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Morning agenda MOSL

o o N

Arrival & Teas/Coffees 10am - 10.30

1 Welcome and Introduction Markus Lloyd & Katie  10.3006 10.40
Franklin

2 Business Plan, External Influences and the changing market landscape Sarah McMath 10.400 11.05
3 Where we are now and the future for customer and asset data Matt Labrum 11.05011.25
4 Break 11.25-11.45
5 Workshop: Eligibility Matt Labrum 11.4512.30
6 Meeting the future needs of data Simon Powell 12.30-1.15pm

Lunch / networking opportunity (and set up panel chairs) All 1.1506 14.15






Where are we currently MOSL

Core service and spend

A Strong performance across our core servicesd 18 KPIs
performing at or above target

A Improving trading party satisfaction

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

(Costs well controlled -
£339k below budget)




Where are we currently 98% ’ MOSL

Business plan
commitments delivered

Improvement programmes (100% for 2022/23)
A 98% of our business plan commitments delivered & Bilateral Transactions
average across all five with two at 100% {PR"“E"“.'““"E .
unning six months ahead of
the original plan with benefits
exceeding the business case)
A New strategy developed setting out our direction of g;f::“ﬁfuﬁ;;rggggﬁfwm
travel for the following three years (started 1 April ?#ﬂgtgnq'ﬂﬁ t:?“‘ e lstes

2024)

Market Performance
Framework Reform
(Business case and proposed .

framework model agreed and
signed off by Strategic Panel)

Modernisation of Systems
(Rehost of CMOS into

Microzoft Azure environment @
successfully completed)

Strategic Metering Review

(Developed and launched
(Following extensive engagement the Strategic Panel's .

with stakeholders). National Metering Strategy)




Reflecting on our 2021

How did we do?

A We successfully delivered the activities
set out in our 2021-24 Strategy (ended

31 March 2024)

A Reminder of the four priorities:
A Service Excellence
A Market Improvement
A Data Insight

A Organisational Capability

A Data and People become the

foundations of our new strategy (on

which our house is built)

-24 Strategy

Organisational
Capability

& New Programme Management Office
established in MOSL

# Internal governance arrangements

enhanced, establishing the Investment

Approval Board and Portfolio Board
(the latter to monitor the delivery of
our improvement programmes)

& New Data Analytics and Insight team
established in MOSL

Data insight

# New Data Warehouse established

# New suite of market dashboards and
maps available via our website

# Additional Performance Indicators
(APls) established for data quality
reporting

Service Excellence

& New Query Management System,

My MOSL, implemented via our website

# Enhancements made to our website,
including improvements to Search
Functionality

# New senior engagement programme
launched

Market
Improvement

# The Bilateral Hub successfully
implemented

# New governance arrangements in
place, establishing the Strategic
Panel and Code Change Committee

# National Metering Strategy
developed and published for the
non-household market



What does that look like? MOSL

Areas we have driven improvements

Trading party Market Operator
satisfaction J_Q\ (MO) charges

budget reduced in real terms, a reduction

overall scores up from 3.8
of 1% from 2020/21 to 2023/24

in April 2021 to 4.0 in April 2024

Improvement Employee
programmes engagement \_SLQ\
average programme completion eNPS up from 51in 2020/21

of 08% acroce the three years to 55 in 2023/24



MOSL strateqy 2024 -27

-27 Strategy in October 2023

We published our 2024
MOSL Strategy 2024-2027

Vision
Where we want to get to...

“Using our collective expertise and independent

insight to enable the best customer outcomes”

(©)

Respect Influence

Values
Qur behaviours...

Expertise Clarity

L

Perform Transform

A

Setting out four
new strategic
priorities

Strategic Priorities
Our strategic focus is to..

Market Confidence

Market Evolution

Market Systems Water Security

Be a trusted
market operator
that assures market
performance
and resilience

What we do

Provide secure and
efficient technology
to meet future
market needs

Tools we use

Drive data and
information to
enable the non-
household market to

positively affect water

consumption

What we want
to influence

Influence policy and
promote solutions
to support a
flourishing market

How we
enable change




Focus for today

Where do we seek
Where we are focused as we approach business planning to transform

Market Confidence

Be a trusted
market operator
that assures market
performance
and resilience

What we do

SL

h

Transform

Market Systems Water Security Market Evolution

Provide secure and Drive data and
efficient technology information to
to meet future enable the non-
market needs household market to
positively affect water
consumption

Influence policy and
promote solutions
to support a
flourishing market

What we want How we

Tools we use to influence enable change



What 0s changed?

