
RWG Steering Group 

16th September 2025



Agenda

1. Welcome and Apologies

2. Minutes from 6th June 2025

3. Actions Update

4. Updated RWG Governance Framework

5. RWG Quarterly Sub-Group Update 

6. Request for MOSL Support 26-27

7. Good Practice Guides 

• Wholesaler Adherence to RWG Good Practice 
Guides Collated Matrix

• Data Logger Guide

8. RWG Annual Report

9. AOB

10. Next Steering Group Meeting – 5 December 2025 @ 
10:00
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Actions for Closure

Meeting 
No.

Action 
No.

Action Owner Update Status

RWG15 04
Contact South West Water Water (GL), SES Business 
Water and Pennon Water Services regarding 
engagement with RWG activities (FW)

Fallon 
Wilkinson/
Gerard Lyden

Contact has been made - starting to see more 
engagement from South West Water

To close

RWG16 01

Contact Jamie Davies (Skip Codes sub-group Chair and 
Neil Presland (Access sub-group Chair) regarding the 
connections between their respective sub-groups and 
the work of the Metering Committee

Angela 
Brown

JD confirmed that MC work and Skip Codes work 
aligning as he is part of both groups. Neil Presland and 
AB are meeting to ensure alignment between 
Metering Committee and RWG Access sub-group 

To close

RWG16 02
Follow up with Jamie Davies regarding Skip Codes 
proposal feedback to ensure the sub-group scope is 
clear

Gerard Lyden Meeting has taken place. To close

RWG16 03

Share the draft RWG Chair and member profiles with 
the sub-group Chairs for feedback following which they 
will be published on the RWG webpage (unless there 
are any substantive changes)

Fallon 
Wilkinson

Circulated to the RWG Sub-group Chairs for comments 
July 2025. Profiles will be published on RWG webpage. 

To close

RWG16 04
Identify a date for a MOSL led Water Efficiency forum 
to be held autumn 2025

Adam 
Richardson

The October in-person User Forum will include a water 
efficiency focus

To close
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Open Actions

Meeting 
No.

Action 
No.

Action Owner Update Status

RWG12 01
To appoint a RWG Retailer Vice Chair (also Wholesaler 
Vice Chair)

Fallon 
Wilkinson/
Gerard Lyden

Retailer Vice Chair – Ongoing

Wholesaler Vice Chair – Angela Brown from 
Northumbrian Water has been appointed

Open

RWG12 04
Review the RWG Steering Group Terms of Reference 
and draft a Subgroup Terms of Reference template. Sam Mawby

Ongoing – to follow after approval of revised 
Governance Framework

Open



RWG Sub-Group Update – Q1 2025-26
* Groups which currently have Secretariat support. 
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Sub-Group Purpose 
Activity/Outputs Q1 
2025-26

Future Focus/Anticipated Outputs 
Q2/Q3/Q4 2025-26 (Code change, Good 
practice guide, Strategic Panel Road Map 
activity)

Link to Strategic 
Panel Workstream 
or Committee 

Strategic 
Panel 
Roadmap

MOSL 
Programme 

Access                                   
(Chair – Neil 
Presland - Thames)

Explore and capture good practice between 
Trading Parties in gaining access to customer 
premises

Consulted on draft 
Access Good Practice 
Guide (GPG) June 
2025 

Finalise GPG and publish (anticipated early 
Q3) at which point the sub-group is 
anticipated to stand down. 

Metering 
Committee

Accurate and 
accessible 
data

Metering 
programme

Bilaterals
(Chair – Noel 
Bradley – Yorkshire)

To input to the scoping and shaping of 
further potential enhancements to the 
Bilateral Hub. 

To develop good practice guides to promote 
consistency and reduce frictions for Bilateral 
Hub users and identify any other areas of 
improvement. 

n/a (new sub-group 
with initial meeting 
July 2025)

Draft Bilateral Hub Forms GPG (anticipated 

Q3).

Scope and propose enhancements to Bilateral 

Hub.

