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Performance Advisory Group (PAG) 102 
 

Location: MS Teams 

 

Date: 12 November 2025 

 

Time: 10-11am 

 

Status of minutes: Final 

 

Market Attendees 
 

Name Initial Role/Organisation Name Initial Role/Organisation 

David Moss DM Castle (R) Gillian Bladen GB Southwest (W) 

Jon Fuller  JF Wessex (W) Adam Boyns AB CCW (O) 

Sian Forward  SF Northumbrian (W) Emily Jerrome EJ Water2Business (R) 

Andrea Burnett ABu Northumbrian (W) Shakima Fagan SFa Everflow (R) 

Daniel Proctor  DP Water Plus (R) Karen Winfield KW Anglian (W) 

Clare Garland CG United Utilities (W) Gerard Lyden GL Thames (W) 

Greig Jardine GJ Business Stream (R) Jordanna Lo JL Business Stream (R) 

Julie-Ann Anderson JA SES (R) Laura Fry  LF Thames (W) 

Mark Howell MH Water Plus (R) Jacob Head JH Water2Business (R) 

Pam Nash PN C&C (O) Paul Baker  PB Business Stream (R) 
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Name Initial Role/Organisation Name Initial Role/Organisation 

John Daly JD  Peter Strain PS Castle (R) 

Robert 

Hetherington 

RH Ofwat (O) Mark Whittall MW Water Plus (R) 

Wendy Monk WM Wave (R)    

 

MOSL Attendees 
 

Name Initial Role 

Miles Robinson MR Chair 

Amanda Plumb AB  Presenter 

Janet Judge JJ Observer 

Huan Zhang HZ Observer 

Steve Formoy SF Observer 

Evan Joanette EJo Observer 

Amy English AE Observer 

Emily Lovejoy EL Observer 

Alexandra Piper AP Observer 

Samantha Webb SW Observer 
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1. Welcome & Update 

 MR welcomed all members to the meeting and confirmed the agenda.  

MR reminded attendees that agenda, minutes and slides are published on the MOSL 

website for review and questions and comments to be sent via mpfreform@mosl.co.uk. 

MR presented the MPF Programme progress overview.  

MR presented the MPF Programme delivery plan overview and timeline. 

 

The discussion included a review of the Phase One timeline, with updates expected 

soon on crucial decisions regarding MPF code changes. It was emphasised that clear 

communication was vital for the old MPF switch off deadline, while future updates and 

expected go-live dates were discussed. Progress in defining core service processes for 

Part F was recognised, and the agreement to review communication plans to ensure 

clarity was noted. 

 

• Discussion on the phase one timeline, with an update expected on Monday 17 

November to confirm if an approval for MPF code changes will be given. 

• Clarification that the date given for the decision is realistic but could be 

extended. 

• Emphasis on the importance of clearly communicating the old MPF switch off 

deadline and milestones. 

• Action Item - Commitment to reviewing the current communication plan and 

seeking feedback to ensure it is clear. 

• Expectation: know by next week whether they are working towards a December 

go-live or pushing to January. 

• Progress report acknowledges no new developments until the decision is 

finalised. 

• MR presented a slide on metric grouping and emphasised the importance of 

understanding the Bilaterals reporting data before they begin assigning metrics 

to deferrals. 

• Significant progress made in defining core service processes for Part F, with 

implementation expected by early next year. 

• The handover of requirements for long unread meta metrics and data metrics is 

nearing completion, which will set a locked timeframe for technical delivery. 

• Plan to communicate key timeline milestones transparently, with the next update 

intended for the 17th, subject to final decision timing. 

 

Participants explored details about upcoming holistic reporting, including vacancy and 

consumption metrics. The reporting will incorporate new KPIs, with necessary 

communication pages in development to outline transition timelines and facilitate 

understanding. 
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• Discussion centred on which metrics will be included in the upcoming holistic 

reporting, with specific inquiries about vacancy and consumption metrics. 

• Clarification provided that holistic reporting will contain all new KPIs and 

additional metrics, with updates expected in May. 

• Long term vacancy and vacancy with consumption metrics will remain part of the 

reporting until April. 

• Two key implementation dates were identified: December 1st for initial 

communications, and January 23rd for new reports going live. 

• A request was made to provide a specific communication page detailing the last 

operational days of the old MPF and transition timelines. 

• Action Item - It was agreed that more explicit communication around the 

transition to new metrics will be developed. 

• Action Item - Commitment to create a communication page with details on 

finalisation of old metrics and start of new ones. 

 

• Key communication points are attached to different implementation dates. A 

decision from Ofwat will trigger further actions. 

• A webinar is scheduled for November 19th focused on discussing upcoming 

changes and incorporating feedback. 

• Another planning update webinar is scheduled for December 11th. 

• Two additional webinars will be held after the first two report publication dates, 

early next year, aiming to answer questions and gather suggestions for 

improvements. 

