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Chris Dawson

Welcome & update (Chair) 10 mins
M04/MO05 : :
2 Proportion of successful transfer reads Jak Davidson 10:mins
3 MOG6 Lateness of overdue transfer meter reads Jak Davidson 90 mins
4 Upcoming PAG workshop(s) & AOB Chris Dawson 10 mins

Total: 2 hours




Housekeeping MOSL

@ Welcome all - Please introduce yourself in
the chat

Workshop format
/Nﬂ'? Chat and Questions


https://mosl.co.uk/services/market-improvement/programmes-and-projects/market-performance-framework-mpf/performance-advisory-group
mailto:mpfreform@mosl.co.uk

MPF Plan-on-a-page
Overview v3.3 (Mar 24)
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Low
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Part B - non-financial tools
TO1 Market entry assurance
TO2 Assurance statements

Design

T06 Additional metric monitoring Med
TO7 Targeted audits
T08 Rectification & escalation

+ Additional services (e.g., guidance)

Part C - key performance indicators
Transfer reads

Cyclic reads

Bilateral Hub metrics

Data accuracy metrics

Med-
high

Part C broken dovﬁ;
into delivery

Part D - financial tools
phases

Transfer Reads

Build (templates &
guidance)

Review budget
& deliverables

Ofwat
decision
Budget/plan review -
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Cyclic Reads

Design

| Dev ‘ Test

Shadow

n

Bilateral Hub metrics

n

Data accuracy metrics

T03 Data quality audit
TO4 Peer comparison High
TO5a Monthly penalties, annual rewards

TO5b Compensation payments

+ Self-serve reporting

Part E - market indicators &
additional metrics

Mkt Indicators: M22-37
Additional Metrics: M38-47

Low

Design | Dev

‘ Test

Shadow

Handover from Data __|

Design
Assurance programme

Design

Consult
T

Test

I Dev

Shadow
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Projection of new model
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Part E delivery to
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MOSL

Agenda

* Metric High-Level Journey

« PAG input — What are we trying to get out of
today

e Influence & Benefits
« M04 & MO5 Decision
« MOG6 - Lateness




Metrics - High Level Journey MOSL
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— | Group (PAG) | (€CCC)
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MOSL Code Ofwat
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Group (CAG)
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Ofwat Visibility
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PAG Input MOSL

What do we need from PAG members?

@ Feedback on the metric concept

@ Feedback on whether new metric options measure and track
the right activities

@ Feedback on whether the new metric options promote the
best outcome for the customer



Transfer Reads - Influence & Benefits

MOSL

S

000
ros)

What behaviour are we trying to influence?

Swift submission of actual transfer meter readings, taken within proximity of the “transfer
date” (registration start date)

What is the Customer Benefit?

The receipt of an accurate and timely final bill from an outgoing retailer, and an accurate
starting point for consumption with the new retailer

What is the Trading Party Benefit?

Supports accurate settlement, accurate and timely billing, and alignment between
retailers.



Transfer Reads - Problem Statements MOSL

Billing complaints — Highest reason for
complaints from end customer

Estimated readings are significantly higher
than actuals for transfer reads

Reinforce the accountability of the relevant
trading party (Incoming Retailer)

Design must support and continue to
encourage current high performance

10



Transfer Reads - Consultation Feedback '

MO04, M06 and M09: “These metrics could have unintended
consequences in that retailers may not compete for SPIDs that have
long unread meters. Therefore, in the same way that these metrics will

exclude a meter with an active C1 or B5 bilateral request, they should
also exclude long unread meters

MO06: "We are highly concerned around the use of ‘lateness’ as the
metric for failed Meter Reads, as we believe such an approach can
potentially disincentivize the submission of reads to the market. We do
not believe that any incentive structure should lead to a position where
a Retailer may be potentially ‘better off’ for not submitting an accurate
actual read to the market”

11



MO04 & MO5 Decision




Transfer meter reads
received, dated within SLA

MO5

Transfer meter reads
submitted within SLA

Proportion of successful

transfer reads

f

Read & Submission
Date

PAG VIEW (UNMERGED OR MERGED)

UNMERGED (M04 & MO05)

MERGED (M04 COMBINED)

UNMERGED (M04 & MO05)