Develop Bilateral Common Processes GPG.

n/a Processes, 
capability and 
economics

Modernisation 
of Market 
Systems 
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Sub-Group Purpose 
Activity/Outputs Q1 2025-
26

Future Focus/Anticipated Outputs Q2, 
Q3, Q4 2025-26 (Code change, Good 
practice guide, Strategic Panel Road Map 
activity)

Link to Strategic 
Panel 
Workstream or 
Committee 

Strategic 
Panel 
Roadmap

MOSL 
Programme 

* Customer 
Contact Details 
(Chair – 
Gerard Lyden - 
Thames)

Review previous work, including Code 
change proposals, RWG Good Practice 
Guides and consultation responses received 
as part of the recent Ofwat consultation on 
the proposal to mandate retailer provision 
of emergency customer contact details 
within CPCoP. 

To make a recommendation to develop a 
balanced solution that works for Trading 
Parties and customer that will enable 
customer details to be captured and shared 
appropriately. 

Issued RFI (published 30 
April 2025 – 24 responses 
received)

Reviewed responses to 
inform next steps

Draft summary of responses to 
consultation for publication.

Develop requirements to form the basis of 
a code change.  

n/a Accurate and 
accessible 
data

Data 
Assurance/
Strategic 
Data 

*Drought   
(Co-Chairs – Steph 
Tucker – Severn 
Trent & Martin 
Pope – Southern 
Water)

To provide a central view to retailers of 
wholesalers’ drought status; clear and 
consistent application of drought 
restrictions to non-household customers; 
a NHH feed into wider National Drought 
Group activity such as UKWIR Drought Code 
of Practice review. In addition, to drive 
greater consistency in drought 
communication plans. 

Fortnightly Drought Forum 
to ensure alignment 
between wholesalers and 
retailers where several 
wholesalers have 
implemented Temporary 
Usage Bans (TUBs)

Workshop held explaining 

TUBs restrictions.

Continue fortnightly Drought Forum until 

current drought situation has subsided. 

Finalise a good practice drought 

communications guide when the current 

drought situation has subsided. 

n/a Processes, 
capability and 
economics

Market 
Evolution
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Sub-Group Purpose 
Activity/Outputs Q1 
2025-26

Future Focus/Anticipated Outputs Q2, Q3, Q4 2025-
26 (code change, good practice guide, Strategic Panel 
Road Map activity)

Link to Strategic 
Panel 
Workstream or 
Committee 

Strategic 
Panel 
Roadmap

MOSL 
Programme 

Planned and 
Unplanned Events 
(Chair - Mary Porter-
Chorley - South 
Staffs)

Standardisation of approach for 
unplanned and planned events, 
including terminology and data 
format, and agreement on roles 
and responsibilities.

Updated and published 
(June 2025) existing GPGs 
for Planned and 
Unplanned Events to align 
with Codes

Reviewed anonymised 
wholesaler notification 
templates with a view to 
identifying opportunities 
for standardisation of use.  

Consider review of anonymised wholesaler 

notification templates for planned and unplanned 

events and identify potential next steps e.g. potential 

code change. 

Consider potential GPG for E1 and E2 processes. 

n/a Accurate and 
accessible 
data

n/a

Policies
(Chair – 
David Morris – Water 
Plus)

Review of RWG policies and key 
documents 

Group on pause pending 
the implementation of the 
last phase of the Bilaterals 
programme

Review and update:
• Leak allowances Good Practice Guide
• Non Return to Sewer Good Practice Guide

n/a n/a n/a
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Sub-Group Purpose Activity/Outputs Q1 2025-26
Future Focus/Anticipated Outputs Q2, Q3, Q4 
2025-26 (code change, good practice guide, 
Strategic Panel Road Map activity)

Link to Strategic 
Panel 
Workstream or 
Committee 

Strategic 
Panel 
Roadmap

MOSL 
Programme 

Settlement  
(Chair - Fallon 
Wilkinson - Water 
Plus)

To agree a standard process for 
payments that fall outside of the 
usual settlement process (i.e. that 
fall into the ‘dead zone’), to enable 
customers, and retailers, to receive 
credits in a timely manner.

