


Agenda

S

Introduction and Welcome: MOSL Tom Daborn 3 &3:05pm
2 RWG: update Gerard Lyden and Fallon 3:050 3:15pm
Wilkinson
4 Change: update Elliot Smith and Rasika Joshi 3.15 8 3.35pm
5 Update on the independent commission review of the water sector James Higgins 3:350 3.45pm
6 Market Improvement Fund update Sophie Turner 3.45pm & 3.55pm
7 Market Improvement Fund: Incentivising NHH water update Rachel Dyson: Waterwise  3.550 4:15pm
8 BRMeX update Miles Robinson 4:15 8e4.25pm
9 Data Assurance Matt Labrum 4:2508 4.40pm
10 AOB and Close Tom Daborn 4:400 4.45pm
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15 May 2025

RWG update

RWG,




Sub - Group Consultations/RFlIs

Customer Contact Detalls:

A I\R/IF Customer Contact Detai(80 April to 28
ay

Access:

A Consultationc Draft Access Good Practice Gui
(19 May to 9 June)

Water Efficiency:

A Consultation- Menu for Wholesaler and Retai
collaboration on NHH water efficiency
(21 May to 11 June)


https://mosl.co.uk/groups-and-forums/industry-groups-forums/retailer-wholesaler-group#consultations

Areas of Future Focus

ABilaterals

A Skip Codes

If you would like to flag an area for potential
RWG focus, please contd@WWG@mosl.co.uk

RWG



mailto:RWG@mosl.co.uk

RWG Inperson meeting

When: 24" June 2025 (10ampm)
Where: Park Plaza HotelLeeds
Agenda:To be circulated by end of May

If you would like to attend and have not
received an email, please contact
rwg@mosl.co.uk

Please book your place by 3 June.

RWG



mailto:rwg@mosl.co.uk

RWG Awards

The Andrew Bamber Award for Outstanding
Contribution to the Market

Recognises one RWG colleague who has significantly
contributed to the success of the RWG and/or the retail
market during the last financial year.

You can nominate three people in order of preference for
this award (details of how the award is decided can be
found on theRWG webpage

Unsung Hero Awards

Ly 2L NUdzyAGée (2 KAIKEAITK
contribution to an RWG sufproup or project.

Nominations for both awards can be made via Eié/G
webpageuntil close of business 30 May

RWG


https://mosl.co.uk/groups-and-forums/industry-groups-forums/retailer-wholesaler-group/rwg-awards
https://mosl.co.uk/groups-and-forums/industry-groups-forums/retailer-wholesaler-group/rwg-awards
https://mosl.co.uk/groups-and-forums/industry-groups-forums/retailer-wholesaler-group/rwg-awards

Retailer Chair Nominations

A Two year term of office 1 July 2025 to 30 June
2027.

A To nominate yourselflease complete thi&rm by
close of business 30 May.

A If you have any questions about the role or would
like more details pleaseontactrwg@mosl.co.uk

RWG



https://mosl.surveysparrow.com/s/Retailer-Chair-Nomination-Form/tt-tn4CD
mailto:rwg@mosl.co.uk

How can you get involved?

A great opportunity to play an active role in shaping
activities that will support the development of the
NHH market for customers and trading parties:

A Join a sulgroup
A Suggest an idea for a sgjooup

A To find out more about RWG please email
rwg@mosl.co.ulor visit theRWG webpage

A Sign up to receive RWG emails, read Market Focus,
engage with us on social media

RWG


mailto:rwg@mosl.co.uk
https://mosl.co.uk/groups-and-forums/industry-groups-forums/retailer-wholesaler-group
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Change Proposals/Reports (already gone to CCC)

13 May 2025
C.PM051 & CPW139 Bilateral Hub code change closure Recommend
Bilateral Hub
CPW153 ISA Cost Retrosp(_actlve recovery _of addltl_onal
onboarding costs following Interim Supply Recommend
recovery )
Allocation

Temporary alleviation of cashflow pressures

CPW154 ISA Initial on Interim Retailers, e.g. by deferring credit Recommend

A SIUEElY or wholesale charges

Seeks to provide visibility of, and standardise
CPMO054.R1 and the process for resolving, full or partially Recommend
CPW145.R1 withheld payments for primary charges as

allowed by the Business Terms.