""'@’e'heral Election 2024

What 6s changed since we | aur tegy?
A PR24 plans published .
A Heightened press coverage on storm e ,:i |
: : Sl g LS & B
overflows and river pollution Rl LR

A Wholesaler financial stability
A PR24 draft determinations delayed

A General Election

Party manifesto policies
and pledges

10



Competing drivers MOSL

The groups of customers with the Some of the competing drivers of usage:
highest usage:

1. Retail 8175 1. Economic growth 0

mega litres per day (Ml/day) Levelling up, food security,

Innovation and technology

2. Education 8146 (Ml/day) 2 Decarbonisation -

(Net Zero and Hydrogen)

: 3. Water scarcity - climate
3. Food Production 6133

(MlI/day)

change, drought,

11

Increasing demand on water

11



Context

What we have paid

attention to: Looking ‘within and across’
(7AN\
&
Our core
services

Looking ‘at ourselves’ é S S
o
? 5 Our
Our culture

stakeholders

)

Our external profile System
resilience

0

’PTTTT

Evolving our Leveraging
ways of working data

Looking ‘up and out’

@

Non-household

customers

Qur natural
environment

)

Key risks and
uncertainties

The political
landscape



Context

What we have paid

Looking ‘up and out’

attention to:
Looking ‘within and across’

Looking ‘at ourselves’

P

Our culture

)
&

Our core

How do we use our
independent position
to shine a spotlight
on the opportunities

Our external profile

0

'I‘TTT'I‘

Evolving our
ways of working

for the market

System
resilience

&

Leveraging
data

M

Non-household

customers

3

Our natural
environment

)

Key risks and
uncertainties

The political
landscape



Looking ‘up and out’

Context

What we have paid

attention to: " o
Looking ‘within and across’
(7
&
Qur core
services
Looking ‘at ourselves’
%07 g §§
Our
Our culture stakeholders
Our external profile System
resilience
A O¥
Evolving our Leveraging

ways of working data

@

Non-household

customers

How do we ensure
our systems are
robust to manage the
impact of market
changes i.e. trading
party failure

NEY TISKS ang
uncertainties

The political
landscape



Looking ‘up and out’

Context e MOSL
What we have paid _ﬂ_i

H . Non-household
FECSOREONn S Looking ‘within and across’ customers

)

7/
Our core

services

Our natural
Looking ‘at ourselves’ environment
%07 % §§
Our .
Our culture stakeholders How can the data we
hold provide greater
@ insight in areas such
@ as water security
Our external profile System
resilience
. Th litical
Evolving our Leveraging laig.f c:—:;f:
ways of working data




Context

What we have paid
attention to:

Looking ‘within and across’

A\

Looking ‘at ourselves’

P

Our culture

Our external profile

A How are non-

household customers
Impacted

How can the market
be part of demand
reduction

A What are the new

and emerging risks to

MOSL and the market |

How will changes to
political landscape

change the market or ‘

A
Vf Y

ways of working

priorities?
Y

Looking ‘up and out’

iy

customers

Non-household

3

Qur natural
environment

Leveraging

data

MOSL

)

Key risks and
uncertainties

The political
landscape




Key risks and uncertainties

Managing the risk of wholesaler insolvency

October 2023
We performed testing on
the ability of CMOS to
perform a bulk transfer of
supply points from one
wholesaler ID to another

September 202 3

We carried out
assessments and
mitigation planning for
the impacts of a
wholesaler entering
Special Administration

November 2023

Further work was
carried out on the
Bilaterals hub to assess
the impact of large -
scale transfers between
wholesalers

remains in testing (expected

MOSL

January 2024 May 2024

The technical solution to We held a scenario planning
enable large scale workshop with the Board

wholesaler to wholesaler (supported by an external

transfers in the Bilaterals consultancy) to review

hub was developed and potential scenarios should any

wholesaler enter a SAR

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. 17



Key opportunities MOSL

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

A Market Performance Framework Reform /K\/

A Smart metering and open data

_ _ _ Making sure the
A Cambridge Trial and water resource planning incentives are in the

right place
L

A Market segmentation

A Tariff reform

A Market economics Making sure

the money is
on the right
table

18



How you can get involved

Upcoming areas for you to engage

A Membership consultation & now live!
A MPF consultation & live in July!
A Roadmap to a flourishing market consultation & live in July!

