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Morning agenda

Item Description Who Time

Arrival & Teas/Coffees All 10am - 10.30

1 Welcome and Introduction Markus Lloyd & Katie 

Franklin

10.30 ð 10.40

2 Business Plan, External Influences and the changing market landscape Sarah McMath 10.40 ð 11.05 

3 Where we are now and the future for customer and asset data Matt Labrum 11.05 ð 11.25

4 Break 11.25 -11.45

5 Workshop: Eligibility Matt Labrum 11.45-12.30

6 Meeting the future needs of data Simon Powell 12.30 -1.15pm

Lunch / networking opportunity (and set up panel chairs) All 1.15 ð 14.15 



MOSLõs strategy and how it is informed 
by the changing environmental and 
political landscape

Sarah McMath

27 June 2024

MOSL CEO

MOSL and the 
changing market 
landscape
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Core service and spend

Å Strong performance across our core services ð 18 KPIs 
performing at or above target

Å Improving trading party satisfaction

Å Strong cost controls ð delivering within our budget 
approved annually by trading parties 

Where are we currently
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Improvement programmes

Å 98% of our business plan commitments delivered ð 

average across all five with two at 100%

Å New strategy developed setting out our direction of 

travel for the following three years (started 1 April 

2024)

Where are we currently
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How did we do?

ÅWe successfully delivered the activities 

set out in our 2021-24 Strategy (ended 

31 March 2024)

Å Reminder of the four priorities:

Å Service Excellence

Å Market Improvement

Å Data Insight 

Å Organisational Capability

Reflecting on our 2021 -24 Strategy

Å Data and People become the 

foundations of our new strategy (on 

which our house is built)
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Areas we have driven improvements

What does that look like?
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MOSL strategy 2024 -27
We published our 2024 -27 Strategy in October 2023

Setting out four 

new strategic 

priorities  
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Focus for today
Where we are focused as we approach business planning

Where do we seek 

to transform
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Whatõs changed?

Whatõs changed since we launched our strategy?

ÅPR24 plans published

ÅHeightened press coverage on storm 

overflows and river pollution 

ÅWholesaler financial stability

ÅPR24 draft determinations delayed

ÅGeneral Election

 Party manifesto policies 

and pledges
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Competing drivers

1. Economic growth ð 

Levelling up, food security,  

Innovation and technology

2. Decarbonisation - 

(Net Zero and Hydrogen)

3. Water scarcity - climate 

change, drought, 

increasing demand on water
11

The groups of customers with the 

highest usage:

1. Retail  ð 175 

mega litres per day (Ml/day)

2. Education  ð 146 (Ml/day)

3. Food Production ð 133 

(Ml/day)

Some of the competing drivers of usage:
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MOSL strategy
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MOSL strategy

How do we use our 

independent position 

to shine a spotlight 

on the opportunities 

for the market
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MOSL strategy

How do we ensure 

our systems are 

robust to manage the 

impact of market 

changes i.e. trading 

party failure
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MOSL strategy

How can the data we 

hold provide greater 

insight in areas such 

as water security
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MOSL strategy

Å How are non-

household customers 

impacted

Å How can the market 

be part of demand 

reduction

ÅWhat are the new 

and emerging risks to 

MOSL and the market

Å How will changes to 

political landscape 

change the market or 

priorities?
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Key risks and uncertainties

Managing the risk of wholesaler insolvency May 2024 
We held a scenario planning 

workshop with the Board 

(supported by an external 

consultancy) to review 

potential scenarios should any 

wholesaler enter a SAR 

September 202 3 
We carried out 

assessments and 

mitigation planning for 

the impacts of a 

wholesaler entering 

Special Administration 

October 2023
We performed testing on 

the ability of CMOS to 

perform a bulk transfer of 

supply points from one 

wholesaler ID to another

November 2023 
Further work was 

carried out on the 

Bilaterals hub to assess 

the impact of large -

scale transfers between 

wholesalers 

January 2024 
The technical solution to 

enable large scale 

wholesaler to wholesaler 

transfers in the Bilaterals 

hub was developed and 

remains in testing (expected 

to finish by June 2024)

March -April 2024 
We continued to monitor and 

develop mitigations for a 

number of  lower-impact 

Bilaterals related risks around 

the operation of the Bilaterals 

Hub in the event of a SAR.
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Key opportunities

Å Market Performance Framework Reform

Å Smart metering and open data

Å Cambridge Trial and water resource planning

Å Market segmentation

Å Tariff reform

Å Market economics

What are the key opportunities for the market to support wider sector goals?