12

*As of 09/04/2024
Dates for changes with PIP references are estimated.



Change Proposals/Reports to table at CCC in next 3 months* (Part 1 of 2)

MOSL

CPW152 Post RF Customer Refunds

PIP241 Smart AMI meter definition

CPMO58 &CPW149 o6C
Part GKPIs Phase 1

CPW155 Data Assurance Quality
Assurance Flags

*As of 09/04/2024
Dates for changes with PIP references are estimated.

PIPs are to be confirmed

10 June 2025

Mechanism to enable customer refunds relating to periods more
than 44 months or more than 16 months ago if materiality Recommend
thresholds for an unplanned settlement run cannot be achieved

It seeks to Define what a commissioned smart meter is and when

to use the SmartAMI descriptor in CMOS Acceptance

08 July 2025

Key Performance Indicators and Incentives for Bilats Hub and Data

. Recommend
Assurance in the reformed Market Performance Framework

CMOS flags to assist in data assurance activities by identifying that

a data item has already been quality assured or checked. Recommend

13



Change Proposals/Reports to table at CCC in next 3 months* (Part 2 of 2)

CPW143

CPMO060/CPW156

PIP192

MPF Phase 1

*As of 09/04/2024

Dates for changes with PIP references are estimated.

PIPs are to be confirmed

13 August 2025

Allows wholesalers to create and amend Yearly Volume Estimates
on non-market meters.

Provide approved third -party intermediaries with access to non-
household market water consumption data

Creating a way for smart meter data to be entered into CMOS

Priority Cyclic Read KPIs including M01, M02, M19 and Transfer
meter read KPIs M04,M06 and M09.

MOSL

Post Implementation
Review (PIR)

X
Acceptance

Recommend

14



Trading Party requests in next 3 months*

type

CPM60 & CPW 156 Customer and Third : 28 Apr 0 16 May**
. Consultation
Party Access to Consumption Data

CPW162Cyclic Read Skip Codes Consultation May 19-June 09**

CPW157 Data Retention Beyond 7 Years Initial Consultation May 26-June 09

CPMO061 & CPW158 Data/Report requests of

1 *%*
the Market Operator Consultation 2 Jun-20 Jun
CPW161 Third Party requests to Wholesalers Consultation 09 Jun-23 Jun**
CPW159Estimated Transfer reads Consultation 23 Jun-11 Jul**

*As of 09/04/2024, ** Dates TBC

15



Awaiting Ofwat Decision* MOSL

CPM062 & CPW160
Wholesaler MPS Charges Majority Early Rejection 12/05/2025
Discontinuation

*As of 09/04/2024
16



Implementing* MOSL

: Central System Code Release
Title
Impact Date

CPW139i Bilateral Hub( Additional enhancementspart 4.) Y 16 December 2025

*As of 09/04/2024
17



Implemented in Last Month* MOSL

CPMO052 & CPW140 BRMeX N 01 April 25

*,
As of 09/04/2024 18



Update on the
independent
commli S S|
sector review

James Higgins

MOSL
15 May 2025




Brief recap 0 the water commission

A

A

The Independent Water Commission waslaunched in October 2024
to undertake the largest review of sector since privatisation

It is chaired by Former Deputy Governor of the Bank of England, Jon
Cunliffe

The scope is wide ranging with only renationalisation and the PR24
process explicitly out of scope

On 27 February, a 73 questionCall for Evidencewas published
inviting views from interested parties by 23 April

The Commission will make its final recommendations to UK and
Welsh Governments this summer

The UK Government and Welsh Government will then respond with
the proposals they intend to take forward.