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

A Data Assurance activities ongoing

A Business planning underway in July

19



Any questions®




Data
Assurance

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

Matt Labrum

Market Improvement Lead, MOSL
27 June 2024




Why do we need good data? MOSL

The importance of the Data Assurance Programme

\|, Reduced costo-serve:Reduced administrative, resourcing or market costs, such as
ﬁ\b? reduced meter reading costs, account administration or financial penalties
Improved revenueidentified missing supply points or improved timings bringing supply
‘\3) points onto charge

Improved customer and environmental outcomeSuch as water demand forecasting,
=AAN improved customer experience and richer market insight.

% Estimated annual benefit (mid range) of-B3nillion in efficiency savings!

22



The benefits of assuring centrally MOSL

{a{zz dzft GAYlFGSte Ada | o2 dz )\%LJNE@AVH O2NB YI NJS

D 4 84> 6KIG 66ONB NBIffe GNBAY3 (2 R2
meet their obligations in terms of maintaining and improving data to
improve the operation of the market and outcomes for business

Key benefits \Odza 02 Y S NA ®¢
Data improvements driven forward with clear actions and timelines for delivery MOSL

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

23



What we achieved last year MOSL

Originally o6Data Cleanse Serviced year one pl an

‘ [dZKI-G RAR ah{] RSf)\@SN%)\y eSINI 2yS 2F AdGa LX ko

The core focus of year one was on setting up the programme and working through
the eligibility phase. We:

Established the programme governangmcluding the steering group and
working group

Set out the approach for Data Quality Audits (DQA)

Set out the scope and detailed design for Phase 1: Market Eligibility
Established My Charts and My Files to deliver the assurance process
Piloted and launched Phase 1

Supported CCW with work to improve eligibility guidance

Kicked off pilots for Phase 2: Address and Premises Data /

® 99%

Completion rate
at the end of
2023/24

ﬁ.@.@':&.‘*’!\’ =

24



Wh at weove set O ut t o Mt nh

. Data Quality Audits; ongoing eligibility and address and premises audits

Data

Assurance

Service
. Customer Use Casesncluding occupancy status and customer data

Market Performance Frameworlg 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

25



Programme timeline

MPF BR Mex
CO”ab Ofwat

FY2024/25 FY2025/26

Enduring solution DQA DQA DOA DQA DQA DQA
handover to MPF

Non -eligibility Market Assura 1ce Review

Premises and address Enduring solution
assurance review Pilot Market Ass irance handover to MPF

Customer name and

Requirements Pilot Market Assuri .nce
occupancy assurance

Data Quality Scorecard Rec uirements Launch
5 |
Best

Minimum Data Standard Recuire ments Practice

Guide




Phase 1. Market Eligibility MOSL

Why do we need it?

n Supply point identified for assurance review
M Approval rate for supply points provided for assurance review

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

\C)dzéiszSNﬁcbé / MOSL

27

/é(ttK)\é aA3IAYATAOIl y} I Y2 dzy U
W Premises assured as nbousehold address data is not only muddying the

(majority farms, mixed use, holiday lets or
student accomodation)




Phase 1. Market Eligibility MOSL

Additi .
What are the results so far? ditional benefits

Raised inconsistences in
treatment of edge cases

Was informed by trading
Party feedback to

Improve assurance
Service (VOA integration)
‘identified inconsistencies
INn ways of working

Supply points reviewed since November 2023

Supply points jointly assured

Ineligible premises removed from the market

oLIi ke most trading parties,
points, many of which did require deregistration. Our experience

Is that customers have successfully moved from one market to
another with mini mal | mpact .o




Phase 2: Address and premises data MoSL

Why do we need it?
Supply points are missing a Unique ﬁc ertainty of N € subp
M Property Reference Number (UPRN) and address and Unique Property
further 710k have issues Refergnce Ngmber (UPRN) and
Valuation Office Agency (VOA)
references will allow the teams to
trace occupiers, read previously
unread meters, improve bill

accuracy, and provide enhanced

Supply points are missing a Valuation : |
Office Agency (VOA) reference and a Qu stomer seryv 'C/é eve
further 881k have issues

ikﬂi?t‘.ﬁﬁ-‘!ﬁtma"’; “»

29

That s circa 50% of
all supply points!