MERGED (M04 COMBINED)

MERGED (M04 COMBINED)

MERGED (M04 COMBINED)

PAG

PAG

OFFLINE

OFFLINE

OFFLINE

OFFLINE
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MO04 Unmerged “V” Merged MOSL

SUBMISSION

I
READ WINDOW WINDOW i M04 UNMERGED MO5 UNMERGED i : M04 MERGED i
1o
ACHIEVED ACHIEVED i PASS PASS : : PASS i
1o
* ACHIEVED NOT ACHIEVED : PASS FAIL : : FAIL i
I 11
* NOT ACHIEVED ACHIEVED : FAIL PASS Lo FAIL i
I
NOT ACHIEVED NOT ACHIEVED : FAIL FAIL i i FAIL i
L e e e e e e e e e e e e = T

Proportion of successful transfer read = Read dated within the read SLA window &
submitted within the submission SLA window

MO04

MERGED PERFORMANCE - Reported at metric level
(DETAIL ON SLA FAILURES MUST BE AVAILABLE/PROVIDED)

14
* See appendix slides for unmerged M04 & MO5 risks



Transfer Reads - Overview MOSL

Swift submission of actual transfer meter readings, taken within proximity of the “transfer date”
(registration start date)

Mo04

Proportion of succe
transfer rea

MO06

Lateness of (missing)
transfer meter reads

L)

Overdue meter reads

M09

Estimated V Actual
transfer meter reads

L)

Read method

Read & Submission
Date

ﬁz; MO04 = Metric design theory complete
MO06 = Focus today

15
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Metric Design Journey - M06

Metric
Title/Concept

Overarching metric
name

Consultation
feedback received

MOSL

A 4

Metric design

theory Tools

Defining what financial
incentives should apply

Defining the metric to the metric

theory
Inbut Penalties
P : Rewards
Qo Compensation
Output P

Performance target

S S USRI RSP p——

v

Scenarios

Defining how the metric
should handle specific
scenarios

Vacant properties
Transfers Disconnected
C1/B5
LUMS
Border SPIDs
SPERRs
Erased
MX

18



Metric link - M04 to M06

Mo04

Proportion of
successful
transfer reads

Read &
Submission
Date

FAIL SCENARIO 1
NO READ RECEIVED

FAIL SCENARIO 2
READ DATE OUTSIDE OF READ WINDOW

FAIL SCENARIO 3
READ SUBMITTED OUTSIDE OF SUBMISSION
WINDOW

FAIL SCENARIO 4
READ DATE OUTSIDE OF READ WINDOW
READ SUBMITTED OUTSIDE OF SUBMISSION
WINDOW

> B P>

>

FAIL SCENARIO 1
NO READ RECEIVED

FAIL SCENARIO 2
READ DATE OUTSIDE OF READ WINDOW

FAIL SCENARIO 3
READ SUBMITTED OUTSIDE OF SUBMISSION
WINDOW

FAIL SCENARIO 4
READ DATE OUTSIDE OF READ WINDOW
READ SUBMITTED OUTSIDE OF SUBMISSION
WINDOW

> B P>

>

000@

MO06

Lateness of missing

transfer meter reads

MO6

Lateness of transfer
meter reads

19






MO06 - Missing Only

Mo04

Proportion of
successful
transfer reads

Read &
Submission
Date

FAIL SCENARIO 1
NO READ RECEIVED

MO06

Lateness of missing
transfer meter reads

AGE OF LATNESS NOT TRACKED FOR:

Aﬁ FAIL SCENARIO 2
READ DATE OUTSIDE OF READ WINDOW

FAIL SCENARIO 3
READ SUBMITTED OUTSIDE OF SUBMISSION
WINDOW

FAIL SCENARIO 4
READ DATE OUTSIDE OF READ WINDOW
READ SUBMITTED OUTSIDE OF SUBMISSION

WINDOW

O
%

Will have failed on M04

Lateness will be within 1 month
Cannot be rectified

Dilutes the focus on correcting missing
transfer readings

Complex calculation if included
(submission & read window to count
lateness)

21



MO6 - Starting point

Include all M04 Fail Scenario 1 (NO TRANSFER READ RECEIVED)

Count each day of “lateness” to encourage swift resolution of missing transfer reads