MOSL

20


https://www.gov.uk/government/news/public-invited-to-have-say-on-water-sector-fit-for-the-future
https://consult.defra.gov.uk/independent-water-commission/independent-commission-on-the-water-sector-regulat/supporting_documents/Call%20For%20Evidence%20%20Independent%20Commission%20on%20the%20Water%20Sector%20Regulatory%20System.pdf

The scope of the market MOSL

A 6The Commission is seeking views on the Business
Retail Market (BRM), including whether it should
continue to apply to small, as well as large users.

A In England, there appears to be genuine competition for
larger business users who regularly switch between
retailers, whereas smaller businesses are much less likely
to engage with the market.

A This raises the question of whether the model used in
Wales, where only large business users (>50Ml/year) have
access to the market, should be explored for

21



The scope of the market

The Strategic Panel ds key messages

The Panel strongly believes that keeping business customers of all sizes in the

BRM in England is important to deliver improved outcomes for existing and
future customers, the market, the envi
growth agenda. We have seen neither evidence nor the benefits case to return

the vast majority of business customers to incumbent monopoly providers.

The Panel encourages the commission to look at how the Scottish business
water market realised the benefits of a move to more self -regulation and
increased competition at a similar stage in its evolution whilst ensuring
customers remained protected.

The Panel has set out 34 actions in our Roadmap to a Flourishing Market to help
deliver improved outcomes for customers of all sizes and provide Ofwat with
sufficient confidence that customers will remain protected and could benefit

from a move to more self -regulation and increased competition.

The Panel believes the Independent Review is an opportunity to strategically
revisit the regulatory price protections in the BRM and assess how structural
change could create the conditions to allow for more flexibility, competition,

and innovation whilst ensuring adequate customer protections remain.

d MOSL/Panel responses

key messages

We do not believe that limiting the market to large customers (those using over
>50 ML/year) will improve outcomes for the sector and there is no evidence to

e n suggesh snallercustemess lill kee bettdér servgdonvthe hoosetwld naiket

Data from the Central Market Agency (CMA) shows switching for small
customers in Scotland started slowly (comparable to England). The market
started to flourish in 2014/15 (seven years after market opening)

Rather than considering proposals to reduce the size of the market, we believe
Government should focus on:

A Improving the profitability of the market by increasing the retailer
margins for those who serve smaller customers, allowing these customers
to benefit from competition

Exploring how the BRM can support better outcomes for the efficient use
of water, as outlined in our wider regulatory recommendations

Raising awareness of the market to support greater engagement from all
customers, in particular, smaller customers (amongst whom awareness is

|l ower) in order to generate further
dnvestability 0 .




Options to support greater water efficiency through the market MOSL

Ao0The Commi ssion is seeking views on options
support greater water efficiency through the
market.

A The Commission has heard lowcost bulk tariffs for
large water users disincentivise water efficiency and
that because retailers are paid by volume, they have
no incentive to promote water efficiency.

A The Commission is interested in whether charging
structures could be reviewed in order to encourage 5§
more efficient use of potabl ,
griddé rainwater systems where feasible.o

23



Supporting water efficiency 8 MOSL/Panel responses ~ MOSL

The Strategic Panel 0s key MOALPE Skey messages:

The Panel sets out the need for, and makes A Government should consider regulatory legislative changes
recommendations on, increased coordination, financial can support tariff innovation (and reduced complexity)
Incentives, a more urgent review of wholesaler tariffs including the removal of large user tariffs and exploring, for
and policy leadership from goverment to build on the example, rising block tariffs or seasonal/peak tariffs

natural incentives for businesses to reduce usage. . o . -
9 Government should consider how to facilitate and incentivise

The Panel highlights that these changes are needed to interventions to reduce demand and increase water security
create the conditions for retailers (and third parties) to both onsite and more broadly & changes in the price review
unlock the water saving potential of their customers, framework are required to unlock this investment.
del i ver the governmentos 9

businesses by 2038 and hel
desired economic growth.

d t i . t f .
% IGlé\{%rr](mIen?sﬂo%dt ccgJI srbd&%r %r:ﬁt%s h%m%stavgllgble to

business customers that would allow them to implement onsite
water saving mechanisms (such as greywater reuse or

The Panel goes on to say it believes that government rainwater harvesting) with funding up front or with a clear
needs to provide more central, tangible leadership to return on investment.

deliver the 9% reduction target and unlock the growth
potential in the sector in order to promote water
efficiency.

