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Agenda

B " T

Welcome & update Chris Dawson (Chair) 10 mins
2 M18/M15 Transitional SLAs Katy Woodhouse 50 mins
3 O.PS Da'shboard & Holistic Reporting Open Katy Woodhouse 50 mins
Discussion
4 Upcoming PAG workshops & AOB Chris Dawson (Chair) 10 mins

Total: 2 hours




Housekeeping MOSL

@ Welcome all — please introduce yourself in the chat

Workshop format — input and feedback needed

We will allow time for discussion and questions
/NTD Questions via mpfreform@mosl.co.uk

Q MOSL Website for Agenda, Minutes & Slides



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

Programme plan
Overview v4.2 (November 24)

| Ofwat o T Part C
PBudge BRMex KPIs
. . ecisio A BRMex hase 1
Key meetings/milestones : D Iwwew Nives D
€ce V &'Rasf D
CCC MO1 Cyclic meter reads performed within SLA, biannual or monthly
_ . PAC MO02 Prop of smart meters read
Part A - governance De5|gn R it t MO04 Prop of transfer meter reads performed/submitted within SLA
GO1, G02, GO3, GO4 ecruitmen PAC meetings start MO06 Lateness of overdue transfer meter reads
LV Kk/ \} \ ViRV MO7 Prop of consumption settled on actuals vs estimates
Part B — non-financial M08 Prop of consumption settled on actuals vs estimates for smart meters
MO09 Prop of transferred SPIDs that have an estimated meter reading
focks Design M10 Number of Long Unread Meters with outstanding B5 or C1 bilaterals
TO1 Market entry assurance M11 Prop of complete and accurate customer/banner name and SIC code
T02 Assurance statements Templates & ewde e M12 Prop of premises address data accuracy
T06 Additional metric mtr'g guidance Handover to BAU teams Operational M13  Prop of unassured long-term vacant (LTV) premises
. performance M14  Prop of meters with credible GIS coordinates
TO7 Targeted audits S v . -
oo ) standards to M15 Avg lateness of failed SLAs for bilateral requests
TO8 Rectification & escalation be retired M16 Prop of non-deferred ORIDs
n  — M17 Average length of deferrals per ORIDs
Part C - KPIs (BRMex) Part C BR-Mex: M18 Proe of SLAs for bilateral Requesfs i:ompleteo.:! on time
. M19 Cyclic non-market meter reads within SLA (biannual or monthly)
M12, M15, M18 (TBC) BR-Mex metrics ; o
1 ] ] M20 Prop of consump'n fr cyclic non-mkt meters in biannual/monthly SLA
| I
Part C - KPIs (Phase 1 .
T Vs MO4(M06 MO; Part C phase one: Part C phase one: MPF 1 switched off
« M02, M4, M06, MoS, Priority KPIs Shadow reporting .
M19, reporting 1 1 1 I I
Part C - KPIs (Phase 2) Part C phase two: Part C phase two: g
MO07, M08, M10, M11, M13, Enhancement KPlIs Shadow reporting =
M14, M16, M17, M20 ] 1 1
Part D - financial tools ) .
T03 Data quality audit Design Build
TO4 Peer comparison
T05a Monthly penalties, l{Q/A QQ/A I{Q/A P\?/A
annual rewards Consultation 4 Consultation 5
TO5b Compensation payments N Scale of incentives
+ Self-serve reporting performance '
standards and cap
!’aJ_t Et_ M::s:kedtd't' | Part E: Additional metrics & [
Indicators & additiona market indicators =
metrics
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MPF - M18 & M15 Bilaterals - Go-Live April 2025 M©SL

Phase 1: priority KPIs & BR-Mex

®
MO1 - Cyclic meter reads performed within SLA (biannual/

monthly)
MO02 - Proportion of smart meters read
MO04/05 - Proportion of transfer meter reads performed/

submitted within SLA M15 Average lateness of
MO6 - Lateness of overdue transfer meter reads falled SLAS fOI‘ bllate ral

MO39 - Proportion of transferred SPIDs with estimated reading
M12* - Proportion of oremises address data accuracv req u ests
M15* - Average lateness of failed 5LAs for bilateral Requests

M18* - Proportion of SLAs for bilateral requests completed on

time

M189 - Cyclic non-market meter reads performed within SLA M 18 P o pO I’tIO N Of S LAS
SIEnTEEIoEmanti for bilateral requests

® .
completed on time

To go live: November 2025




Agenda M18 & M15 MOSL

1. Transitional SLAs live during Go-Live (\
2. Dashboard Reporting
3. Holistic Reporting



MOSL

al SLAs live during Go-Live

to SLAs that aren’t closed during Go-Li
o April 2025?