Phase 2: Address and premises MOSL

What have we done so far?

|¥| Established the requirements for Phase 2 and scope of the work

%%O\ 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
o phase going live with the market in September

30



Phase 3: Customer name and occupancy MOSL

Why do we need it?
6 felt whatswh mi

_ _ _ t he human fact or]. The,
Supply points with customer name data issues 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 issuesd particularly

Qround biIIing./é‘
Vacant premises showing signs of active business
occupancy @

Could equate to thousands of
pounds lost revenue

31



Phase 3: Customer name and occupancy MOSL

What have we done so far?

g\ll? Gathering the requirements with the working group

V

Working through the requirements internally and with Sagacity

32



Aligning to the MPF Reform

Why do we need to?

Five years ago, we
asked customers what
they wanted the
market to focus

2y XKIF @S 4S5
this yet?




Aligning to the MPF Reform MOSL

What we ARE doing What we ARE NOT doing
A Developing minimum data quality v A Duplicating work with the MPF Reformx
standards

A Setting out the incentives/financial

A Developing a minimum data quality \/ penalties for maintaining data items X
scorecard to continue to improve and

maintain data quality

34



Data assurance beyond MPF

MOSL

Y (i
_)O S5

P> ()

CMOS enhancementssuch as assurance flagging functionality (covering data, vacancy and
metering assurance and mixese indicators) to maintain good quality data and improvements
to the address field format to provide greater consistency

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

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

New Connections and Gap Sitegonsidering ways of improving new data registration and
missing commercial site data to support an improved customer experience

35



MOSL

How you can get involved Download working group

material, including
recordings

Visit the webpages .
Pag Ralse a query

through My MOSL

[ VY Pes——
‘Service Worl:lng

_ _ ‘ Group
MQSL Search Sign up Login My MOSL -

About ~ Services ~ Market Codes ~ Market Insight ~ CMOS Groups and Forums ~ Documents News and Events - Help -

Home > Services > Market Improvement > Programmes and Projects > Data Assurance Service 220 February 2024

Data Assurance Service

Accurate and reliable data is critical to the effective operation of the non-household (NHH)
market and is key to operational efficiency, evidence-based improvement, and positive
customer and environmental outcomes. However, data quality remains a principal market Market Focus Miay 2024 ( \

friction that is driving significant cost for trading parties and impacting the market’s ability ~ ~ ~
to deliver better outcomes. ¢ K S N E ; |_ N E ; LJf
The logic and cost of trading parties working independently to fix core data fields has . ar e .

been questioned, with the current rate of improvement being too slow for benefits to be s 2 - M k t f d t b t th
nq P g . can 1ind out more apbou e

realised.

. 2, . s.........'.' Focus LINEINI YYS¢
"—E News from the

heart of the market \ j

Market Eligibility Assurance Review >

Read updates in
Market Focus






Eligibility revie
and workshop

Presenting MOSL
work in improving eligibility
guidance

Matt Labrum
Market Improvement Lead
27 June 2024




Agenda MoSL

What will we cover?

Why have a review of eligibility guidance and obligations?

Current progress

@ Current Ofwat guidance and feedback
000
5o )

Workshop exercise d deciding edge cases: do they belong in the market?

39



Why do we need a review? MOSL

What 6s not working currently

C C W0 s -Ydar Rewew of the Market identified issues with eligibility decision-making causing issues
for customers. The key issues included:

A Inconsistent decisioning across the market
A A lack of clarity on how to assess principal use of a premises
A A lack of clarity on how to assess the eligibility status of mixed-use premises

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

. To review the existing Ofwat guidance, market codes and best practice
Our objective guides and present recommended changes for November 2024.




What has the review proved? MOSL

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

A High volume of noteligible household premises in the market

A High volume of premises that are difficult to determine whether they are
household or norhousehold




4

What has the review proved?

Trading partiesd view

l

Difficulty in assessing eligibility and in consistencies in
assessing the eligibility of mixege premises

Nationwide multisite customers are suffering from
iInconsistent decisiomaking 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 deqistered

MOSL




Reviewing NHH premises MoSL

NHH premises assurance reasons

Al most a third donot
have reason

suggesting
guidance may be
unclear
B No Reason Given 31% M Farm or Field Supply 29% B Mixed Use 18%
i Other 13% M Holiday Let 7% i Student Accomodation 2%

M Public Buildings / Village Halls 1%

43



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/norhousehold water bill settlement arrangement
Size comparison of household/ndmusehold premises
Location of meter

Incidence of rates

MOSL

44



What we are proposing MOSL

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

To inform this work we will be:

A Reviewing trading party obligations and market codey

A Assessing Ofwat guidance on edge case scena%

A Reviewing and recommending best practioerefunding, rebilling etc. \/

A Liaising with the RWG Eligibility sgitoup \/

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

45



Introducing the workshops

MOSL

Five different scenarios we will look to workshop:

1.

