pending

implementation of phase 15 of Bilaterals

programme
Customer Contact | Review previous work, including Code Review of previous | 1. Face to face workshop held in January to | n/a Accurate and | Data
Details change proposals, RWG Good Practice work undertaken. identify options accessible Assurance/
(Chair — Guides and consultation responses received 2. Possible MIF submission ruled out due to data Strategic
Gerard Lyden - as part of the recent Ofwat consultation on lack of member time to develop a Data
Thames) the proposal to mandate retailer provision proposal.

of emergency customer contact details
within CPCoP, to establish the best options
to deliver this vital service to customers.

3. RFI planned for April 2025 to inform next
steps - potential for Code Change and/or
Good Practice Guide
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RWG Sub-Group Update

Link to Strategic

Strategic

Plus)

fall into the ‘dead zone’), to enable
customers, and retailers, to receive
credits in a timely manner.

Post RF Customer
Refunds

2. Plan to draft GPG to complement code change if change
approved .

Sub-Group Purpose Activity/Outputs Fo_cus/Output_s Q4/Q1/Q2 2025 (coc!e.change, good practice| Panel Panel MOSL
Q2/Q3 2024-25 guide, Strategic Panel Road Map activity) Workstream or Roadmap Programme
Committee
Eligibility Providing clarity around eligibility | Drafting Non- 1. Following discussion at March User Forum reviewing n/a Accurate Data
(Chair - of premises for the non-household | Eligible Spids GPG focus of sub-group. Next steps to be confirmed in early and Assurance/
Sian Forward — water market, exploring edge cases Q1. accessible | Strategic
Northumbrian (tbc)) | and striving for harmonisation of data Data
approaches across the country.
Planned and Standardisation of approach for Reviewing/updatin | 1. Final stages of updates to GPGs (anticipated publication |n/a Accurate n/a
Unplanned Events | unplanned and planned events, g existing GPG for May 2025) and
(Chair - Mary Porter- | including terminology and data Planned and 2. Sub-group considering next steps at next meeting (early accessible
Chorley - South format, and agreement on roles Unplanned Events May) to potentially include data
Staffs) and responsibilities. to align with Codes a) Creation of new GPG for E1 and E2 processes.
b) Identify areas that may need refining re:
management of notifications during planned and
unplanned events - potential for code change.
c) Standardisation of wholesaler notification

template use.
Settlement To agree a standard process for Development of 1. Sub-group on pause until code change process complete | Code Change Customer | Market
(Chair - Fallon payments that fall outside of the | code change (anticipated to go to June Code Change Committee for Committee engagemen | Evolution
Wilkinson - Water usual settlement process (i.e. that | proposal - CPW152 recommendation). t and choice
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RWG Sub-Group Update

Activity/Outputs Focus/Outputs Q4/Q1/Q? 202.'-'2 . Link to Strategic | Strategic MOSL
Sub-Group Purpose (code change, good practice guide, Strategic Panel Road Panel Workstream| Panel
Q2/Q3 2024-25 . . . Programme
Map activity) or Committee Roadmap
Document an agreed Sub-group commenced | 1. Consultation regarding outline approach ran 28 Jan-18 Metering Customer Metering
approach to customer Q3. Feb. Committee engagement| programme
engagement before, during | Scoped 'happy path'to | 2. Number of dependencies highlighted as part of review of and choice
and after the NHH smart customer engagement consultation responses.
meter roll out which clearly | and started to define 3. Interim update to the market scheduled for 1 April.
sets out the role and exceptions for 4. GPG anticipated to be published in Q1.
responsibility of retailer and| consultation. 5. Group to consider next steps in Q1.
wholesaler, with the aim of
achieving national
consistency to handling the
smart meter roll out.
To investigate how to Multiple workstreams: | 1. Published Metered tariffs Good Practice Guide (February | Tariff workstream | Processes, | Market
simplify the existing e Metered tariff 2025). capability Evolution
primary tariff structure in | structures 2. Circulated a request in early February to wholesalers to and
the NHH water market. ¢ Drainage charges and publish information for retailers to use with customers economics
Return To Sewer regarding price rises in 2025-26.
® Business Assessed and| 3. Published Business Assessed and RV tariffs consultation *supporting
RV tariff structures (24 March 2025). delivery of
e Trade Effluent 4. Publish findings from Trade Effluent RFI (Q1). W1 and W2
charging objective