Government should consider the funding mechanisms in place
through the regulatory framework to enable retailers and/or
third parties to access funding for water efficiency services, to
work directly with business customers to support sector
resilience.




Other responses that covered the market MOSL

Wat er JKOS messaglng O

A\ Ongoing costs are higher than benefits/value
savings for customers

Barrier to water companies contacting business
customers in emergencies

Barrier to water compani
efficiency

A Operational inefficiencies




Other responses that covered the market: Ofwat

The market is broadly working and delivering benefits for
medium and larger customers.

Competition is very limited for smaller consumption customers
but could improve as initiatives come to fruition

There may still be a need to retain price caps for smaller
customers in the longer term but moving them back to
monopoly provision is not guaranteed to improve outcomes

We support business water efficiency charging trials (and
removal of large user volume discounts). Govt/regulator
endorsement and coordination can help tackle customer
mistrust.

The current process for delivering abstraction reductions which
has contributed to constraints on new business customers in
some areas of the country, potentially limiting economic
growth

EA could have responsibilities for business as well as household
supply. Risks to business supply in Cambridge, could have been
mitigated somewhat by this

of(at
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Next steps

A The deadline to respond to the call for evidence was 23
April

A MOSL, the Strategic Panel, wholesalers (Water UK) &
retailers (UKWRC) responded

A A large volume of responses were expected including
from the public

A The Commission will assess and make final
recommendati ons to UK and
summer 0O

A The Government(s) will then respond with the proposals
they intend to take forward - likely later this year

We |

27
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STRATEGIC
PANEL

& Committees

Market Improvement Fund update

Round four successful projects
Sophie Turner, MOSL




@ STRATEGIC PANEL & committees

The Market Improvement Fund (MIF)

A Owned by the Strategic Panel
and administered by MOSL.

A Round four

A Awarded over £2.4m to 24
projects since 2021

A Following Panel ratification, four
out of the 13 projects have been
selected to receive funding.




% STRATEGIC PANEL & Committees

How did we get here?

=)

ANNOUNCEMENT

Successful
projects
announced

MOSLSME

REVIEW SHORTLIST
(— Reviewing MOSL PRESENTATIONS
0. feasibility,
/,EV benefits and Virtual presentations

with shortlist and
deliberation

resource
requirements

28 April

SUBMISSIONS

Application
window

SHORTLISTING

Applications
reviewed and scored

17 ¢ 28 February

Strategic Panel rati

By 2 May

31 March




@ STRATEGIC PANEL & Committees

Calculating the Cost of Water Scarcity on the NHH market

Public First A report which:

Customers may be impressed by:

1. An economic and social
assessment of the impact of watgr
scarcity

2. Quantifying the cost of in

action

1.Links water scarcity to economic

S
Ponsor growth

South East Water Customers may be surprised by

2.Quantifies the cost of Haction

The knoclkon effects of water
scarcity on their own supply
chains

Delivery Partner 3.Captures business attitudes on water
use

Waterwise

Roadmap Themes Customers may be concerned by:

Process, Capability and
Economics

The cost of implementing water
efficiency measures




@ STRATEGIC PANEL & Committees

Water Efficient Data Centres
Applicant Key deliverables

Water Research CentréVR9 A report which includes:
Sponsor 1. Technology Horizon Scan

MOSL 2. Regulatory and Governance Review

Delivery Partner 3. Benchmarking Framework

Water Research Centr&VR9 4. Stakeholder Interviews and Analysis

Roadmap Themes

Process, Capability and
Economics

Customers may be impressed ljy:

1.Improved Water Efficiency anc
Cost Savings

2.Enhanced Regulatory
Compliance and Planning
Approval

Customers may be surprised by:

1.Insights from Global Best
Practices and Regulations

2.Support for FutureProofing
Against Regulatory Changes

Customers may be concerned Hy:

Potential additional costs or
Implementation barriers for
Investment in new technology




@ STRATEGIC PANEL & Committees

NHS Direct General Hospitals Water Stewardship Partnership Programme

Applicant Key deliverables Customers may be impressed hy:

: A pilot programme for NHS which contains: 1.Improved water efficiency
20Fiity Partners 2.Operational and cost efficiencies
1 Hospital site water maps outlining significant] [ 3:Enhanced water resilience
Sponsor water usage points
_ _ _ _ _ Customers may be surprised by
Business Stream 2.Risk register including potential threats to
supply security, infrastructure resilience, and

_ 1.Better wastewater managemerjt
regulatory compliance.

2.Enhanced engagement with
water providers, NHS
management, and regulatory
bodies.

Customers may be concerned by:

Delivery Partner

3. Action plans for water risk mitigation plans fgq
20Fifty Partners each hospital to address identified risks

5. Findings from workshops and engagement

Roadmap Themes sessions with hospital water management tea 1 Time and resource commitment

2.Disruption to operations
Customer engagement




@ STRATEGIC PANEL & Committees

NHH Water Efficiency Collaboration Portal

Applicant

Save Water Save Money
Limited

Sponsor

TWRC and Wave

Delivery Partner

Save Water Save Money
Limited

Roadmap Themes

Process, capability and
Economics

Key deliverables Customers may be impressed ky:

A tool which provides :

1.Simplified Access to Water
Saving Solutions
1.A universal, freg¢o-use online customer

facing portal to encourage businesses tc
engage in water efficiency

2.Tailored Water Efficiency
Recommendations

2. Anonymised business water usage dat} 3.Cost and Environmental Savinfs

available to all stakeholders based on sel
certification and using a database of useff
defined by segmentation, numbers of tapg
and toilets

Customers may be surprised by:

1.Support for sustainability targejs
or legal obligations to improve
water efficiency

Customers may be concerned ljy:

3. A comparison of actual vs. expected
usage based on the fixtures present,
providing customized recommendations

1. A limited framework based on

household usage




% STRATEGIC PANEL & Committees

2 K6 Qa YySEGK
A Legal agreements

A Special feature

A Regular updates to project pages

Keep up to date
A Market Improvement Fund emails

A Market Focus
A MIF@mosl.co.uk




@ STRATEGIC PANEL & Committees

Questions?




waterwise

MOSL User Forum: 15 May 2025
Rachel Dyson




waterwise

Incentivising NHH water saving

Scoping project commissioned through the Market Improvement
Fund and sponsored by Wave Utilities. Undertaken by Waterwise in
partnership with Weir The Agency

Incentivising Non-Household

To understand: Water Saving
A The options and appetite amongst water -using businesses and key Wi e o el i i T
stakeholders for a new centralised, retailer -neutral, incentive scheme to T
o _ - waterwise
encourage organisations to choose and fit more water efficient products aricet

Q IFTE:.IO\/Emem weﬁ

How:

A Literature review of similar incentives in other countries

A Structured interviews with 11 -15 stakeholders (water retailers, wholesalers, and

water -using businesses) to test their views on the options

Appendices

Appendix A - Case Studies
Appendix B - Summary Table of Water-Saving
Incentive schemes

waterwise.org.uk


https://waterwise.org.uk/project/project-9/

| iterature review

waterwise.org.uk



Sources of literature

A Insights pulled from a search of similar incentive schemes in operation (or ceased) globally

A Report includes case studies and summary chart of global incentives schemes

Case Study 5: Canadian Water Efficiency Retrofit
Incentive Program

Overview: The Water Efficiency Retrofit Incentive Program in Kingston,
Canada, focuses on helping businesses reduce water use by providing
financial incentives for retrofitting inefficient water systems. The program
encourages companies to upgrade plumbing, replace old fixtures, and
invest in advanced water-saving technologies.

Implementation: A healthcare facility in Kingston participated in the
program to reduce its water consumption. With high water use in its
medical and hygiene operations, the facility opted to upgrade its
plumbing systems, install water-efficient handwashing stations, and
integrate a greywater recycling system.