MARCH 2024 APRIL 2024 MAY 2024

JUNE 2024 JULY 2024

A

MO4 REPORTING PERIOD @O MPF REPORT RUN

Transfer Date
READ WINDOW

/ RSD within T108.R MO04 CUT OFF
\ O Estimated submission

window

No meter reald found

MO6 REPORTING PElIOD @© MPF REPORT RUN

— MO6 DAILY TRACKING

\ Start count at

the end of the
submission
window

22



MO6

Lateness of missing

END SCENARIO 1:

READ RECEIVED - Submission date

ends daily count

transfer meter reads

END SCENARIO 2

NO READ RECEIVED - Final cut off at 6

weeks post transfer date

Overdue meter reads

https://www.ofwat.gov.uk/publication/customer-protection-code-practice/

=)

ALIGN WITH the Ofwat
CPCoP:

9.2.3 Any final bill to be issued to a
Non-Household Customer shall be
issued within six weeks of the earlier
of the Transfer or the termination or
expiry of the Terms and Conditions of

Supply.

23



MO06 - End tracking 1

* Include all M04 Fail Scenario 1 (NO TRANSFER READ RECEIVED)

* Count each day of “lateness” to encourage swift resolution of missing transfer reads

MARCH 2024 APRIL 2024 MAY 2024 JUNE 2024 JULY 2024

A

MO4 REPORTING PERIOD @O MPF REPORT RUN

Transfer Date
/ RSD within T108.R

/ MO04 CUT OFF
READ WINDOW > O Estimated submission

window

No meter read found

END Tracking 1
Read received
within read

MO6 REPORTING PERIO @© MPF REPORT RUN window,
@) o submission date
T T ends daily count

MO6 REPORTING PERIOD @© MPF REPORT RUN

— MO6 DAILY TRACKING

READ DATE T105.R RECIEPT DATE

24



MO06 - End tracking 2

MARCH 2024

Include all M04 Fail Scenario 1 (NO TRANSFER READ RECEIVED)

APRIL 2024 MAY 2024

REA

D WINDOW —»

A

MO4 REPORTING PERIOD @O MPF REPORT RUN

Transfer Date
/ RSD within T108.R

MO04 CUT OFF
O Estimated submission /

window

No meter read found

MO6 REPORTING PERIOD @© MPF REPORT RUN

— MO6 DAILY TRACKING

MO6 REPORTING PERIOD

Count each day of “lateness” to encourage swift resolution of missing transfer reads

JUNE 2024

@© MPF REPORT RUN

P
«

JULY 2024

END Tracking 2
Cut off after 6
weeks

25



MOG6 - All lateness




MOG6 - All Lateness

FAIL SCENARIO 1

NO READ RECEIVED

FAIL SCENARIO 2 M_06
E READ DATE OUTSIDE OF READ WINDOW

Mo04

Proportion of
successful
transfer reads

Lateness of transfer

FAIL SCENARIO 3 meter reads
READ SUBMITTED OUTSIDE OF SUBMISSION
WINDOW

FAIL SCENARIO 4

READ DATE OUTSIDE OF READ WINDOW
READ SUBMITTED OUTSIDE OF SUBMISSION

WINDOW

S I:)eafl & * Missing reads, late read date and late submission date all tracked
u I')‘“:s'o“ « Will have failed on M04 for not meeting SLA — M06 to track how late the failure was/is
ate .

Represents all lateness equally
Scenarios 2,3 & 4 will appear on one report only
Scenario 1 will appear until “end” reached



MOG6 - Starting point (Missing)

Include all M04 Fail Scenario 1 (NO TRANSFER READ RECEIVED)

Count each day of “lateness” to encourage swift resolution of missing transfer reads

MARCH 2024 APRIL 2024 MAY 2024

JUNE 2024 JULY 2024

A

MO4 REPORTING PERIOD @O MPF REPORT RUN

Transfer Date

/ RSD within T108.R MO04 CUT OFF
O Estimated submission
window
‘N

READ WINDOW

T~

No meter reg

—

MO6 REPORTING PERIOD @© MPF REPORT RUN

F

— MO6 DAILY TRACKING

\ Start count at

the end of the
submission
window

28



MO06 - Starting point (Read date late)