Making sure 

the money is 

on the right 

table

Making sure the 

incentives are in the 

right place
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How you can get involved

Upcoming areas for you to engage

Å Membership consultation ð now live!

Å MPF consultation ð live in July!

Å Roadmap to a flourishing market consultation ð live in July!

Å MOSL response to PR24 draft determinations (potential wholesaler/retailer workshop)

Å Data Assurance activities ongoing

Å Business planning underway in July 

Join industry 

committees 

and groups!
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Any questions?



Data 
Assurance

Where we are now and the future 
customer, premises and asset data

Matt Labrum

27 June 2024

Market Improvement Lead, MOSL
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Why do we need good data?
The importance of the Data Assurance Programme

Reduced cost-to-serve: Reduced administrative, resourcing or market costs, such as 
reduced meter reading costs, account administration or financial penalties 

Improved revenue: Identified missing supply points or improved timings bringing supply 
points onto charge 

Improved customer and environmental outcomes: Such as water demand forecasting, 
improved customer experience and richer market insight.

Estimated annual benefit (mid range) of £3-5 million in efficiency savings!
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The benefits of assuring centrally

ά{ƻΣ ǳƭǘƛƳŀǘŜƭȅ ƛǘǎ ŀōƻǳǘ ƛƳǇǊƻǾƛƴƎ ŎƻǊŜ ƳŀǊƪŜǘ Řŀǘŀ ǉǳŀƭƛǘȅΚέ

ά¸ŜǎΣ ǿƘŀǘ ǿŜΩǊŜ ǊŜŀƭƭȅ ǘǊȅƛƴƎ ǘƻ Řƻ ƛǎ ǎǳǇǇƻǊǘ ǘǊŀŘƛƴƎ ǇŀǊǘƛŜǎ ǘƻ 
meet their obligations in terms of maintaining and improving data to 
improve the operation of the market and outcomes for business 
ŎǳǎǘƻƳŜǊǎΦέ

1

2

3

Key benefits 

Data improvements driven forward with clear actions and timelines for delivery  

Central access to external datasets, reducing overall cost to trading parties

Consistent and coordinated approach to the data we are assuring with central oversight 
of issues and how they are prioritised
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What we achieved last year
Originally ôData Cleanse Serviceõ year one plan

ά²Ƙŀǘ ŘƛŘ ah{[ ŘŜƭƛǾŜǊ ƛƴ ȅŜŀǊ ƻƴŜ ƻŦ ƛǘǎ ǇƭŀƴΚέ

The core focus of year one was on setting up the programme and working through 
the eligibility phase. We:
1. Established the programme governance ς including the steering group and 

working group
2. Set out the approach for Data Quality Audits (DQA)
3. Set out the scope and detailed design for Phase 1: Market Eligibility
4. Established My Charts and My Files to deliver the assurance process
5. Piloted and launched Phase 1 
6. Supported CCW with work to improve eligibility guidance
7. Kicked off pilots for Phase 2: Address and Premises Data

1

99%

Completion rate 
at the end of 
2023/24
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What weõve set out to achieve this year

1

2

3

Data Quality Audits ς ongoing eligibility and address and premises audits 

Customer Use Cases ς including occupancy status and customer data

Market Performance Framework  ς inform the design and delivery of ongoing data assurance 
audit and the development of the minimum data quality standards and data quality scorecard that 
will form part of the new MPF

Data 
Assurance 

Service
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FY2024/25 FY2025/26

Phase APR MAY JUN JUL AUG SEP OCT NOV DEC JAN FEB MAR APR MAY JUN JUL AUG

Enduring solution 
handover to MPF

Non -eligibility 

Premises and address 
assurance review

Customer name and 
occupancy assurance

Data Quality Scorecard

Minimum Data Standard

Market Assurance

Market AssurancePilot

Requirements Pilot Market Assurance

DQA

Requirements

Requirements

Review

Launch

Best 

Practice 

Guide

BR Mex
ofwat

MPF
Collab

Enduring solution

handover to MPF

DQADQADQADQADQA

Programme timeline

BR Mex
ofwat
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Phase 1: Market Eligibility

3

Why do we need it?