N

Household and cattery
Household and microbusiness
Household farm with short term
holiday let

Housing association flats with
communal area

Holiday let




Workshop guestions

Break into groups, 15 minutes of discussion (two
scenarios each group), 15 minutes of playback

' 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?

I Please choose someone to feedback to the room!
o)




MOSL

Scenario 1
The customer has domestic household property. In the garden of Household premises and cattery
the property is a large wooden building used by the occupant to S S

) 5118 ki g
—

run a cattery business.

st st o

Currently, the property is charged in both the household and non - J ---------------
household markets on a fixed unmetered tariff. The customer is | S
unhappy as they are using water from the house for the cattery e« <8 AR T

and therefore feel they are being charged twice for the same water c N =
supply/property and would prefer to remain in the household e
market only.

Considerations

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

1 The property is unmetered.

1 Itis one address but is not on market as mixed-use on VOA.

1 The customer would prefer to be billed solely within the household market.

48



MOSL

Scenario 2
The customer has a small shop within their house, which Househ_old premises and
Is only open at the weekends. microbusiness

|

Considerations

1 No water fittings within the non -household part of
the property

91 Eligible for council tax and Business Rates (business
rates higher)

1 Non-household element is only operating for 2 days
In 7

1 The customer would prefer to be billed solely within
the household market.

49



Scenario 3 MOSL

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 ownerso o

Household farm with short
term holiday let

Considerations

1 Four-bedroom farmhouse with five occupants. It has two
bathrooms, a large kitchen with separate utility room including
separate sink, washing machine and dishwasher

1 The holiday let hasone 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.

= =9

50



Scenario 4 MOSL

These are metered housing association flats with no current Housing association flats with
tenants. There are 20+ flats with individual meters. There is communal area

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

1 20+ households with individual meters on the same site

1 Metered supply to communal area within housing
association estate

M Site is vacant

51



. 0
Scenario 5 MOSL

The property is an ol d fisher mano®tHoldegytet t age 1 n
town in Devon. It is used as a second home by the owners TR -/ |
who visit regularly throughout the year. |

Considerations

1 Availability varies year by year depending on the plans
of the owners
1 The property is let through AirBnB

52






15 of the 23 English l
water areas L eaen

IRISH SEA _Fres
16

analysed by the EA
were considered

to be under
Oseri ous s

Environment Agency (EA), 2021
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UAE petrol now
cheaper than water

Emirates 247, 2016
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Appreciating the value of water MOSL

Understand the cost of not having water
Informing Government policy

Improved data quality

A Segmentation by industry
A Facility to facility comparison
A Open data?

ldentify sustainability interventions

Allow the market to flourish
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Smart
Metering

You canodt i mprove

canot

measur e

what

.......




CMOS trading party meter reads

CMOS meter reads per year
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Moving to monthly meter reads

CMOS meter reads per year

N
o

==NHH Smart Meter Deployment
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Ramping up to 25% - dally reads by 2030

CMOS meter reads per year
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Submitted meter reads within a month

Trading Party Submitted Reads
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Preparing for big data MOSL

A 40x increase in data

A More efficient meter read submission

process

A Optimise to reduce cost

A Centralised data collection
A Centralised data extracts
A Remove inefficient codes

—-Oo—-0
odode ty
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Smart
Tariffs

Market economics to
drive behaviours




Campsite data 0 bi-annual meter reads

Water Usage

Litres Per Week
— Usage Used for Billing
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Campsite data 0 weekly reads

Water Usage

!_/_‘

Litres Per Week

— Usage Used for Billing
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Improving estimates

800,000 Cumulative Water Usage
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Improving estimates

800,000 Cumulative Water Usage
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Preparing for smart tariffs

A Increase actual reads
A Improved settlement algorithms

A Redesign for smart tariffs
0 Rising block
0 Season
0 Industry type
0 Reservoir capacity

\
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