1. Transiti

What happe
period Marc

(] y / | | (4
Proposing n break” approach



Issue: The pass/fail reporting trigger for OPS is different
than M18

« Transitional SLAs = any Request outstanding (i.e. not closed) and SLA ended on 1st April go-live

Any bilateral open at
transition, but failed
its SLA, won’t
automatically trigger
either framework

OPS

Triggered at bilateral
closure

M18
Triggered at SLA
completion




Transitional SLAs - Clean Break Approach MOSL

Thanks to Noel for submitting scenario

Condition at transition from 31 March to 1 April Treatment of SLA pass/failure

Condition 1 OPS SLA ended, Bilateral Closed Counted as pass/fail in OPS
L OPS SLA ended before 1 April Not counted in OPS
Condition 2 . ’ .
Bilateral Open Not counted in M18
Condition 3 OPS SLA end date not yet met, Counted as pass/failin M18
Bilateral Open

Condition 4 Bilateral doesn’t exist. Raised AFTER 1 April Counted as pass/failin M18 Note:
also

Condition 4 isn’t raised yet, will be in MPF iuﬂigﬁ
(0]

10



Condition 2: Number of SLAs

December

10,167
“Fails” = 549

Approx half are F5

September
10,187
“Fails” = 1053

October

11,492
“Fails”=1029

November

11,486
“Fails”=841

"y

MOQSL

There were 26 Retailers with SLAs ended in December 2024, that would mean

an average of 21 “failed” SLAs to be reviewed each
2,340 of the 10,167 SLAs were ended before December 2024

For Wholesalers to be held accountable (pass and fails), Retailers need to
review these requests

n



Transitional SLAs live during Go-Live MOSL

1. Any bilateral request open on 15t April, but already completed (failed/passed) its
SLA in March or before, won’t automatically be part of M18

2. When M18 goes live on 1st April, any SLAs that aren’t ended will be part of M18
when the SLA ends (Condition 3)

3. In preparation for 1st April go-live, can TPs close requests to prevent SLAs not
being captured in either OPS or MPF (if completed on 315 March, only few hours
for retailer to review & close)

4. SLA completed in April but not closed or still outstanding SLAs will be reported on
in May reports

12



MOQSL

2. Dashboard Reporting

What will replace the OPS dashboard? What does M18
dashboard reporting look like?

Open discussion - Jon Fuller request

13
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“Human-readable”
reporting

Public Customer focused
(hosted on NEW
customer-focused area
on MOSL website (or
pushed to re-vamped
Open Water Website?))

Last updated
in April 2025

Published from
May 2025

———————>

Published from
December 2025

(Assuming Nov
Implementation date)

(May be a
subset /roll-up
of holistic
reporting® or
other views to

include trends)

Public Industry focused
(hosted publicly on MOSL
website)

OPS
Dashboard
(Legacy data
- frozen)

Holistic
Reporting

(tables)

Dashboard(s)
(inc above peer
comparison tab)

Wholesaler

Industry focused (hosted
on MyMOSL)

Holistic
Reporting
(trends)

Committee Reporting
(drawn from
combinations of the
above)

Holistic
Reporting

(tables
and
trends)

Wholesaler
Dashboard(s)
(extracts)




As-Is OPS Dashboard — Overview Tab

Operational Performance Standards (OPS) dashboard
Overview

Total tasks
753K

O a0k

15K

10K

QO

0.2M

Trading Parties

On time tasks Late tasks Performance

710K 43K 94.27 %

Trend of task completion and performance

@ Completed On time @ Completed late 4 Performance M Market Performance

95 %
| III||IIII|II||||I|II||I|I||||||I| I|| || ||||||| :
2020 2021 2022 2023 2024
Task completion and performance by standard
@ Completed on time @ Completed late 4 Performance
100 %
R MERAER SR SR SR JEC N . . . o * ¢
L ] * * * * & *
. @
¢ .