Include all M04 Fail Scenario 2 (READ OUTSIDE OF READ WINDOW)

MARCH 2024 APRIL 2024 MAY 2024

A

MO4 REPORTING PERIOD @O MPF REPORT RUN

Transfer Date

ithi MO04 CUT OFF
READ WINDOW JRSD within T108.R
\ O Estimated submission

window

—

l MO6 REPORTING PERIOD @© MPF REPORT RUN

JUNE 2024

—1

\ MO6 DAILY TRACKING <

JULY 2024

Start count at
the end of read
window

29



MOG6 - Starting point (Submission late) Most

* Include all M04 Fail Scenario 3 (SUBMITTED OUTSIDE OF SUBMISSION WINDOW)

MARCH 2024 APRIL 2024 MAY 2024 JUNE 2024 JULY 2024

A

MO4 REPORTING PERIOD @O MPF REPORT RUN

Transfer Date

ithi MO04 CUT OFF
READ WINDOW JRSD within T108.R
\ O Estimated submission

window

—
True submission
window
MOG6 REPORTINIG PERIOD @© MPF REPORT RUN Start count at
the end of the
true
- submission
™~ MO6 DAILY TRACKING <= window

30



MO6 - Starting point (Read & Submission late)

MOSL

Include all M04 Fail Scenario 4 (READ DATED LATE AND SUBMITTED LATE)

MARCH 2024

APRIL 2024

MAY 2024

A

MO4 REPORTING PERIOD

Transfer Date

@© MPF REPORT RUN

ithi MO04 CUT OFF
READ WINDOW J RSD within T108.R
O Estimated submission
window
o —O
True submission
window
MO6 REPORTING PERIOD @© MPF REPORT RUN

\

\ MO06 DAILY TRACKING

y

JUNE 2024 JULY 2024

Start count at
the end of the
read &
submission
window

31



MO6 - All Lateness - End scenarios

MOSL

FAIL 1

FAIL 3 FAIL 2

FAIL 4

NO READ RECEIVED - Final cut off at 6 weeks post transfer date To work
identically to how
it would for
READ RECEIVED — Submission date ends daily count missing only

READ RECEIVED — Read date ends daily count

READ RECEIVED — Submission date ends daily count

READ RECEIVED — Read date & Submission date used collectively to end daily count

32



PAG View on options




Metric Design - M06 MOSL

PAG Feedback

What are your overall thoughts?

Any concerns?

Any proposals to change the design?

Does the design promote the appropriate behaviours?

PP PP

34



Metric link - M06 options

Mo04

Proportion of
successful
transfer reads

Read &
Submission
Date

> B P>

>

> B P>

>

FAIL SCENARIO 1
NO READ RECEIVED

FAIL SCENARIO 2
READ DATE OUTSIDE OF READ WINDOW

FAIL SCENARIO 3
READ SUBMITTED OUTSIDE OF SUBMISSION
WINDOW

FAIL SCENARIO 4
READ DATE OUTSIDE OF READ WINDOW
READ SUBMITTED OUTSIDE OF SUBMISSION
WINDOW

FAIL SCENARIO 1
NO READ RECEIVED

FAIL SCENARIO 2
READ DATE OUTSIDE OF READ WINDOW

FAIL SCENARIO 3
READ SUBMITTED OUTSIDE OF SUBMISSION
WINDOW

FAIL SCENARIO 4
READ DATE OUTSIDE OF READ WINDOW
READ SUBMITTED OUTSIDE OF SUBMISSION
WINDOW

000@

MO06

Lateness of missing

transfer meter reads

MO6

Lateness of transfer
meter reads

35









Upcoming PAG workshop(s) MOSL

For discussion oetail

Pl EVARS MPF Metrics* MOQ9 -Proportion of transferred SPIDs that have an estimated meter reading

MPF Metrics* MO1 - Cyclic meter reads performed within SLA (biannual or monthly) & MO03 Lateness of overdue cyclic
meter reads

MPF Metrics* TBC - MO1 - Cyclic meter reads performed within SLA (biannual or monthly) & M03 Lateness of overdue
cyclic meter reads

MPF Metrics* TBC - M01 - Cyclic meter reads performed within SLA (biannual or monthly) & M03 Lateness of overdue
cyclic meter reads