Development of code change 
proposal - CPW152 Post RF 
Customer Refunds 
(recommended for approval 
by Ofwat June 2025)

Sub-group reactivated in July agreeing the 
following workplan:

• To draft GPG to complement code 
change if approved by Ofwat 
(development of GPG will commence 
once Ofwat’s decision is confirmed)

• Working group being set up to look at 
Retrospective Amendments

• Considering a Market Improvement 
Fund (MIF) bid (partnering with a third-
party organisation) to develop a market 
calculator

Code Change 
Committee

Customer 
engagement 
and choice

Market 
Evolution
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Sub-Group Purpose Activity/Outputs Q1 2025-26

Future Focus/Anticipated Outputs Q2, 
Q3, Q4 2025-26 (code change, good 
practice guide, Strategic Panel Road Map 
activity)

Link to Strategic 
Panel 
Workstream or 
Committee 

Strategic 
Panel 
Roadmap

MOSL 
Programme 

Skip Codes
(Chair – Jamie Davies 
– Castle Water)

Review of skip codes and which 
ones should go into CMOS, 
alongside CPW162.

Review to understand if the market 
code obligation for meter reading 
needs to be adjusted.

Consider if there is any good 
practice guidance that can be 
drafted for some skip scenarios or 
highlight any skips/scenarios that 
do not have a route to resolution.

Initial sub-group meeting May 2025.

Review of alternative process model 

complete. General agreement by the 

sub-group to explore that model 

further, specifically defining which skip 

codes should be included in CPW162 

based on the main visit codes in the 

RWG guidance.

Also reviewed the idea of a ‘reaction 

code’ to be included with the skip 

code where a retailer could indicate 

what next step is planned on receipt of 

a skip. Sub-group overall was 

undecided on the reaction code 

concept and agreed that for now the 

focus will be on which RWG skip codes 

should/should not be introduced into 

the market. 

Support the implementation of 
CPW162, specifically working to define 
and agreed list of skip codes (as few as 
possible) to be introduced when the 
change goes live. Anticipated 
completion date will likely mirror the 
timeframe set out by CPW162.

Once CPW162 is finalised and due for 

release in CMOS, the group will revisit 

the idea of a ‘reaction code’. If the sub-

group consider there is value in pursing 

this it may work with MOSL on a change 

request to introduce the process into 

CMOS.

Create any guidance needed that would 

support retailer and wholesalers as part 

of the implementation of CPW162. 

Focus on defining the list of skip codes, 

using the RWG guidance as a basis, that 

should be implemented into CMOS as 

part of CPW162. 

Metering 
Committee 

Accurate and 
accessible 
data 

Metering 
Programme 

https://mosl.co.uk/change/changes/cyclic-read-skip-codes
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Sub-Group Purpose 
Activity/Outputs Q1 2025-
26

Future Focus/Anticipated Outputs Q2, Q3, Q4 2025-26 
(code change, good practice guide, Strategic Panel 
Road Map activity)

Link to Strategic 
Panel Workstream 
or Committee 

Strategic 
Panel 
Roadmap

MOSL 
Programme 

* Smart Meter Roll Out    
(Chair – 
Cillian McCarthy - 
Everflow)

Document an agreed 
approach to customer 
engagement before, during 
and after the NHH smart 
meter roll out which clearly 
sets out the role and 
responsibility of retailer and 
wholesaler, with the aim of 
achieving national 
consistency to handling the 
smart meter roll out.

Interim update summarising 
consultation responses, 
highlighting dependencies 
and confirming direction 
published 1 April

Final stages of GPG 
development 

GPG anticipated to be published w/c 8 September 2025.

Possible additional deliverable: Standard national 

comms (inclusive of a pre-roll out communication & 

FAQs) proposal. Looking to work with the Strategic 

Panel to understand what options may be possible 

regarding the development of a National Information 

Hub.

