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MPF Reform: one year overview

dun July Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

Phase X Design

Consultation 3

Phase 2 Delivery & integration

FuII_
Business
Case

NOTE:
Activities,
Metrics,
Tools and
Governance
workstreams
all focused
on publishing
an artefact

Potential for further
7 Code change

consultations
ode change consgiltation

im
1 3 6 11 ovements




Objectivesfortoday s

To gain PAG endorsement of:

1. Themetricsfor inclusion in Consultation 3
2. Theintervention toolsfor inclusion in Consultation 3
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Final review of metrics




Number of proposed metrics

JJ
10:40

s ~N ™ 7 ™
Key
Performance Market Additional
Indicators Indicators Metrics
(KPIs)*

e JO 4\ Y,

~N N 7 ™y
L , N , N W,

*21 individual KPIs. Note that KPIs may apply to

multiple activities.
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Handling of potential metrics and other issues MOSL

MARKET OPERATOR SERVICES LTD

Market Indicator or Additional

Complaints Metric

Timely and accurate Additional Metric
JNBl customerand _

consumption datais _

provided by the Retaile Market Indicator

Ensure occupanc
cIassificationpis agcurat« KPI
KPI

KPI

Maintain asset and KPI
premises data
(Wholesaler)
Additional Metric

Market Indicator

Maintain working and KPI

readable assets (i.e. _ N

meters)qWholesaler Ma{k_et Indicator or Additional
etric

Timely resolution of
customer service KPI
requests (Wholesalers)

Exploring potential for metric on customer complaints Work in progress with CCW

Resubmitted reads that have previously failed validation On hold: negative feedback at Consultation 2

Settlement parity (estimation accuracy) Added Market Indicator
aSUSNINBIRAYIA,_YSGNRQAY Wt _ _ _ _
YSUSNI NBIRa LISNFZ2ZNXYSR ¢ A u Three metrics combined with meterreading
Meter reads performed within SLA ébiannuaLor monthly) metrics for Al

FYR W[lFuSySaa 2 2 @S NRdzS

Reading of nommarket meters Three nonmarket meter reading KPIs created
Proportion of valid meter GIS coordinate coverage Added as a new KPI

Track whether CMOS has been updated after a bilateral : .
request has been resolved P Onhold: costbenefit

On hold: no metrics on this were included in
Backdated meter exchanges Consultation 2. Not raised as issue by trading
parties or Metering Committee

Proportion of market settling on unmetered and assessec ;
consumption Added Market Indicator

Track whether CMOS has been updated after a bilateral

request has been resolved On hold: cosbenefit

Average age of meters On hold: negative feedback at Consultation 2

Track whether CMOS has been updated after a bilateral

request has been resolved. On hold: cosbenefit
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Metrics per activity

Retail fivit Retailers &
etaller acuvitues wholesaler activities

Timely and accurate Ensureoccupancy
customer and classification
consumption data IS accurate
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Wholesaler activities

Maintainasset and
premises data

Retailers ensurgood Customers supported Maintainworking and
data on switch @ during unplanned readable assets
(customer & SPID) events (i.e. meters)

Retai!er_KPIs:? 2 A s (i t 2

P Feciiatononew  BPRy | Lo (et B
connections —

efficiency 2

Retailer KPIs: 1 . . 4
Metrics Number Applications Applications: 1 Timely resolution of
@ customer service [
i KPlIs 21 28 Wholesaler KPls: 2 requests /
B ey . Applications: 3
E— Market Indicators 15 15

/
Additional Metrics 10 11 Wholesaler KPIs: 11

Applications: 16
JJ 46 54

10:40




Overview of KPIs by Activity

Key
Performance
Indicators
(KPIs)

Note: some
KPIs apply to
multiple
activities

Retailers only

Retailers and wholesalers

Wholesalers only
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Timely and accurate
customer and
consumption data;
Retailer

4 KPIs

AProportion of
consumption from
meter reads
performed within
the biannual or
monthly Service
Level Agreement
(SLA)

