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_em  Presemter | Time

1 Welcome & update Miles Robinson (Chair) 10 mins
2 Data Metrics (M11, M13) Evan Joanette/Janet Judge 60 mins
3 Bilaterals Update Abby Jackson 15 mins
4 LUM Metrics update Miles Robinson 10 mins
5 Phase one backlog Amanda Plumb 10 mins
6 Upcoming PAG workshops & AOB Miles Robinson (Chair) 15 mins

Total: 2 hrs




Housekeeping MOSL

@ Welcome all — please introduce yourself in the chat

Workshop format — specific time has been allocated
for questions

/NTD If you have any questions outside of the meeting,
please send via the 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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Part E - Metric grouping MOSL

To simplify the terminology around the delivery of these metrics/audits, we have grouped metrics into the
following themes:

Data metrics

* M11 (audit) — Proportion of complete and accurate customer name and customer banner name
* M13 - Proportion of unassured long-term vacant premises
* M14 - Proportion of meters with credible GIS coordinates

Long unread meter metrics

* M10 - Long Unread Meters with outstanding B5 (repair/replace) or C1 (verification) bilateral transactions
* M22 - Proportion of Long unread meters (LUMs)

* M38 - Proportion of Legacy Long Unread Meters (LLUMS)

* M39 - Proportion of all meters read within 12 months

Bilaterals reporting

* M16 — Proportion of deferred ORIDs
* M17 - Average length of deferrals per ORID



Parts E & F delivery plan MOSL
| w26

PAG review period

|_une | July | Aug | Sept | Oct | Nov | Jan | Feb | Mar | Apr_

Final PAC reviey of First KPI reports . .
Key milestones deliverable pug]ed ‘ Technical delivery

timeframe to be defined
following requirements
M11 (R)**, M13 (R)

Technical delivery ‘
PartE- | M14W)
Additional | Long unread metrics
Metrics & | M10 (W), M22 (R), Technical delivery
M38 (W), M39 (W)

Market
Indicators
Bilaterals reporting

Holistic reporting
confidential) Start to test new

processes with the PAC

Annual change ‘
PartF - process

Data metrics*

Core
Service
Model Perfc.)rm'ance Discovery ‘
monitoring
PAC intervention

*R/W indicates whether metric relates to wholesaler or retailer; **M11 now optional audit



MPF cutover and
comms overview

New KPIs implemented in
Market Codes

1. High-level animation to New KPIs reports & holistic reporting live

describe MPF and changes 1. Website changes to accompany new

reports, including peer comparison
reporting

High-level introductory
video(s) for new metrics and
reporting

Detailed guidance for each metric,
charging & reports

FAQs published

Website navigation updated New KPIs implemented
in Market Codes

First KPl reports &

holistic reporting live
23 January 2026

1 December 2025 Performance

reporting and
o : invoicing cadence
Ofwat decision comms | MPF go live comms New reports live comms will be unchanged

17 November 2025 1 December 23 January 2026

Webinar Planning update Webinar Webinar
19 November 11 December 29 January 26 February

FY2025/26 FY2026/27




Summary of key dates MOSL

Current
MPF

Reformed
MPF

Final invoice (15 business day) 19 December 2025
Final KPI reports published (16t business day) 22 December 2025
Code change implemented 1 December 2025
irst invoi th ' 23 January 2026
First invoice (16" business day) Aligned from y
January

First KPI reports published (16th business day) 23 January 2026
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MPF Reform Part E:

M11 Proportion of
complete and
accurate customer /
banner name
(Descoped)

10 December 2025
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Agenda

* Long-term vacants (LTV) metric journey

* Code obligations

* Proposed metric

 Findings from Vacancy Assurance pilot data

e Conclusion
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Long term vacants (LTV) - metric journey MOSL

Background

* API for LTV set up as part of Holistic Reporting in 2021 to encourage wholesalers to
review premises data

Since then

« MPF Consultation 3 proposed M13 Proportion of unassured long-term vacant premises
Key Performance Indicator in September 2023

* Eligibility assurance introduced in November 2023

* Premises and address data quality assurance introduced in September 2024

 April 2025, MPF launches M12 Proportion of premises with verified supply address and
premises data as a KPI. Used by Ofwat for BR-MeX

14



Code obligations
Occupancy Status

What the codes say

Code subsidiary document
CSD 0104 requires Retailers to
maintain the Occupancy Status
of Eligible Premises.