 

Metering 
Committee 

Customer 
engagement 
and choice

Metering 
programme

*Tariffs      
(Chair – 
James Lancaster - 
Thames)

To investigate how to 
simplify the existing primary 
tariff structure in the NHH 
water market.

Multiple workstreams:
• Metered tariff  structures
• Drainage charges and   

Return To Sewer
• Business Assessed and 

RV tariff structures
• Trade Effluent charging

Business Assessed and RV 
tariffs consultation (phase 1) 
report published in July 2025

Trade Effluent RFI feedback report due to be published 
in Q2/Q3 2025-26.

Publish phase 2 of Business Assessed and RV tariffs 
consultation (Q3 2025-26).

Review of documents owned by sub-group.

Tariff workstream Processes, 
capability 
and 
economics

*supporting 
delivery of 
W1 and W2 
objective

Market 
Evolution

https://mosl.co.uk/documents-publications/9390-smart-meter-rollout-communications-consultation-response-and-update/file
https://mosl.co.uk/document/groups-and-committees/the-panel/8647-roadmap-to-a-flourishing-market-final-version/file
https://mosl.co.uk/document/groups-and-committees/the-panel/8647-roadmap-to-a-flourishing-market-final-version/file
https://mosl.co.uk/document/groups-and-committees/the-panel/8647-roadmap-to-a-flourishing-market-final-version/file
https://mosl.co.uk/document/groups-and-committees/the-panel/8647-roadmap-to-a-flourishing-market-final-version/file
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Sub-Group Current Purpose Activity/Outputs Q1 2025-
26

Future Focus/Anticipated Outputs Q2, Q3, 
Q4 2025-26 (code change, good practice 
guide, Strategic Panel Road Map activity)

Link to Strategic 
Panel Workstream 
or Committee 

Strategic 
Panel 
Roadmap

MOSL 
Programme 

* Water Efficiency             
(Chair – 
Oli Shelley - Wave) 

Sub-group seeking 
Chair

The Water Efficiency sub-group 
oversees the development and 
delivery of an industry led water 
efficiency action plan, which will 
deliver improved levels of water 
efficiency in the non-household 
market for the benefit of all water 
consumers and the environment.

Baringa confirmed as 
partner for research project 
– To assess the effectiveness 
of a range of incentives in 
the market to encourage 
Business Retail Market(BRM) 
customers to take action to 
reduce/optimise their 
consumption.

Research project 
commenced. 

Consultation on draft GPG 
'NHH Water Efficiency 
Collaboration’ published 21 
May 2025. 

Present initial findings of research project to 
Strategic Panel on 3 September.

Consider responses to the consultation on 
draft menu for wholesaler and retailer BRM 
Water Efficiency Collaboration and finalise 
document for publication.

Look at standardising an approach for 
calculating water efficiency savings. 

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

Water Efficiency 
workstream

Processes, 
capability and 
economics

*supporting 
delivery of 
W1 and W2 
objective

Market 
Evolution

https://mosl.co.uk/document/groups-and-committees/the-panel/8647-roadmap-to-a-flourishing-market-final-version/file
https://mosl.co.uk/document/groups-and-committees/the-panel/8647-roadmap-to-a-flourishing-market-final-version/file
https://mosl.co.uk/document/groups-and-committees/the-panel/8647-roadmap-to-a-flourishing-market-final-version/file
https://mosl.co.uk/document/groups-and-committees/the-panel/8647-roadmap-to-a-flourishing-market-final-version/file


Request for MOSL 
Support
2026-27



Year 2 Resource

Request for support broadly the same as Year 1 support (approx. 
1 FTE). The timing of the request for 25-26 had to be made in 
the early stages of RWG support with the Steering Group 
agreeing to mirror Year 1 and review again, with more evidence 
of need, for Year 3).     