RWG 7



RWG Sub-Group Update

Sub-Group Current Purpose Activity/Outputs Focus/Outputs Q4/Q1/Q2 2025 (code | Link to Strategic | Strategic MOSL
Q2/Q3 2024-25 change, good practice guide, Strategic| Panel Workstream| Panel Programme
Panel Road Map activity) or Committee Roadmap

The Water Efficiency sub-group Sub-group re-formed | 1. Request for funding for research | Water Efficiency | Processes, Market
oversees the development and Q3 2024. Focus scoping project approved by Strategic Panell workstream capability and| Evolution
delivery of an industry led water activity for 2025. February 2025. economics
efficiency action plan, which will a) Initiated tender process for
deliver improved levels of water research (March 2025). *supporting
efficiency in the non-household b) Commence research delivery of
market for the benefit of all water project (Q1). W1 and W2
consumers and the environment. 2. Consultation on draft GPG 'NHH objective
Water Efficiency Collaboration'
anticipated April 2025.

3. Look at standardising an approach
for calculating water efficiency
savings.

4. Consider creation of a central
space for the wholesaler incentive

schemes.
To provide a central view to retailers of| Draft Drought Sub-group temporarily on pause due |n/a Processes, Market
wholesalers’ drought status; clear and | Communications GPG | to Chair capacity pressures. capability and| Evolution
consistent application of drought to cover good practice economics

restrictions to non-household in respect of timing,
customers; a NHH feed into wider channels of
National Drought Group activity such | communication and
as UKWIR Drought Code of Practice content of

review communication.

RWG



Potential New Sub-groups

 Bilaterals sub-group
e Skip codes sub-group
* 8retailers
e 7 wholesalers
* Next steps




Trading Party Adherence to RWG Guidance

Wholesaler1
Wholesaler2
Wholesaler3
Wholesaler4
Wholesaler5
Wholesaler6

Complaints

Wholesaler?7

Wholesaler8

Wholesaler9

Wholesaler10
Wholesaler11
Wholesaler12
Wholesaler13
Wholesaler14
Wholesaler 15

Data Logging

Disconnection Non

Payment

5 | 8 ERE
- K
S g 4 2 ) mt;uh_
S = |g ¢ 5 2 |5 g|lex
O = 2 SN O n gn..;n
o8| T |8 v | & |=8(8F
c O Q S () [ (1] o w
=) w |08 c = = ©) Q
- N un O
o0 ®© N c = - A
- ~ 1] © - oww
o c | = z o T | =
£ o x |2 o|®
o -l e O =
NA
NA
NA NA

Unplanned Events

Wholesale Charges

Document

Wholesale tariffs

Fixed meter

charges~

Link to further information

NA

Full adherence

Partial adherence

No adherence
Notapplicable (e.g. if WOC)
No information available

RWG
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Trading Party Adherence to RWG Guidance

Current RWG Governance Framework Wording:

‘Members are required to publish on their websites a table setting out where they are (or not) adopting RWG Good Practice guidance. This should
clearly set out where good practice guidance is not being adopted, the approach that the trading party has adopted instead and the rationale.

A summary of trading party adoption of Good Practice Guides will be published on the RWG pages of the MOSL website.

Individual Good Practice Guides will include a summary table detailing where each trading party is and isn’t aligned and details of any alternative
approaches adopted.”’

Proposed Wording:

‘The RWG acknowledges Ofwat’s expectations for Trading Parties to align with RWG guidance where possible (Ripples of Change report (May
2024)) and that Trading Parties should publlsh a table on thelr web5|tes outllnlng where they are (or are not) aligned to RWG gwdance which
should be kept updated. , s g
Practice-guidanee: This should cIearIy set out where good practlce gwdance is not being adopted the approach that the trading party has adopted
instead and the rationale.

A summary of where Trading Parties align with RWG guidance, as self-reported by Trading Parties, adeption-of-Good-Rractice Guides will be
published on the RWG pages of the MOSL website.