LIS MPF Metrics* M15 Average lateness of failed SLAs for bilateral Requests & M18 Proportion of SLAs for bilateral Requests
completed on time

*Subject to change

AOB

CD 1200 38



List of Metrics -Key Performance Indicators (KPIs)

M01 Cyclic meter reads performed within SLA (biannual or monthly)

MO02 Proportion of smart meters read

M03 Lateness of overdue cyclic meter reads

M04 Proportion of transfer meter reads performed within SLA

MO05 Proportion of transfer meter reads submitted within SLA

M06 Market Lateness of overdue transfer meter reads
meter KPIs

MO7 Proportion of consumption from cyclic meter reads performed within the biannual or monthly Service Level

Agreement (SLA)

M08 Proportion of consumption settled on actuals vs estimates for smart meters

M09 Proportion of transferred SPIDs that have an estimated meter reading

M10 Number of Long Unread Meters (LUMs) with an outstanding B5 or C1 bilateral transaction request

M11 Proportion of complete and accurate customer name/banner name and Standard Industry Classification (SIC)

code

M12 Data KPIs |Proportion of premises address data accuracy

M13 Proportion of unassured long-term vacant (LTV) premises

M14 Proportion of meters with credible GIS coordinates

M15 . Average lateness of failed SLAs for bilateral Requests

M16 rSeerf; Proportion of deferred ORIDs

M17 KPls Average length of deferrals per ORID

M18 Proportion of SLAs for bilateral Requests completed on time

M19 Cyclic non-market meter reads performed within SLA (biannual or monthly)

M20 m,:?;et Proportion of consumption from cyclic non-market meter reads performed within the biannual or monthly Service
meter KP|s|Level Agreement (SLA)

M21 Lateness of overdue cyclic non-market meter reads

CD 1200
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Key design principles (1/2) MOSL

1. KPlIs
» How each KPI is defined and calculated (and how any associated charges are calculated, if applicable) will be
set in code
« KPIs can only be created, removed or changed through changes to the code

2. Target Performance Levels
« Target performance levels for KPIs (excluding those used for BR-MeX incentives) will be defined outside code.
The PAC is responsible for maintaining these.
» The code will set out the steps that must be followed for PAC to change these. Changes must be consulted on,
and parties must be given notice of changes

3. Other metrics
* Market metrics (Market Indicators and Additional Metrics) will be defined and maintained outside of code. The
PAC is responsible for these (API process is driven by MOSL currently).

» The code will set out the steps that must be followed for PAC to change these. Parties must be given notice of
changes

CD 1010
41



CD 1010

Key design principles (2/2)

MOSL

4. Performance Assurance Committee (PAC) meetings

PAC will meet quarterly as a minimum, more frequently as required.

5. Reporting metrics

KPIs will be presented through public peer comparisons which rank parties against each other, with the target
performance level clearly shown

The PAC may remove peer comparisons from public viewing in exceptional circumstances

Market Metrics (i.e. Additional Metrics and Market Indicators) can be presented on dashboards that are
publicly accessible, but there will be no direct ranking of parties against one another. The PAC may request
ranked views of these metrics.

6. BR-MeX

Only KPIs can be used to inform BR-MeX incentives
Where Ofwat has chosen a KPI for BR-MeX, its link to BR-MeX will be set in code

Such KPIs will be reported through MPF peer comparisons, but will not incur penalties or rewards through the
MPF (although it may still require a Wholesaler to directly compensate a Retailer)

Where performance against a KPl used in BR-MeX is low, Ofwat will determine outcomes in terms of any
relevant BR-MeX outperformance payments or underperformance penalties

The relevant KPI and its link to BR-MeX cannot be changed outside a code change. 42






Report run date (MPS16 & 17 Logic)

MOSL

The “run date” cannot be scheduled until both the read window and the submission window have
passed for transfers where the read could be received within the reporting period.

This is to allow the opportunity for reads to be submitted where the read window reaches the end of the
reporting period.