AlLateness of
overdue reads

AMeterreads
performed within
SLA (biannual or
monthly)

AcComplete and
accurate customer
name/banner
name and SIC
Code

Retailers Transfer
good data on switch
(customer & SPID)
wSaF At SNJ

4 KPIs

A% of transferred
SPIDs that have an
estimated
reading

AProportion of
transfer reads
performed within
SLA

ALateness of
overdue transfer
reads

AProportion of
transfer reads
submitted within
SLA

Ensure occupancy | Customers

Of I aaA TA Q| supp2riéd during

is accurate. 2 (i K| unplanned
events- Both

2 KPIs

AProportion of
unassured LTV
premises

0 KPIs
ANo KPIs

APremises address
data accuracy
coverage

Facilitation of new
connections; Both

2 KPIs

APremises address
data accuracy
coverage

AComplete and
accurate customer
name/banner
name and SIC
code

Maintain asset and
premises data
Wholesaler

5 KPI

APremises address
data accuracy
coverage

ANon-market
meter reads
performed within
SLA (biannual or
monthly)

AcConsumption
from meter reads
performed within
the biannual or
monthly Service
Level Agreement
(SLA)

AlLateness of
overdue non
market meter
reads

AProportion of
valid meter GIS
coordinate
coverage

Maintain working
and readable assety
(i.e. meters)

2 K2f Sal f S|NWholesaler

5 KPIs 2 KPIs

A% of Bilateral AProportion of
Transaction tasks smart meters
completed on read

LU AProportion of
AProportion of consumption

Deferred ORIDs

ALateness of

overdue tasks smart meters

AAverage length of
deferrals per ORID

ANumber of LUMs
with an
outstanding B5 or
C1 bilateral
transaction
request

Assets (inc. smart
meters) to drive
water efficiencyg

settled on actuals
vs estimatesfor

Timely resolution of
customer service
requests-
Wholesaler

4 KPIs

A% of Bilateral
tasks completed
on time

AlLateness of
overdue tasks

AProportion of
deferred ORIDs

AAverage length of
deferrals per
ORID

Note: Metrics in green have been added since the last PAG me\eftﬁiﬁdf’ -
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Overview of Market Indicators by Activity
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Retailers and wholesalers Wholesalers only

Retailers only

Assets (inc. smart
meters) to drive

Timely resolution of
customer service

Maintain working
and readable assets

Maintain asset and
premises data

Facilitation of new
connections; Both

Timelyand accuratd Retailers Transfer | Ensure occupancy | Customers
customer and good dataonswitchl Of | & a A T A O| suppdriéd during

consumptiondata | (customer&SPID) | is accurate. 2 i K| unplanned Wholesaler (i.e. metersy _| waterefficiencyg requests
Retailer wSidl Af SNJ eventsg Both 2 K2f Sal f SINWholesaler Wholesaler
Market 3 Mis 1M 3 Mis 0 Mis 1M 1M 2 Mis 3 Mis 1M
I(mg’ltors A Level of Long A Proportion of A Average vacancy A None A Vacancy A Average A GReadscreated A % coverageof A Marketaverage
Unread Meters switches that duration performance on premises each month smart meters for % of bilateral
(LUMSs) are rejected A Viesney Gy new address data A GReads A % of task; completed
connections accuracy . on Time
A Settlementon Clearance coverage removed each consumption
actuals A Vacant LLUMs month covered by

A Setlement smart metering
parity A Proportion of
(Estimation market settling
Accuracy) on unmetered

and assessed

consumption

Note: Metrics in green have been added since the last PAG meeting.

