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Welcome & update Miles Robinson (Chair) 5 mins
2 Draft delivery plan (Parts E & F) Toby Hunt 30 mins
3 Upcoming PAG workshops & AOB Miles Robinson (Chair) 5 mins

Total: 40 mins




Housekeeping MOSL

@ Welcome all — please introduce yourself in the chat

Workshop format — please raise questions as we go
through

/NTD We will allow time for discussion and questions
Questions via MyMOSL portal

Q MOSL Website for Agenda, Minutes & Slides



https://mosl.co.uk/services/market-improvement/programmes-and-projects/market-performance-framework-mpf/performance-advisory-group
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MPF Reform ‘Part E': Additional Metrics MOSL

Part E to deliver a set of Additional Metrics (and other tools) that can be used by MOSL and PAC to add context to
trading party performance. Focus for Part E will be to capture specific requirements for these metrics and how they
should be reported.

In scope (previously candidates for KPlIs):

M13 - Proportion of unassured long-term vacant premises

M14 - Proportion of meters with credible GIS coordinates

M10 - No of Long Unread Meters with outstanding B5 or C1 bilateral

M38 - Proportion of Legacy Long Unread Meters (LLUMs) Reported
M39 — Proportion of all meters read within 12 months currently

Other (for information)

* M11 - Proportion of complete and accurate customer name and customer banner name — now an
optional audit

* M16 - Proportion of deferred ORIDs (on hold: may result in 1 or 2 different deferral metrics)

* M17 - Average length of deferrals per ORID (on hold, as above)



Part E: Additional Metrics (out of scope) MOSL

MO7 — Proportion of consumption from cyclic meter reads performed within the biannual or monthly SLA
MO8 — Proportion of consumption settled on actuals vs estimates for smart meters

M20 — Proportion of consumption from cyclic non-market meter reads performed within the biannual or monthly SLA
M40 — Average duration for SPIDs to move from new to partial to tradable

M41 — Proportion of bilateral C1, C5 & C7 retailer raised service requests

M42 — Number of, and average accuracy from meter accuracy tests

M43 — Number of multiple B5 requests on the same meter

M44 — Number of meters that have bilateral tasks raised against them

M45 — Proportion of ORIDs resubmitted (after rejection & after completion)

M46 — Proportion of rejections on the last day of SLA

M47 — Level of published commitment to RWG good practice guidance on unplanned events



Part E: Market Indicators

MOSL

Part E also includes Market Indicators, many of which are already reported on in the current MPF:

In scope

M22 — Proportion of long unread meters (LUM)

M23 — Proportion of settlement on actuals

M24 — Proportion of vacant legacy long unread meters (LLUMs)
M25 — G reads created each month

M27 — Proportion of smart meters

M29 — Settlement parity (estimation accuracy)

M30 - Proportion of switches that are rejected

M31 — Average vacancy duration

M32 — Vacancy churn/clearance

M33 — Vacancy performance on new connections

M34 — Average premises address data accuracy

M35 — Market average proportion of SLAs for bilaterals completed on time
M37 — Complaints to Consumer Council for Water (CCW)

Not in scope

M26 — G reads removed each month
M28 — Proportion of consumption
covered by smart metering

M36 — Proportion of market settling on
unmetered & assessed consumption



Part F - ‘“Core Service Model’ MOQSL

Why is this important?

A key success criteria for this programme has always been to provide the flexibility
necessary for the performance framework to evolve with the market over time to
maximise the longevity of the reforms.

Failing to do so risks potentially needing further reform(s) in the future.

Core Service Model:

1. Change process — how can MOSL/PAC make changes to the framework over time?
2. Performance monitoring — what information are required for which stakeholders?

3. Performance intervention — how can improvement activity be identified and
implemented through the MPF?



Core service change process MOSL

1. Summary of

proposed 2. Statement

« Changes to performance

changes to MPF of approach

standards

(inc from Risk &

* Introducing or retiring

Issues tracker)

metrics

2 Issues & Risks - Detail CSE  Issues & Risks - Detail WEC Issue:

« Changing an Additional
Metric to a KPI

«  Changes to metric reports
or dashboards.

Annual MPF
change process

4. Delivery of 3. Business
changes with the planning cycle
PAC
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Performance monitoring MOSL

Increasingly high-level i

Health
indicators

Market
indicators

Market
performance data

Individual
performance data

Confidential
performance data

Being delivered as part of the
Strategic Panel Roadmap

/

High level indicators of a ‘healthy’ market (annual)
e.g. switching, customer satisfaction scores, CCW complaints

Market level indicators to identify trends (monthly)
e.g. proportion of smart meters, LUMs, vacancy duration

Market level performance (monthly)
e.g. KPIs, Additional Metrics, audit findings

Trading party level performance (monthly)
e.g. KPIs, public peer comparison reporting

Trading party level additional context (monthly)
e.g. Additional Metrics, audit findings
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Performance intervention

Our four MPF ‘levers’:

Support: Provide trading parties with further guidance or education to
help improve their understanding of the MPF

Hold to account: Monitor company performance and use the tools available
in the MPF to address any underperformance identified
(e.g. audits, letters of concern, escalation, etc)

Change: Propose changes to market systems or market codes where issues
or opportunities for improvement are identified

Influence: Where issues or opportunities are outside our control (i.e.
outside the MPF or Market Codes) work with others to influence the change
or action in this area, e.g. Customer Protection Code of Practice (CPCoP).