RWG
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RWG Subgroup Members - (groups supported by MOSL)
Lot

Customer Contact Details

Gerard Lyden - Thames Water (Chair)
Lucy Byrnes - CCW

Rosie Milsom-Dyer - Wessex Water
Sian Forward - Northumbrian Water
Emily Jerrome - Water2business
Lauren Walsh — Wave Utilities

Paul Baker - Business Stream

lan Taylor - United Utilities

Holly Woodhead - Ofwat

Ray Porter - Castle Water

Stuart Boyle - MOSL

Water Efficiency

Oli Shelley - Wave Utilities (Chair) 3
Mike Gray - Castle Water

Shaun Kent - Ofwat

Stan Petrov - Ofwat

Jane Kirby — Business and Trade
Emma McCabe - United Utilities
David Morris - Water Plus

Jessica Wyatt - Waterscan

Aiken Besley - Environment Agency
Michelle Marvell - South East water
Ros Carey — Business Stream
Andrew Tucker — Thames Water

Matt Rix - Yorkshire Water (Chair)
» Jo Barnes - Anglian Water
» Sian Forward - Northumbrian
» Katherine Fuller - Northumbrian
« Sarah Bowerman - Essex and Suffolk
« Anneka Lannen - Affinity Water
+ Daniel Hauck - Anglian Water
» Daniel Clark - South Staffs
» Martin Pope - Southern Water
+ Liz D'Arcy - MOSL
+ Kathryn Keen - United Utilities
e Jade Ward - Yorkshire Water

Planned & Unplanned Events

Mary Porter-Chorley - South Staffordshire
Water (Chair)

e Anna Muskett -Wessex Water

e Chris Dawson - MOSL

e Monica Falasca - MOSL

e Lauren Walsh — Wave Utilities

 Stephanie Williams - Dwr Cymru

e Zoe Barron - Yorkshire Water

e Matthew Mcleod - Waterscan

+ Ally Logan - Business Stream

« Emma Elmes - South East Water

» Katrina Johnson - South East Water

e David Moss - Castle Water

RWG

e« Pam Nash - C&C
« Sian Forward — Northumbrian

Lissa Wood — Wave Utilities
David Morris — Water Plus

Mary Porter-Chorley - South Staffordshire
Water

Matthew Rix - Yorkshire Water
Fallon Wilkinson - Waterplus
James Lancaster - Thames Water
Oli Shelley — Wave Utilities

Neil Presland - Thames Water
Cillian McCarthy - Everflow
Gerard Lyden - Thames Water

Steerlng Group

Gerard Lyden - Thames Water (Chair)
Fallon Wilkinson - Waterplus (Chair)
Adam Boyns - CCW

Holly Woodhead - Ofwat

Adam Richardson — MOSL
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RWG Subgroup Members - (groups supported by MOSL)

« Cillian Mccarthy - Everflow (Chair)
> Kye Smith - United Utilities

> Mark Ashford - Wave Utilities

e Jamie Johnson-Mitchell - Thames Water
» Michelle Thompson - Anglian Water
> Paul Baker - Business Stream

e Mark Whittall - Water Plus

» Sam Byrom - Yorkshire Water

» Liz D'Arcy - MOSL

» Stephen Macintosh - Scottish Water
» George Donoghue - Southern Water
> Stan Petrov - Ofwat

> Sian Forward - Northumbrian

» Paul Heron - Castle Water

» Tim Mead - Waterscan

- Simone Bhagat - Defra

» Lucy Byrnes - CCW

e Adrian Smith - MOSL

e Chris Dawson - MOSL

> Aaron Burton — Ofwat

e Lois Gill - Everflow

James Lancaster - Thames Water (Chair)
Shaun Kent - Ofwat

Dale Kenwright - Severn Trent
Andrew Beaver - Northumbrian Water
Wendy Monk - Wave Utilities

Nick Butt - Conservaqua

William Mair - Business Stream

Lucy Byrnes - CCW

Neil Manning - AWG

Stuart Mason- Waterplus

Steve Hogarth - Pennon Water

Joe Wahla - Affinity Water

Lynnette Cross - Dwrcymru

Emma Cooper - United Utilities

Will Chivers - Wessex Water

Glen Hamilton - Wessex Water

Stan Petrov - Ofwat

Abu Rashid - MOSL

Alex Piper - MOSL

Axelle Saada — MOSL

RWG
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RWG Subgroup Members - (groups not supported by MOSL)

* Neil Presland - Thames Water (Chair)