• Webinars early next year will feature a rolling agenda for FAQs and suggestions 

for improvement. 

• Commitment to incorporate feedback from participants in the FAQs and 

improvement suggestions for future webinars. 

 

2. Review of Long Unread Meter Metrics    

 MR provided an update on changes to LUM metrics following the feedback received at 

PAG100 and the Performance Assurance Committee, as seen on slides 12-14. 

 

The session reviewed adjustments to metrics in line with feedback received from PAG, 

highlighting changes like the incorporation of C5’s into M10 and the renaming of M39 

following PAC input. Consistency and accountability were reiterated, despite some 

exclusion debates notably around wholesaler-initiated B7s. 

 

• M22 was changed from a market indicator to an additional metric focusing on 

retailer proportion of long unread meters. 

• M39 will no longer be an additional metric due to feedback suggesting it 

created unnecessary dual accountability. 
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• The necessity of maintaining consistency in applying exemptions across metrics 

like M1, M2, and M10 was emphasised, particularly regarding exclusions like B7. 

• There was a decision to keep B7 out of the metrics due to a desire to maintain 

clarity and consistency, despite some pushback on this exclusion. 

• It was suggested that wholesaler initiated B7s might be useful to include for 

broader KPI context, though ultimately, it was decided not to include them. 

• The need for better cooperation between wholesalers and retailers was 

identified to ensure accountability, with an emphasis on using the PAC to drive 

these metrics. 

• Assurance was given that wholesaler accountability would be maintained 

through pairings in metrics like M22, and that slicing by trading party pairing will 

be guaranteed. 

• Action Item - Any future gaps identified in responsibility regarding long unread 

meters should be reassessed. 

• It was noted that proportion-based metrics should be presented consistently, 

with higher values typically indicating better performance. 

 

Criteria on simplifying WLUMS calculations were weighed, aiming to address 

misinterpretation risks. There are concerns on metric implications and reputational 

impacts, urging a need for accountability design in bilateral resolutions. 

 

• A review has led to a consideration of simplifying the calculation of WLUMS in 

the holistic tables. The revised method would report the number of WLUMS 

recorded against a wholesaler as a percentage of the wholesaler's total meter 

count, dropping additional steps like averaging the number of days since the last 

read minus deferral days. 

• Discussion raised over whether simplifying the WLUMS calculation would 

overlap or incorrectly report performance due to deferrals or legacy LUM 

metrics. 

• Concerns were raised over the potential for deferrals to appear as bad 

performance in reports when deferrals might be legitimate, needed actions. 

• Consensus appears needed on how deferrals interact with performance metrics, 

as current proposed simplifications may lead to misinterpretations without 

additional context or adjustments. 

• There was debate over whether this metric should be considered a performance 

indicator, and if it should be included in the holistic reporting table. 

• Concerns were raised about the reputational impact of reporting these metrics 

among trading parties, even if they are not public, due to the rankings and 

analysis appearing to show good or bad performances based on wholesaler 

data. 
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• Suggestion to develop accountability features in bilateral outcomes, meaning 

each party's responsibilities should be clearly stated and self-auditing enabled. 

• Action Item - Action to internally review the comments and concerns raised 

about the M10 reporting simplification and its implications and align future 

approaches more effectively. 

 

3. Upcoming PAG workshop(s) & AOB  

 • The summary of discussions highlighted that M39 will not be taken forward as 

an additional metric, but the importance of not losing sight of this data was 

emphasised. Accountability regarding the simplification of the calculation on 

WLUMs was also acknowledged. 

• Feedback on M10 and its holistic reporting was addressed, with a view to 

revisiting it in the future. 

• At the next PAG, a discussion on M14 will take place.  

 

JL raised concerns about understanding the metrics related to LUMs on the wholesaler 

side and queried how they will be displayed as they are no longer a KPI. Also 

emphasised the issue of ‘ping pong’ bilateral requests, which do not resolve issues 

effectively for customers and trading parties. Questioned how current measures 

address the reduction of long reads before the implementation of smart meters. 

 

MR acknowledged the historical efforts to improve processes and invited suggestions 

on measuring this issue, introducing accountability, or applying tools to solve the 

problem. 

 

JL suggested using peer rankings to identify and address specific retailers or 

wholesalers that deviate from norms, possible through audits of their data or bilateral 

processes. 

 

MR noted the importance of JL's point on peer ranking and agreed to consider how 

this could be practically applied, committing to further consideration of its 

implementation. 

 

DM proposed the idea of counterweighting LUM metrics with bespoke agreements and 

bulk submissions to account for low-impact requests, suggesting they acknowledge 

efforts being made by trading parties. 

 

MR acknowledged DM’s idea and suggested it could be considered when examining 

deferral data, even though it may not be actionable immediately. 
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MR closed the meeting.  

 