JAN

FEB

1| 2| 3| 4] s| 6] 7| 8] 9] 10| 11] 12| 13| 14 15| 16] 17

18| 19| 20 21

23| 24| 25| 26| 27| 28| 29| 30| 31

1| 2| 3| 4] s| e 7| 8] 9 10] 11] 12

—
L

Example:
Reporting period = Calendar Month

READ WINDOW

READ WINDOW

SUBMISSION WINDOW

TRANSFER DATE |-

Latest transfer date = 7BD’s before the end of the calendar month
Submission window = 8BD’s after the end of the read window

REPORT RUN

44




MO04 Unmerged — How to pass the metric

MOSL

If there is a read dated

within the “read window”

SLA (currently -2, +7BD'’s of

the transfer date)...

JAN FEB
1| 2| 3| 4] s| e 7| 8| 9 10| 11| 12| 13| 14 15| 16| 17| 18] 19| 20| 21| 22| 23| 24| 25| 26| 27 28] 29| 30| 31| 1] 2| 3| 4] 5| 6] 7| 8] 9] 10] 11| 12| 13
M4 RW E MO04 READ WINDOW
R|R g R|R|R|R|R|R|R|R‘R|R|R »f|¢|¢|¢|¢‘~f|¢|¢|¢|¢|¢|¢|¢‘¢|«|¢|¢|¢‘¢|¢|¢|¢|¢|¢|¢|¢‘¢|¢ §
2 i
o o
-
R

The “unmerged” metric allows for the read
to be submitted at any time up to the
“report run” to PASS M04 (as submission
window is not taken into consideration)

45



MO5 Unmerged - How to pass the metric

JAN

FEB

—y

2

3

s| 6] 7| 8] 9f 10] 1] 12 13] 14| 15

16| 17| 18| 19| 20| 21| 22| 23| 24 25| 26| 27| 28] 29| 30| 31

1| 2| 3] 4| s| s 7| 8 9f 10] 11| 12

—
[#8]

RwW

READ WINDOW

TRANSFER DATE | ..

| R

MO5 SUBMISSION WINDOW

\

[vIvivv]v]v]v]v]v]v

|le|le|e|e|e|e|e|e|e|e|e|e|(c|e|e|z|e|(e|e|z|e|e|e|z|=

l

|

The metric is passed if the
read is submitted within the
submission window SLA
(currently 8BD’s after the

read date)

46
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UNMERGED

MO04 Unmerged - Scenario MOSL

SCENARIO

SUBMITTED BEFORE THE REPORT IS RUN. THE READ
COULD BE SUBMITTED UP TO 18 BUSINESS DAYS LATE (C.
3.5 WEEK DELAY ON OUTGOING BILL)

|
JAN FEB
W] 2] 3 o] 3] e[l 7] o[ of wo] 1] 12[ 3] v4] 15] 16] 17 18] 9] 20] 21] 22] 23] 24 25] 26] 27] 28] 29 30] 31] 1] 2] 3] 4] 5] 6 7] 8 o] w0 14| 12|13
| RW | W READ WINDOW
| = ||r SUBMISSION WINDOW | < —=| 5
| E - SLA SUBMISSION WINDOW NOT TRACKED WITHIN M04, THUS 26 BD'S AVALIABLE TO SUBMIT READ BEFORE REPORT 1S RUN / ::E
LL o
I z _— z
< o2
I = MO04 PASSED IN THIS SCENARIO AS LONG THE READ IS
|
|
|

47



UNMERGED

MO5 Unmerged - Scenario MOSL

SCENARIO

WITHIN 8BD'S OF THE READ DATE. THE READ IN THE
ABOVE SCENARIC IS OVER 2 WEEKS LATE BEING TAKEN

I

| AN FEB

I 1| 2| 3] 4] s| 6] 7] 8| 9| 10] 1] 12] 13| 14] 15] 16] 17| 18] 19] 20| 21| 22| 23| 24| 25| 26| 27] 28] 29| 3p| 31} 1] 2| 3| 4] 5| 6] 7| 8] of 10| 11] 12| 13

MO4 RW E MO4 READ WINDOW <+ * | R MO5 SUBMISSION WINDOW

I < SLA READ WINDOW NOT TRACKED.MR DATED 11 BD'S OUTSIDE OF M04 SLA, BUT PASSED M05 vl ]v]~v]v]~]~ 5

I im] =

I s o
F i

' E MO5 PASSED AS LONG AS THE READ IS SUBMITTED =

I

I

I

48
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