Actual Resource:   

Comms support – approx. .1 FTE

Administrative support – approx. .1 FTE

Governance Manager – approx. 1.15 FTE (7-8 groups with 
secretariat support)

Total: approx. 1.35 FTE 
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Baseline Support to deliver core service (applicable to all 
groups):

• Admin support

• RWG inbox management

• Meeting polls, calendar invites, opening up and 
recording calls

• Updating webpages/adding documents

• Assist with in-person meeting co-ordination (2 per year)

• Advice/guidance

• General queries

• Support with membership recruitment 

• Comms

• Email comms and social media

• Design and branding of RWG guides/key documents

• Setting up Survey Sparrow for RFI/consultations

14

MOSL Support Year 3 – 2026-27 - Baseline



Baseline Support to deliver core service – other areas:

• Full Secretariat Support for Steering Group and Quarterly 
Sub-Group Chair Meeting to include

• Meeting co-ordination (agenda, minutes, actions etc..)

• Quarterly reports

• Drafting process guides

• Review/Revision of key documents e.g. Governance 
Framework, good practice guides

• Delivery of Annual Report

• RWG Chair Support

• Regular updates to ensure Chairs fully informed of RWG 
activity

• Drafting Market Focus copy

• Drafting User Forum slides/briefing notes

• In-Person Meetings (2 per year)

• Co-ordination of in-person meetings

• Stakeholder engagement 
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MOSL Support Year 3 – 2026-27 - Baseline



Baseline Support Resource Requirements:

• Admin support - .2 fte 

• Comms - .2 fte 

• Governance Manager (.6 fte)

• Total fte (1) 

• Venue costs for in-person events (c.£4.5k)
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Level 1 Secretariat Support:

• Agenda setting

• Meeting notes

• Actions follow up

Estimated resource required per group .1 fte (approx. 2 days per 
month) on the basis that the group would be meeting monthly. 

Level 2 Secretariat Support:

• Level 1 support and 

• Advice/guidance/liaison/planning input

Estimated resource required per group .15 fte (approx. 3 days 
per month) on the basis that the group would be meeting 
monthly. 
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MOSL Support Year 3 – 2026-27 – Support Levels



Recommended Request for Submission to the MOSL 
Business Plan:

1 x Foundation support (1 fte - .2 admin support, .2 fte 
Comms, .6 Governance Manager)

3 x Level 1 supported groups (.3 fte)

2 x Level 2 supported groups (.3 fte)  

Total: 1.6 fte 

Plus

Venue costs for in-person events (c.£4.5k)
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• Ensuring good practice guides and key documents are up to 
date to facilitate consistency of Trading Party practice and 
better outcomes for customers

• Visibility of Trading Party alignment with Good Practice 
Guides, improving confidence that benefits are being 
delivered in line with Ofwat direction

• Ability to consistently provide a level of support to all RWG 
groups (even where direct secretariat support not allocated) 
in order to move the whole industry group forward to 
achieve its objectives

• To enable RWG to take a lead on continuing to enhance 
Bilateral Hub processes following the closure of the MOSL led 
Bilaterals programme

• To enable RWG to continue contributing to key elements of 
the Strategic Panel Road Map (Tariffs/Water Efficiency)

• To further develop systems and processes to continue to 
increase efficiency and consistency across the RWG groups. 

This should make it even easier for RWG members to engage 
with activities and deliver more.

• To continue to provide a supportive space to drive forward 
and deliver on ideas that will improve the market for Trading 
Parties and customers. 
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MOSL Support Year 3 – 2026-27 – Anticipated Impact of Resource



Wholesaler Adherence to RWG Good Practice Guides

Good Practice Guide Affinity Water Anglian Water Dwr Cymru Hafren DyfrdwyNorthumbrian Water Portsmouth Water Severn Trent Water South East Water South West Water South Staffs Water Southern Water
Sutton and East 
Surry Water Thames Water United Utilities Wessex Water Yorkshire Water

Alignment to Retail Price Control Groups Partial Full Full Full Partial Full Full Partial Full Full Full Partial

Complaints Full Full Full Full Full Full Full Full Full Full Partial Full Full

Data Logging Full Partial Full Full Partial Partial Full Partial Partial Partial Full Full Full

Disconnection Non-Payment Partial Full Full Full Full Full Partial Full Full Full Partial Full Partial