Results:

e The plumbing retrofit reduced water wastage by 20%.

o Water-efficient handwashing stations reduced tap water usage by
30%.

e The greywater recycling system allowed for a 50% reduction in water
use for non-potable applications such as toilet flushing and
irrigation.

e Total water savings reached 1.2 million litres annually, significantly
lowering the facility’s water bills.

e The healthcare facility received a financial incentive of $10,000,

covering a substantial portion of the retrofitting costs.

Key takeaway: The Canadian Water Efficiency Retrofit Incentive Program
is particularly effective for businesses with high water consumption,
offering financial support for comprehensive retrofits that yield substantial
long-term water savings.

waterwise.org.uk

waterwise



waterwise

Main insights from the literature review

Water saving incentive schemes fall into 4 main types

A Rebate schemes : financial support to reduce the cost of purchasing and installing water -efficient
products (e.g., WaterSense program in the USA, Water Efficiency Labelling Scheme (WELS) linked
to rebates in Australia))

A Reward schemes performance -based payments tied to measured water savings (e.g., Southern
California Water Savings Incentive Program?)

A Support programs _ : free water audits, advice, and installation of water -saving devices (e.g., o
Yyt ABNr GAANaEyr ABAEGaANa& =7?r dAWNaterFixGQomoevdrl**fi r DAN' JAAN&Ey

A Recognition schemes -awards for demonstrating leadership in water efficiency (e.g., Waterwise
Checkmark, Alliance for Water Stewardship Certification)

Overview of WSIP application process ** Overview of WaterFix Commercial

SoCal Customer SoCal Ongoing

- Customer ) : ’
Customer = FTONES Water$mart orovide SoCal Site Assessment: Fixture upgrades: Installation of monitoring &
Reviews and Project Post-Inspection rovides

WaterSmart S ter (high-efficienc
Additional y (high-efficiency recommended support to ensure

Approves Documents & & Analysis Docirmestaion Pays Incentive : S fixtures/repairs savings sustained,
Applications; Implements of Project (If Needed) to Customer 5 ne he (by qualified plus maintenance

Pre-Inspection Project Performance o 5 ShoWer plumber) and ' support for
j end to end installed

Submits
Application

detec Elgle Project equipment and
repairs offered Management. troubleshooting.
any issues that
may arise.

Source: socalwatersmart.com

waterwise.org.uk




waterwise

Main insights from the literature review

Successful schemes:

R Often combine financial incentives with technical support (audits, installation)

R Are frequently targeted by sector (e.g., SMEs, public sector) or product type

R Are usually administered by water utilities , often supported by government funding

R Often link to  water efficiency labels (e.g., WaterSense inthe USA, WELS in Australia) to enhance
uptake and credibility

waterwise.org.uk




Interviews with NHHs

waterwise.org.uk



NHHSs interviewed: type and size

r

\_

~
11 NHHSs
Interviewed
y,
. 5 | o o ~
© . yrsN[ﬁ)Q 1 x soft drinks
charity tacturer
establishments manuractu
J
3 x commercial :
. 1 x accommodation
retailers: food, :
. o business
clothing and logistics
J

1 x finance business

waterwise.org.uk

Under 1,000
employees

10,001 - 50,000
employees

waterwise

1,001V10,000
employees

More than 50,001
employees

Recruitment:

O Through a call for
participation on
website/social
media

O«

Support from
water retailers

Targeted high -water
usage sectors in
domestic settings

O Retall

O Accommodation
O Education

O Food/beverage




waterwise

Garnering information from NHH water retailer customers
2y X

R Attitudes and perception to water conservation
\ Current awareness/knowledge of water -saving schemes available to businesses (locally, UK or
— globally)
—\ What water -saving measures/schemes they have or are looking to undertake
What their (perceived or real) motivators and barriers are to uptake of such measures/schemes