3.2.2

As Occupancy Status is a Core Data ltem, where an Eligible Premises has a Water
Services Supply Point and a Sewerage Senvices Supply Point, the Water Retailer
shall maintain the Occupancy Status. Where an Eligible Premises has a Sewerage
Sernvices Supply Point only, the Sewerage Retailer shall maintain the Occupancy
Status.

15



M13: Proposed metric for vacants MOSL

 Responsibility — Retailer
Metric Type — Additional Metric

Metric Name — Proportion of verified vacants (flipping unassured to verified)

Frequency — Quarterly
* More practical than monthly considering vacancy churn rates and time to fix data

« Timing aligns with Ofwat's indicative BR-MeX calculations

Underpinned by Vacancy Assurance Service

Assurance assessment rules:

 Assesses SPIDs with verified premises and address data only i.e. M12 ‘passes’. ('Of
concern’ M12 premises not assessed);

* Excludes Eligibility Assurance SPIDs;

* Excludes SPIDs <6 months old (new connections) or made vacant in last 6 months

16



M13: Proposed metric for vacants MOSL

* Verified vacants are:
 Vacant SPIDs with a meter read but nil consumption

« SPIDs with <4 external database footprints i.e. service provider has few sources
confirming occupancy

« SPIDs assured by TP as vacant

 Of concern vacants are:
 Any SPIDs with 4 or more external database footprints

e Calculation:

 Verified vacant SPIDs (expressed as a %) = [Number of verified vacant SPIDs] / [All
verified premises and address vacant SPIDs].

 Insights - MOSL can cross compare level of retailer vacancy management performance
(M13) by tying to wholesaler M12 performance.

« Expect correlation of M13 to M12 with each assessment, and improved wholesaler

data quality on vacant premises influencing volume of vacant premises with verified
premises & address.
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Findings: Vacancy Assurance MOSL

Using pilot data summer 2025

« Performance is good. At a market level, 96% Verified vacancy v. 4% Of concern vacancy
Dashboard slicers recommended:

« Unmetered / metered: Unmetered Of concern vacancy is disproportionately high (see table 1)
and a greater proportion is older (i.e. >3 years)

* Time bands: Virtually all work to make properties occupied is on vacants <3 years old

Table 1
Concern Concern %
Metered 2,093 69.8%
Unmetered 906 30.2%

Total 2,999 100.00%

18



Where vacants are “stuck” MOSL

Table 2: Unmetered vs metered

Of Concern| Less than 3 Over 3
Categories (Total) years old % years old %
Metered 2,093 1,465 70.0% 628 30.0%
Unmetered 906 499 55.1% 407
Total 2,999 1,964 65.5% 1,035 34.5%

Table 3: Occupancy age profile

Of Concern Vacants

Made Made 2,999 SPIDs (100%)
occupied occupied
within 3 over 3 Made Occupied
Totals % years % years % 442 SPIDs (Conversion 14.7%)
Occupied 442 14.7% 440 99.55% 2
"Of concern” Total | 2,999 <3 years
440 (Share 99.55%) 2 (Share 0.45%)

Key takeaways
* Unmetered Of concern vacancy more likely to be longer-standing
« Overall conversion from ‘of concern’ to occupied is modest (= 14.7%).
» Corrections overwhelmingly occur in more recent vacants, older ones can
stagnate 19



Conclusion: M13 is worth having MOSL

* Metric is an indicator of vacancy management and underlying data assurance work
« Complements M12

* Historical evidence of change to occupancy (approx. 15%)

 Clear problematic segments (i.e. unmetered, vacant over 3 years)
 Can be prioritised by TPs

 As additional metric, remains between industry and PAC

20
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Bilateral
enhanced
reporting