Emergency Contact Details Full Full Full Full NA NA Full Full Full Full Full Full Partial

Fixed meter charges Full Full None Full Full Partial Full Full NA Full Full Full Partial

Leakage Full None Full Full Full Partial Full Full Full Full Full Full Full

Meter Location Free Descriptor Partial None Full Partial Partial Partial Partial Full Full Full Partial Full Partial

Meter Reading Standards Full Full Full Full Full Full Full NA Full Full Partial Full Full

Planned Events Partial Full Full Full Full Full Full Full Full Partial Partial Full Full

Return to Sewer Allowances NA Full NA Full Full NA Full NA Full Full Full Full Full

Simplification and Harmonisation of Metered Consumption Bands Full Full None Partial Partial Partial Partial Full Partial Full Full Partial NA

Standard Skip Codes and Processes Full Partial Full Full None Full Full NA NA NA Partial NA Partial

Unplanned Events Full Full Full Full Full Full Full Full Full Full Full Full Full

Wholesale Charges Scheme Full Full Full Full Partial Partial Full Full Full Full Full Full Full

Links to any further information

https://www.affinity
water.co.uk/retailers
/help-guidance/our-

policies

https://wholesale.a
nglianwater.co.uk/

https://wholesale.dwrcymr
u.com/en/retailers/rwg-

good-practice-guides

Tariffs and charges | 
Wholesale charges | 
Businesses and 
Retailers | HD Cymru

www.nwl.co.uk

Library | Retailers | 
Businesses and Retailers | 
Severn Trent Water

https://www.south-staffs-
water.co.uk/business/

https://www.thamesw
ater.co.uk/wholesale/

water-market-
reform/good-practice

https://www.yorkshirewat
er.com/

Full Full adherence

Partial Partial adherence

None No adherence

NA Not applicable (e.g. 
if WOC)

No information
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https://www.affinitywater.co.uk/retailers/help-guidance/our-policies
https://www.affinitywater.co.uk/retailers/help-guidance/our-policies
https://www.affinitywater.co.uk/retailers/help-guidance/our-policies
https://www.affinitywater.co.uk/retailers/help-guidance/our-policies
https://www.affinitywater.co.uk/retailers/help-guidance/our-policies
https://www.affinitywater.co.uk/retailers/help-guidance/our-policies
https://www.affinitywater.co.uk/retailers/help-guidance/our-policies
https://wholesale.anglianwater.co.uk/
https://wholesale.anglianwater.co.uk/
https://wholesale.dwrcymru.com/en/retailers/rwg-good-practice-guides
https://wholesale.dwrcymru.com/en/retailers/rwg-good-practice-guides
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https://wholesale.dwrcymru.com/en/retailers/rwg-good-practice-guides
https://wholesale.dwrcymru.com/en/retailers/rwg-good-practice-guides
https://www.hdcymru.co.uk/businesses-and-retailers/wholesale-charges/tariffs-and-charges/
https://www.hdcymru.co.uk/businesses-and-retailers/wholesale-charges/tariffs-and-charges/
https://www.hdcymru.co.uk/businesses-and-retailers/wholesale-charges/tariffs-and-charges/
https://www.hdcymru.co.uk/businesses-and-retailers/wholesale-charges/tariffs-and-charges/
http://www.nwl.co.uk/
https://www.stwater.co.uk/businesses-and-retailers/retailers/library/
https://www.stwater.co.uk/businesses-and-retailers/retailers/library/
https://www.stwater.co.uk/businesses-and-retailers/retailers/library/
https://www.south-staffs-water.co.uk/business/
https://www.south-staffs-water.co.uk/business/
https://www.south-staffs-water.co.uk/business/
https://www.south-staffs-water.co.uk/business/
https://www.south-staffs-water.co.uk/business/
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https://www.thameswater.co.uk/wholesale/water-market-reform/good-practice
https://www.thameswater.co.uk/wholesale/water-market-reform/good-practice
https://www.yorkshirewater.com/
https://www.yorkshirewater.com/
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