Thoughts on the effectiveness of existing water -saving schemes/programmes
\ Thoughts on the governance and operation of a new UK -wide, retailer -neutral, water -saving
— incentive scheme
\ The decisions that would influence them being involved in a future UK -wide, retailer -neutral,

water -saving incentive scheme

waterwise.org.uk




Main findings & insights: interviews with NHHs

Centralised scheme needed:

A There isan appetite for a retailer -neutral, centralised incentive scheme to promote

water -efficient products

A Any new centralised scheme must be

existing schemes

Preferred scheme management

well -promoted due to poor awareness of

A Preference for the new scheme to be run by government
organisation(s)  (not water retailers/wholesalers)

Funding sources

A Suggested funding from
NRRQOGNAOQT

waterwise.org.uk

‘ wholesalers
ANW T vy

, Water Efficiency Fund

or an independent

oraYa AANG

waterwise

) @

WATER
EFFICIENCY




waterwise

Main findings & insights: interviews with NHHs

Corporate commitment

A Larger organisations are already self -funding water -saving programs

Practical tools

A Call for inclusion of case studies and calculators to demonstrate water and cost
savings

Data challenges

A Widespread frustration with timely, accurate consumption data and billing,
limiting progress on initiatives

waterwise.org.uk




Interviews with RWG stakeholders



waterwise

RWG stakeholders interviewed

\
Feedback
received from 5
RWG members
2 X water retailers 2 x wholesalers

1 x not for profit
Organisation

waterwise.org.uk



waterwise

Main findings from RWG stakeholders aligns
with NHH feedback

Centralised scheme needed:

A All were supportive  of a centralised water retailer  -neutral, water -saving incentive scheme focused on
domestic settings

A Scheme should be designed to ensure ease of participation and compliance and not undermine
wholesaler schemes

A Preference to focus on a grants or rebates incentivisation model

Preferred scheme management

A Collaboration  would be essential to ensure existing incentives  schemes are complementary

Funding sources

A suggested funding from  Water Efficiency Fund ,oraYS AAN&E NRRGOINAOr ANY 'y
Credibility and awareness

A Align wi or product certification

waterwise.org.uk



Recommendations waterwise
Follow -up work:

R>e/\DZ> OAn ADDIHAdeANAA "eact ?ADNaE ARSAAYyr JAANE MRRJQOGNAQr f
_ acentralised, retailer -neutral, product -based incentive scheme

R Pilot this scheme with public sector organisations and SMEs in 2025 -26 to align with the water efficiency
label launch

Improve communication:

R Enhance promotion of existing schemes to increase awareness among NHH customers
Address data issues:

R Continue to develop strategies to resolve billing inaccuracies and data concerns

Support smart meter rollout:

R Provide transparency on smart meter programs to aid NHHs in planning efficiency upgrades

Collaborative efforts:

:_2 Incorporate ' Jpport RWG Water Efficiency Roadmap efforts to drive

waterwise.org.uk



waterwise.org.uk

waterwise

For further information
Please contact;

Rachel Dyson, Project Manager
rachel.dyson@waterwise.org.uk
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Business Customer and Retailer
Measure of Experience (BiReX) MOSL

Ofwat:

A BRMeX is a new common performance commitment for English water companies
to capture both the experience of end business customers and the experience of
retailers when engaging with wholesalers. Set out in PR24.

A BRMeX will focus on incentivising water companies to provide an excellent
customer experience to business customers and retailers in the NHH market.

Business customer Retailer (R-MeX)
(B-MeX) expe rience experience survey
survey (50% or 25%, MPF metric
(50%) depending on MPF (25%, if available) BR-MeX
average score from availability) average score from Score
monthly satisfaction average score from relevant MPF 0to 100
surveys from a sample twice yearly metric(s)
of customer contacts satisfaction surveys
with wholesalers from retailers

54



BR-MeX Components

In effect from April 2025 BR-MeX will be a new performance commitment. Each company receives a BR-MeX score based on 3
components:

Two qualitative components:

e Business (non-household) Customer Experience Survey (B-MeX) - a satisfaction survey of a random sample of
business customers who have recently contacted their wholesaler (50%)

e Retailer Experience Survey (R-MeX) - derived from a twice-yearly survey of Retailers (25%)

and

One quantitative component:

¢ Market Performance Framework Metrics (MPF) - based on a sub-set of industry measures of wholesaler
performance, as determined under the industry's Market Performance Framework (25%). BR-MeX will introduce 3 metrics
from the revised framework which will be in place for 1st April 2025. The three metrics included in BR-MeX will be:

e MI12 - proportion of premises with verified supply address and premises data
e M15 - total and average days late for late SLAs,
e MI18 - proportion of SLAs completed in month completed on time.