* Jamie JohnsonMitchell - Thames Water

» Mary Porter-Chorley - South Staffs Water
* Ashley Connors - Severn Trent

+ Stephanie Tucker - Severn Trent

* Jordanna Lo - Business Stream

e Paul Heron - Castle Water

* Ray Porter - Castle Water

* Rosiemarie Keenan - Water-Plus

Eligibility
Chair TBC
Anna Muskett - Wessex Water
Sian Forward - Northumbrian Water
Peter Strain - Castle Water
Julie-Ann Anderson - SES Water
James Mackenzie - CCW
Charles Unvala - MOSL
Matt Labrum - MOSL
David Morris - Water-Plus
Louise Rutherford - UU
Myca Cooper — UU
David Oliver-Sheppard —Wave Utilities

complams [l swtemen

Lissa Wood - Wave Utilities (Chair)
Katie Steadman - Affinity Water
Gayle Tolmie - Castle Water

Martin Phelps - Dwr Cymru

Evan Joanette - MOSL

Emma Liggins - Water-Plus

Adam Boyns - CC Water

Julie Ann Anderson - SES Water
Karina Soulynha - Southern Water
Lisa Molyneux - United Utilities

Noel Bradley - Yorkshire Water

Sian Forward - Northumbrian Water
Mary Porter-Chorley - South Staffs Water
Alex Greenhalgh - Wave Utilities

David Morris — Water-Plus (Chair)
Attendees TBC

Fallon Wilkinson — Waterplus (Chair)
Mike Swallow - United Utilities
Colleen Simcock - Waterplus
Lewis Orr - Business Stream
Matthew Glover - Wave Utilities
Nick Butt - Conservaqua

James Pringle - Waterscan

Phil Robertson - Yorkshire Water
Jordan Wilburn - Southern Water
Adam Boyns - CCW

Abu Rashid - MOSL

Muhammad Azhar - Castle Water
Christopher McNally - Severn Trent
Mark Reeves - Affinity Water
Candice Baker - MOSL

Sam Dawson - Portsmouth Water
Simon Welsh - NWL

Kerrie Moon - Wessex Water

Paul Baker - Business Stream

Neil Presland - Thames Water
Paul Bramhall - Anglian Water
Brianne Kearney — Everflow

RWG
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Stakeholders engaged with RWG Subgroups

Southern Water
Yorkshire Water
Wessex Water
Wave Utilities
Waterscan
Water-Plus
Water2business
United Utilities
Thames Water
South Staffs Water
South East Water
Severn Trent

SES Water
Portsmouth Water
Pennon Water
Ofwat
Northumbrian Water
Everflow
Environment Agency
Dwr Cymru

Defra

Conservaqua

CC Water

Castle Water

C&C

Business Stream
Business and Trade
AWG

Anglian Water
Affinity Water

Stakeholder

4

4

5

5
Number of members

6

7

9

9

10

RWG
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LEADERSHIP
ROLES

Thames

WaterPlus

Yorkshire

Wave

Everflow

South Staffs

Northumbrian

e e LS LS I RS

Retailer No SPIDs

WaterPlus 8 703191
Castle Water 8 453649
Wave 9 394463
Business Stream 7 390073
Everflow 2 182603
Water2Business 1 179724
WaterScan 4 22574
Conservaqua 2 3880

SUBGROUP

MEMBERSHIP

Wholesaler No SPIDs
Thames 7 474933
Severn Trent 3 408393
uu 8 406227
Yorkshire 5 258400
Anglian 5 257238
Northumbrian 6 172558
Southern 4 139883
Wessex 5 109078
Affinity 5 71336
South East 2 51062
South Staffs 4 41570
Portsmouth 1 15492
SES 2 13570
Dwr Cymru 3 131

RWG




NO REPRESENTATION

Wholesaler SPIDs

South West Water 120814
Bristol 33143
IWNL 1341
LEEP 644
Veolia 177
Albion 50
Icosa 33
ESP 21
HDD 13
Severn Trent Connect 3

Albion Eco

1

Retailer SPIDs

Pennon Water Services 152,115
SES Business Water 34,606
Clear Business Water 25,314
Pozitive Water 13,295
ADSM 11,876
Smarta 2687
TWRC 1824
IWNL 1295
Yu Water 1078
Veolia 673
Nottingham City Council 510
Leep 462
Dwr Cymru 121
Albion 48
Icosa 31
HDD 12
One Business Water 6

Albion Eco

1




RWG In-Person Meeting

* 24 June 2025, Park Plaza Hotel, Leeds

e Potential agenda items:

Sub-group Updates
Tariffs — customer reactions to wholesale price rises
Water Efficiency — progress on research project

Smart Meter — map and dashboard (Liz D’Arcy —
MOSL)

Power outage update

RWG
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