JJ
10:40 11




Overview of Additional Metrics by Activity

Retailers only

Timely and accurate
customer and
consumption data
Retailer

Retailers Transfer

good data on switch
(customer & SPID)

wS il

Af SNJ

Retailers and wholesalers

Ensure occupancy
Of I

Customers
4 a A TA Q| suppdriéd during

is accurate. 2 G K| unplanned

events- Both

Facilitation of new
connections Both

Maintain asset and
premises data
Wholesaler
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Wholesalers only

Maintain working
and readable assety
(i.e. meters}

2 K2t Sal f S|NWholesaler

Assets (inc. smart
meters) to drive
water efficiency

Timely resolution of
customer service
requests
Wholesaler

Additional 1AM 0 AMs 0 AMs: 1AM 1AM 2 AMs 2 AMs 2 AMs 2 AMs
Metrics (AMs) A Number of A None A None A Level of A Average A BilateralHub A Numberof,and A Levelof Legacy A Proportion of
Neie: came meters that published duration for data for C1, C5 average Long Unread rejections on
AMs apply to have bilateral commitment to SPIDs to move and C7 retailer accuracy from, Meters (LLUMSs) the lastdayon
multiple tasks raised RWG good from new to raised service meter accuracy A Percentage of the SLA
L againstthem (in practice partialto requests tests 9 .
activities total and guidance on tradable allmetersread A Proportional of
outside of SLA) unplanned Level of Legacy A Number of within 12 ORIDS that get
by wholesaler i Long Unread multiple BS months resubmitted
Meters (LLUMS) bilateral (afterrejection
requests onthe and after
same meter completion)
JJ
12
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:
PAG VIEW T OERATOR SERVIGES LTD

s Does the PAG endorse the inclusion of the proposed
metricsin Consultation 37?

CD
10:40
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Final review of tools
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Process to date MOSL

MARKET OPERATOR SERVICES LTD

s 45potential tools considered as part of previous consultation.
Shortlisted to8 (5 standard tools, 3 discretionary tools)

s Shortlist determined following consultation feedback and
alignment to overarchindPF Reform Programme principles

s Tools must be: effective, clear and consistent, provide value
for money, and (independently or together) achieve the key
objectives of market intervention in the first place.

s Some key standard tools have also been mapped to the KPIs
that are most likely to underpin their application

s Tools will be supplemented by additional services to help
parties identify and address areas of poor performance, e.g.
education, reassurance support, and ssdfve reporting

15


https://mosl.co.uk/services/market-improvement/programmes-and-projects/market-performance-framework-mpf
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Standard tools Discretionary tools

T1
T2
T3
T4

Tha

T5b

Market entry assurance
Assurance statement
Data quality audit
Peer comparison

Financial penalties funding
outperformance paymentR

Financial damages/
compensation payments

As required
Annual
Annual
Monthly

Monthly penalties,
awarded annually

Monthly

T6 Additional metric monitoring

T7 Targeted audits

T8 Rectification and escalation

9EOf dzRSa WwW.!!' Q aSNBAOSazr So3aos

reassurance support

16



MOSL

Toolbox rationale

Overarching aim: to improve upon the current MPF while
ensuring it is aligned to the Strategic Panel’s Qutcomes —
Creating Value, Great Customer Service and Water Efficiency

Facilitate Improved Customer Outcomes

Improve Trading Party Accountability

Support Competition

Consistency & Compatibility with Regulatory Regime
Enduring and Agile

Transparent and proportionate

Value for money

Uttt

Simplicity

17



Standard tools (x5)
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escription

T1

T2

T3

T4

T5a

T5b

Market entry
assuranceew
entrants only

Assurance statement

Data audit

Peer comparison

Monthly penalty
payments funding
annual reward for out
performance,OR

Monthly
compensation
payments

Assurance and
preventative

Assurance,
preventative, and
faciliatory

Assurance,
preventative,
corrective and

faciliatory

Reputational and
faciliatory

Financial

Financial

At Market Entry/
HVI access

Annuat

Annual

Monthly

The processes through which organisations apply to become a Trading Party and begin tradi
The process would continue as today, but Higthume Interface (HVI) access assurance will
become a standard requirement parties looking to access the HVI (whether at market entry ¢
later). Currently, parties can enter using the Low Volume Interface and then apply for HVI ac
via reassurance.