PAG

10 December 2025
Abby Jackson




New reports MOSL

Meters with
multiple SRs for

SRs closed by

Hub/Retailer SRs completed

View of no site visit

and at what within SLA same process where one would be
ORID Re po rt status (excluding expected (e.g. B5)
deferrals)

*enhanced SPID report

SRs closed with no
customer outcome (i.e.
closed by Hub at Info
Request or Quote

Multiple site
visits

SLA Report

*enhanced SLA details report

Cancelled SRs with
timeframes &

SRs raised for

same SPID & reason codes
Proposed state) process
Multiple escalations, whether
they’ve been
Deferrals Report accepted/rejected/resolved
Average time with reason codes &
Retailer takes timeframes
to close SR Multiple
. . Multiple rejections &
Rejections Report resubmissions & reason codes
reason codes Data slicing &
sort/filtering by
TP, pairing &
g 3 Last updated . process
Resubmissions Report e SRs with sub

Escalations Report

&TP

Deferral behaviour within SR (i.e.
no. of deferrals, deferred days,
reason codes, backdated
deferrals)

processes (M1,
E1& G2)
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Bilateral enhanced reporting timeline MOSL

16 December 25 - 2 February 26 -
1 February 26 1 March 26 2 March 26
Testing Shadow Go Live
* New bilateral reports will be available in » Current bilateral reports will
@ My Files be removed from the hub
* Rolling 7 reports will become available * New reports continue to be

. : available in My Files
Supporting document available w/c

15 Dec 25 * Current bilateral reports will be available

in bilateral hub to aid reconciliation
Provides general report principles
. . * Issues to be raised by TPs within first 2
Confirms report column headings, :
desariptions & key logic weeks of shadow to allow time for
information relevant fixes (via My MOSL ticket)
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. 0
LUM metrics update MOSL
. Feedback | FollowUp

If we remove M39, how will Wholesalers be accountable PAC will look at pairings and other groupings to inform

for their part in helping to resolve LUMS their discussions; nothing will be looked at in isolation
so this will highlight any specific problem areas

Should WLUMs and other Additional Metrics be After reviewing and discussing with the PAC, we feel

included in Holistic Reporting comfortable that capturing Additional Metrics in the

holistic reports puts the right level of emphasis on these
metrics. We recognise that these activities don't warrant
Key Performance Indicators, but we want parties to
continue to prioritise these activities as they do today
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Phase 1
Backlog
Update

10 December 2025
Amanda Plumb




MOSL
Phase 1 Backlog Update

Add the following two fields ‘Count of M15 Flag’ and ‘M 15 Total number of January Release

late BDs in month’ (found within extract BRMEX_M18 _M15) 3 new columns will be added
M15LateDaysPeriod & M15NumberOfM15Flag, to the MPF_Peer M15M18 to the end of the existing
Report columns:

«  M15 Number of Late
SLAs

* MT15 Late Days Period

« M18 Number of SLA's

3 Columns Missing on the MPF_Peer_M15M18 Report:
M18 Total Number of SLA's

M15 Number of Late SLA's in Period

M15 Total Days Late in Period (BDs)

Bilaterals Hub SLA Detailed Report’'- ‘SLA End Status’ can contain a value as Requirement has been
‘Time-out’ to indicate when the ‘Close Reason’ is ‘Hub’ before the SLA has incorporated into Bilateral
reached a valid end trigger Enhanced Reporting

Add a view of Exclusions so that the volumes on the dashboards match the Relates to the M12 Extract

.CSV May Release

30



Phase 1 Backlog Update MOSL

Backlog Item

Report with SPIDs where there is no data May Release
When there are instances where TP's legitimately have no tasks in the

reporting period, such as Transfers, no report is created at all. It is a Code

requirement to produce an empty report

Create a Peer Report for Phase 1 shadow KPI's May Release if required

Some graphs have stacked bars, others don't. Some months are combined, BAU Post MPF
some show separately in a timeline - inconsistencies in how things are being
displayed. Review and streamline where possible

Some inconsistencies in field names in reports and report naming BAU Post MPF
conventions. Review and streamline where possible
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Upcoming PAG workshop(s) & AOB

TS |

*Subject to change
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AOB
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