80k

75%

Supply point identified for assurance review

Approval rate for supply points provided for assurance review

ά¢Ƙƛǎ ǎƛƎƴƛŦƛŎŀƴǘ ŀƳƻǳƴǘ ƻŦ ƛƴŎƻǊǊŜŎǘ 
address data is not only muddying the 
water in CMOS but is increasing the 
associated costs for retailers to fix the 
data and leading to inefficiencies in the 
service they are able to provide to their 
ŎǳǎǘƻƳŜǊǎΦέ

20% Premises assured as non-household 
(majority farms, mixed use, holiday lets or 
student accomodation) 
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Phase 1: Market Eligibility

3

What are the results so far?

3,416

220

1,119

Supply points reviewed since November 2023

Supply points jointly assured

Ineligible premises removed from the market

òLike most trading parties, we have prioritised the Level 1 supply 

points, many of which did require deregistration. Our experience 

is that customers have successfully moved from one market to 

another with minimal impact.ó
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Phase 2: Address and premises data 

3

Why do we need it?

òCertainty of the supply point 

address and Unique Property 

Reference Number (UPRN) and 

Valuation Office Agency (VOA) 

references will allow the teams to 

trace occupiers, read previously 

unread meters, improve bill 

accuracy, and provide enhanced 

customer service levels.ó 

333k

615k

Supply points are missing a Unique 

Property Reference Number (UPRN) and 

further 710k have issues

Supply points are missing a Valuation 

Office Agency (VOA) reference and a 

further 881k have issues

Thatõs circa 50% of 

all supply points!
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Phase 2: Address and premises
What have we done so far?

Established the requirements for Phase 2 and scope of the work

Agreed requirements with the steering group and started pilots with the working group 
(currently on pilot 3)

Ensured improvements have been fed back into the working solution in advance of the 
phase going live with the market in September
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Phase 3: Customer name and occupancy

3

Why do we need it?

Supply points with customer name data issues1.26m

209k Vacant premises showing signs of active business 
occupancy

Could equate to thousands of 
pounds lost revenue

òI felt what was missing was 

the human factor. Thereõs quite 

a lot of stress in ironing out 

water accounts and the day-

to-day detail is probably the 

clue to resolving some of the 

bigger issues ð particularly 

around billing.ó
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Phase 3: Customer name and occupancy

3

What have we done so far?

Gathering the requirements with the working group

Working through the requirements internally and with Sagacity
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Aligning to the MPF Reform

3

Why do we need to?

Five years ago, we 
asked customers what 
they wanted the 
market to focus 
ƻƴΧƘŀǾŜ ǿŜ ŘŜƭƛǾŜǊŜŘ 
this yet?
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Aligning to the MPF Reform

3

The MPF Reform Programme has demonstrated the criticalness of data quality, as well as 
data completeness, to all programmes of work and the successful functioning of the 

market, as such the programmes are closely aligned.

What we ARE doing What we ARE NOT doing

Å Developing minimum data quality 
standards

Å Developing a minimum data quality 
scorecard to continue to improve and 
maintain data quality

Å Duplicating work with the MPF Reform

Å Setting out the incentives/financial 
penalties for maintaining data items
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Data assurance beyond MPF

1

3

CMOS enhancements ς such as assurance flagging functionality (covering data, vacancy and 
metering assurance and mixed-use indicators) to maintain good quality data and improvements 
to the address field format to provide greater consistency

Broader dataset matching ς such as using council tax data on a periodic basis to assist with the 
eligibility assurance process as part of BAU assurance activities 

4

Premises Segmentation Data ς utilising existing UPRN classification data to segment supply points, 
premises and industries to better understand customers and water usage

New Connections and Gap Sites ς considering ways of improving new data registration and 
missing commercial site data to support an improved customer experience
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How you can get involved