Each of the three MPF metrics will be given equal weighting, M15 and M18 will be combined into a single score that
reflects the number of late SLA’s and the duration of lateness.

Precise definition of the MPF metrics are set out in the WRC.
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BRMex MPF metrics

i O
Proportion of premises with
verified supply address and
premises data,

\_

(
M18

Proportion of bilateral SLAs
completed in month
completed on time

\_
-

~
M15 NEW
Total and average days late fo

bilateral SLAS
\__ ),

MOSL

ﬂ\nswers question \
What proportion of premises have verified supply addresses, Unique
Property Reference Numbers (UPRN) and Valuation Office Agency (VOA)
Billing Authority References

Rationale

Knowing where premises are fundamental to serving them, including

Qeading meters and billing

(" Answers question )
What proportional of bilateral service requests are completed by
Wholesalers within the expected time

Rationale
Finding, fixing, disconnecting, reconnecting, and sourcing account

\.information is crucial to serving customers W,
. )
Answers guestion
If a bilateral is late, how late is it?
Rationale
\Incentive to resolve a bilateral that has already failed its SLA )




BR-MeX weights

BR-MeX
(100%)
|

!
B-MeX
(50%)

B-MeX

score X
0.5
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Key R-Mex, B -Mex
and BR -Mex dates

MOSL

I I T I O I I

Metrics
M12, M15
& M18

R-Mex
Published

B-MeX
Published

March 25¢
R-Mex
Survey
outputs

13 Marchg
B-Mex
guidance
and final
report

1 Aprilg
perform-
ance
recording
begins

2 Aprilg
first daily
report
available

2 Aprilg
last OPS
report
shared

15 Mayg
1stBRMeX
metric
reports
available

13 Juneg
2"d BRMeX
metric
report
available

MO S Lhypércare &
A Increased support
resources

Enhanced response
times
Focus on issue
resolution

14 Julyg
34 BRMeX
metric
report
available

BRMeXmetric reports available monthly on 10business day

R-Mex
survey (last
BD of
month)

Quarterly
B-Mex
survey
(15th BD of
month)

Quarterly
B-Mex
survey
(15th BD of
month)

R-Mex
survey (last
BD of
month)

Quarterly
B-Mex
survey
(15th BD of
month)
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Contacting MOSL

Access issues

Please review theMyMOSL

on the MOSL website and
ensure that all required steps have
been carried out

If you are still not able to access the
portal please contact
ITSupport@mosl.co.uk

How quickly should | expect a response?
A We aim to respond to all queries within 24 hours, regardless of any investigation that may be required
A If your query requires an investigation, this may take up to 5 working days

A If your query relates to a technical issue :
A Any high priority issues (P1), we will aim to resolve and respond on the same day
A Any lower priority issues (P2/P3) may be added onto a backlog to be resolved at a future delivery date
59


https://moportal.mosl.co.uk/live/moportal/my-mosl
chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https:/mosl.co.uk/document/training-and-guidance-1/7091-my-mosl-user-admin-guidance/file
chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https:/mosl.co.uk/document/training-and-guidance-1/7091-my-mosl-user-admin-guidance/file
https://moportal.mosl.co.uk/live/moportal/my-mosl
mailto:ITSupport@mosl.co.uk
https://moportal.mosl.co.uk/live/moportal/my-mosl

Data
Assurance
Service

User Forum updates on programme
progress

Spencer Mattia
Programme Manager
15 May 2025