MOSL
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Performance intervention overview 3
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Indicative 4-month PAC cycle

Market indicators/market
performance data

Individual performance data/
Confidential performance data

o Ma L e Ly A

Present data

Determine narrative

Present data

Determine narrative

Improvement
approach

Month 1
2 »= Does anything 2 2
- look ‘'odd’ at a S S’
! Market level?
v
Month 2
2 4 Following market level
- \\\\ observations, can anything be
Tl seen at an individual TP level?
3 (3 3
L \T/ e
|
|
v Month 3
Discuss with the PAC
3 L. which of the four lever(s)
e might we want to pull?
\\\\\ »
~a(1
—

Action -———--—-—-- >

Month 4
Agreed lever(s) are pulled,
and the recommended
change plan is put into
place over months or years

A

Implementation
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Agenda
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2 Draft delivery plan (Parts E & F) Toby Hunt 30 mins
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Part F — Core Service Model Timeline
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Welcome & update Miles Robinson (Chair) 5 mins
2 Draft delivery plan (Parts E & F) Toby Hunt 30 mins
3 Upcoming PAG workshops & AOB Miles Robinson (Chair) 5 mins
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Upcoming PAG workshop(s) & AOB

24/09 Remaining programme plan & PAG input
01/10 Break

08/10 Break
15/10 Review of M14* M14 - Meters w/ credible GIS coordinates

*Subject to change

24



Implementation
planning




* Ensure included in baseline statement (catalogue)

for future updates

For diSC“SSion  Reminder of what they’ve already had in shadow

What practical guidance and support would you like to
see when the new KPIs are implemented (e.g. 1 December)?

Nb: keep existing programme pages until MPF fully BAU

New website landing page
* Aim to provide “one stop shop”
* Improved navigation (keep current locations for now as ‘MVP’?)
* Links to new materials
* Links to Ofwat BR-MeX, etc
MPF guidance/summary doc(s) to support new reports (format TBD)
* As per summary docs —i.e. “readable version of BRDs”
* Additional metrics (JJ)
* Plus..
Reference doc to help TPs locate key information across multiple docs
“One-pager” for each KPI — what it is, the charge, etc
* At metric level (focus to W/R)
* At report level (focus on W/R)
Confirm PAC intervention from day 1 (i.e. difference between Dec and Jan)
Confirm transition activity
Sharing view of MOSL backlog
Urgent: cutover planning (technical and TP POV) — Nb: already in code from go-live

Questions raised:

What does cutover (switch
on/off) look like? Map out
from technical and TP POV
Double jeopardy issues (yes
but keep Ofwat sighted)
Ofwat GSS

Invoicing

Final calculation date
What PAC intervention will
look like from Day 1

Grace period?
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Q: interactive/rhetorical style?
Q: share with PAG members?

F di i Q: don’t assume all TPs aware
Or scuss on Q: declaration sent in advance? Do you know/are you aware of/where to find...

Q: ask small/med/large R & W (e.g. ConservAqua)

What communications, events or materials should
we consider when we implement the new MPF?

* Short high-level explanatory animation/video (contact centre) PLUS
* Implementation webinar — cutover/what you need to know to prepare for 1 Dec - SMM email to CEOs
* “Training day”/webinar(s) ahead of 1 Dec, e.g.: - Ztratdpanel

- oar

* Where to find things, etc

. - . - TPs
* Metric walk-throughs (Split into AM for Wholesalers, PM for Retailers?) ~ Thank yous
e Performance reporting . Media
* Looking ahead
e Core Service Model (change process, monitoring, intervention) Focus on customers in
* Backlog Spring... dep on
e Offer 1-2-1s with teams PAC/peer comparison.
e FAQs Need to arm CCW with
messaging

* Confirm point of contact, response times, etc
 MOSL visits to explore trading party preparations, answer questions, etc 2!



MOSL
For discussion

What would you expect in terms of additional
MOSL support once the new MPF goes live?

* 24-hour response times, 5 business day resolution for low/medium priority issues
e 24-hour resolution time for high priority issues
* Hypercare for first three months of reports
* Increased support availability from MOSL Focus on BAU in March/April/May
* Webinar(s) immediately after 1 December
* Feedback on experience
e Pick up any issues
* FAQs (from meetings, contacts, Halo, etc)
e Backlog

Oli website update review

Cutover for holistic reporting (non-
public/public)? Airgap or transition straight
over to the ‘new world’?

Basic table for public peer comparison 1 Dec?
TBC AP/SW
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