ά¢ƘŜǊŜ ŀǊŜ ǇƭŜƴǘȅ ƻŦ ǿŀȅǎ ȅƻǳ 
can find out more about the 
ǇǊƻƎǊŀƳƳŜέ

Visit the webpages

Download working group 
material, including 
recordings

Raise a query 
through My MOSL

Read updates in 
Market Focus



Any questions?

mosl.co.uk



Matt Labrum

27 June 2024

Market Improvement Lead

Eligibility review 
and workshop

Presenting MOSL and CCWõs joint 
work in improving eligibility 
guidance



39

Agenda
What will we cover?

Why have a review of eligibility guidance and obligations? 

Current progress

Current Ofwat guidance and feedback

Workshop exercise ð deciding edge cases: do they belong in the market?
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Why do we need a review?
Whatõs not working currently

CCWõs Five-Year Review of the Market identified issues with eligibility decision-making causing issues 
for customers. The key issues included:

Our objective

Å Inconsistent decisioning across the market

Å A lack of clarity on how to assess principal use of a premises

Å A lack of clarity on how to assess the eligibility status of mixed-use premises 

ÅWho is (and should be) responsible for making decisions on eligibility

To review the existing Ofwat guidance, market codes and best practice 
guides and present recommended changes for November 2024.
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What has the review proved?
MOSLõs view 

The Eligibility Assurance Review started in November 2023 and has confirmed that 
there are a:

Å High volume of non-eligible household premises in the market 

Å High volume of premises that are difficult to determine whether they are 
household or non-household
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What has the review proved?
Trading partiesõ view

¶ Difficulty in assessing eligibility and in consistencies in 
assessing the eligibility of mixed-use premises

¶ Nationwide multi-site customers are suffering from 
inconsistent decision-making around eligibility

¶ Information and resources to make decisions not widely 
available

¶ Obligations and responsibilities are not clear

¶ Inconsistency in how wholesalers reimburse customers when 
a premises has been de-registered
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Reviewing NHH premises

31%

28%

18%

13%

7%
2%1%

NHH premises assurance reasons

No Reason Given 31% Farm or Field Supply 29% Mixed Use 18%

Other 13% Holiday Let 7% Student Accomodation 2%

Public Buildings / Village Halls 1%

Almost a third donõt 

have reason 

suggesting 

guidance may be 

unclear
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Feedback on Ofwat guidance
Some examples of lack of clarity

Many felt the following were not a determining factor in assessing mixed use:

 Ownership of premises

 Household/non-household water bill settlement arrangements

 Size comparison of household/non-household premises

 Location of meter 

 Incidence of rates 
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What we are proposing

Once premises are deemed to be mixed-use the current guidance is unclear. We are proposing a new 
model for assessing mixed-use premises that will be presented in November 2024.

To inform this work we will be:

Å Reviewing trading party obligations and market codes

Å Assessing Ofwat guidance on edge case scenarios 

Å Reviewing and recommending best practice for refunding, re-billing etc.

Å Liaising with the RWG Eligibility sub-group 

Your feedback Feedback from this session will inform future work and any proposals 
brought for consideration
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Introducing the workshops

1. Household and cattery

2. Household and microbusiness

3. Household farm with short term 

holiday let

4. Housing association flats with 

communal area

5. Holiday let

1

2

3

4

5

Five different scenarios we will look to workshop:
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Workshop questions

Would you put this premises in the market?

What would inform that decision? (i.e. 

documents, guidance, usage, rates)

What would cause a potential disagreement 

on this premises?

Break into groups, 15 minutes of discussion (two 

scenarios each group), 15 minutes of playback

1

2

3

Please choose someone to feedback to the room!
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Scenario 1

The customer has domestic household property. In the garden of 

the property is a large wooden building used by the occupant to 

run a cattery business. 

Currently, the property is charged in both the household and non -

household markets on a fixed unmetered tariff. The customer is 

unhappy as they are using water from the house for the cattery 

and therefore feel they are being charged twice for the same water 

supply/property and would prefer to remain in the household 

market only. 