MOSL will continue to seek assurance statements from trading parties on a defined frequenc
(likely annually), asking parties (at minimum) to set out any material changes in their operatic
capabilities. This is like the Market 8sesurance Information Return element of the current
re-assurance process (which will be classed as a service in future, rather than a tool).

MOSL will conduct a data audit on a defined frequency (likely annually) to validate the
completeness and accuracy of key data owned by trading parties held in central systems. TF
outcome of the audit may identify the need for other discretionary tools to be used.

t SSNJ O2YLI NAaz2ya LINBaSyd I O2YLI yeQa LISNF
peers. Where underlying metri¢are meaningful to customers or can bammarisedaveraged to
provide an overall view of relative performance, peer comparisons could be made public.

And oneoption from either:

Monthly
penalties, annual
reward

Monthly

Wale 6S YSOKFyAaYa F2NJt SNF2NXIyOS 1aadz2NF yOS / 2YYAGGSS df thésé activaiesy@yceafio@if cer@iyf donditidns adeneS y G A | £ £ & & i dzN
21 Metrics that define financial incentives and public peer comparisons will be defined in the market codes.

Hnancialreward for market Participants whose performance on specific KPI(s) exceeds a defined
standard. Funded via penalty payments from market participants whose performance on spe

KPI(s) is below a defined standard. Should performance levels not warrant full redistribution

end of year, penalties could fund initiatives such as market improvement projects, but penalti

must be redistributed in some way to avoid any tax or reputational implications from carrying/
over excess.

This toolwould require parties whose performance against specific KRé(bglow a defined
standard to compensate other parties affected by that performance, based on a calculation ¢~
expected impact. Comﬁensatory paKments would be calculated monthly by MOSL based on
codified formulas which will, for each qualifying KPI, set out how #gptenate of loss can be
determined (liquidated damages).

E—




Discretionary tools (x3)
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Additional
T6 metric
monitoring

Targeted
vz audits

Rectification
T8 and
escalation

Faciliatory

Assurance,
preventatlve
corrective and

faciliatory.

Reputational,
corrective and
faciliatory.

When required

When required

When required

Identification of further metrics that can help MOSL, identify and resolye temporary/specific
dzy RSN @Ay3 A&aadzsSa I FFSOUAYy3a | O2YLI yeQa o
outside the code change process.

Targeted audits enable the Performance Assurance Committee (PAC) or equivalent to coordir
various audits on areas of key risk and underperformance. A targeted audit may supplement r
which cannot provide an ertb-end understanding of an activity in isolation or be used to provide
morle information where metrics would otherwise prove too complicated to develop and
implement.

A suite of rectification activities to be carried out at key points in the escalation cEaompliance/
underperformance. Should all oPtlons be exhausted by MOSL and PAC (or equivalent), there
be further escalation to the Strategic Panel (and Ofwat in the case of potential licensing breac

19



MOSL

Mapping Metrics to Tools

S Some key principles to inform metrics to tools mapping were shared in thespding.
s These principles have been applied to provide an initial view of what KPIs could inform a financial tool, or public pagsammp

s This is an indicative view only. This will be shared for consultation feedback and detailed design work will confirnpfiingl. ma

Which KPIs could be implemented alongside a financial tool? Which KPIs could be implemented alongside public peer comparison?

s 7 strong initial candidate KPIs: five could use eithdr S 16 strong initial candidate KPIs. We may want to reducg
financial tool, two could only be used with penalties this number to maximise the impact of the tool
and rewards _/ s Some candidate KPIs could be combined at the point df

s The seven KPIs apply across three activities (we A= | publication to reduce this overall number
expect KPIs under two or three other activities to ljnk s Other candidate KPIs could also be reserved for indus{ry
to BRMex) only peer comparison initially

s Other KPIs require further work before a financial s Candidate KPlIs app|y across seven activities

tool can be considered (e.g., data cleanse)
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