Considerations

Household premises and cattery

¶ The property is registered for both business rates and council tax. 

¶ The property is unmetered. 

¶ It is one address but is not on market as mixed-use on VOA. 

¶ The customer would prefer to be billed solely within the household market. 
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Scenario 2

The customer has a small shop within their house, which 

is only open at the weekends. 

Considerations

¶ No water fittings within the non -household part of 

the property

¶ Eligible for council tax and Business Rates (business 

rates higher)

¶ Non-household element is only operating for 2 days 

in 7 

¶ The customer would prefer to be billed solely within 

the household market. 

Household premises and 

microbusiness
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Scenario 3

The customer lives in a farmhouse building which was previously a 

working farm. There are a few outbuildings. One of the buildings 

has been converted into a holiday let and another building is used 

as a workshop for the ownersõ online business.

Considerations

¶ Four-bedroom farmhouse with five occupants. It has two 

bathrooms, a large kitchen with separate utility room including 

separate sink, washing machine and dishwasher

¶ The holiday let has one bedroom and bathroom plus kitchen 

(available to rent from May to September)

¶ The workshop has a sink and toilet 

¶ The farmhouse and outbuildings are all served by one meter.

Household farm with short 

term holiday let
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Scenario 4

These are metered housing association flats with no current 

tenants. There are 20+ flats with individual meters. There is 

also a communal area used for watering a shared garden 

and for cleaning communal areas (corridors/landings). The 

property is managed by a housing association with 

premises throughout England.

Considerations

¶ 20+ households with individual meters on the same site

¶ Metered supply to communal area within housing 

association estate

¶ Site is vacant  

Housing association flats with 

communal area
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Scenario 5

The property is an old fishermanôs cottage in a seaside 

town in Devon. It is used as a second home by the owners 

who visit regularly throughout the year. 

Considerations

¶ Availability varies year by year depending on the plans 

of the owners

¶ The property is let through AirBnB

Holiday let



Simon Powell

Chief Information Officer, MOSL

Waterõs 
digital 
revolution
The ôso whatõ 
of smart metering



15 of the 23 English 
water areas 
analysed by the EA 
were considered 
to be under 
ôserious stressõ

Environment Agency (EA), 2021



The EA objects to 
plans for a new 
cancer research 
hospital due to water 
shortage fears

BBC, 2024
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Water Resources East, 2023

Moratorium on 
business development 
due to water supply 
concerns
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Emirates 247, 2016

UAE petrol now 
cheaper than water
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North -West Mexico 
had less than 130mm 
of rainfall in 2023
Statistica , 2024
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Appreciating the value of water

Understand the cost of not having water

Informing Government policy

Improved data quality

ÅSegmentation by industry

ÅFacility to facility comparison

ÅOpen data?

Identify sustainability interventions

Allow the market to flourish



Smart 
Metering

You canõt improve what you 
canõt measure
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CMOS trading party meter reads
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Moving to monthly meter reads 
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Ramping up to 25% - daily reads by 2030
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Submitted meter reads within a month
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Preparing for big data

Å40x increase in data

ÅMore efficient meter read submission 

process

ÅOptimise to reduce cost

ÅCentralised data collection

ÅCentralised data extracts

ÅRemove inefficient codes



Smart 
Tariffs

Market economics to 
drive behaviours 
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Campsite data ð bi -annual meter reads
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Campsite data ð weekly reads

0

5,000

10,000

15,000

20,000

25,000

30,000

35,000

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

L
IT

R
E

S
 P

E
R

 W
E

E
K

Water Usage

Litres Per Week

 Usage Used for Billing



69

0

100,000

200,000

300,000

400,000

500,000

600,000

700,000

800,000

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

L
IT

R
E

S

Cumulative Water Usage

Water Cumulative

Improving estimates



70

0

100,000

200,000

300,000

400,000

500,000

600,000

700,000

800,000

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

L
IT

R
E

S

Cumulative Water Usage

Water Cumulative

Improving estimates



71

Preparing for smart tariffs

ÅIncrease actual reads

ÅImproved settlement algorithms

ÅRedesign for smart tariffs

o Rising block

o Season

o Industry type

o Reservoir capacity