80 %

Source
Select all
Bilaterals

Legacy

Period
Grouped by financial year
Select all

MOSL
)

ahs of 01/10/2024 Legacy data as of 01/03/2024  Last update 04/11/2024:07:30

- 2024/25
01/04/2024
01/05/2024
01/06/2024
01/07/2024

M18 & M15 add
toggle

Wholesalers
Grouped by type

L Search
Select all
o MNAY

nglian Water

Northumbrian Water

Select all

Mees P R Actm e




As-Is OPS Dashboard — by Standard ..

* Remove the Self-Reported/legacy standards (not updated
since March ‘24)
e Show M18/M15 standards combined?

Task completion and performance by standard

@ Completed on time ® Completed late 4 Performance

. .00 0’00"”*.
0.2M * * . * .

0.1M

0.0M —_— l.—-—_ -.— | _-_ N N

SN2 PP PP o5 (NP (A0 (2P (B3P (IR (0 (5P (6D (5P (O AP (BB WO AP WP WP R \goe' 1'%,\,5-% Vo

Overview

Total tasks On time tasks Late tasks .
780K 736K 45K 94.27 %

. - R . . . " 100 %
* . .
80 %
II 60 %
- I___
e- YAt @t ot M o e.‘\‘

A S A DA 5\-"



As-Is OPS Dashboard - Trading Parties Tab

Operational Performance Standards (OPS) dashboard I N~ MQSL

@Trad'ng Pa rty Compa rison y deta as of 01/03/2024  Last updare 0312120240757 | Filter by BR-

Outstanding - Legacy only | Rejections - Legacy Only Source MeX trad | ng

All ~

Task completion volume and performance by Trading Party pa rtieS, and
Periods

Grouped by financial year non- BR-M eX
* 100 % Select all

* ¢ o 2024/25 tradin g

- 2023/24

01/04/2023 parties?

01/05/2023

@ Completed on time @ Completed late @ Completed extremely late # Performance

*

<

150K

01/06/2023
* Wholesalers
Grouped by type
P Search

Select all
60% A~ NAV

80 %

100K

Leep Networks
-~ WaSC
Anglian Water
MNorthumbrian Water
40 % Severn Trent Water
South West Water

[ OPS
. . . ] . T
O 0K I e 209% /O Search
A A3 33 X X X 33 < A A

50K

\ A9 ) X 5 ]
\‘w&e \“ ,a&e \x& 3&0 \ﬁ a.@ \g\ a&@ o‘* « 6\}5 y Select all .
¢ 2@ o £ 3] 5 &* o ~ Part B: Metering
o A8 e NS o
< AN ) o < e O
¢ & * ° o WY R <@ Bia
« PESN S AR
ye Qo 6"% *(0 B3a
= — A3h




As-Is OPS Dashboard — Detail Tab

Duplication of information published on 2 different dates

Operatic.mal Performance Standards (OPS) dashboard
© Detail

Bilaterals data as of 01/11/2024 |Laeroao oo

Trading Parties

MOQSL

V3/2024  Last update 03/12/2024:07:57

Bilaterals OPS data Confirm hosting location of

Reporting Period Trading Party SLA Name  SlAs SLAs Completed  SLAs Completed SLAs Completed this. is there a need to
Completed = Within Time Late Extremely Late ’

downloaded this?

To-Be - Detail tab will have Peer Comparison Report. This won’t be published separately any longer.

Reporting period Org ID SLAs Completed SLAs Completed SLAs Failed Proportion of SLAs Average Lateness  Total Lateness
on Time completed on time (BDs) (BDs)
e.g. April e.g. MOSL e.g. 100 e.g. 50 e.g. 50 e.g. 50% e.g. 25 e.g. 1000
Water

Changed formatting of this report since last PAG



As-Is OPS Dashboard — About Tab

Operational Performance Standards (OPS) dashboard

Trading Parties

Bilaterals data as of 01/11/2024 Legacy data as

OSL

pdate 03/12/2024:07:57

©About Wording will be

Operational Performance Standards

Standard

Standard Title

Standard Charge

Associated Process  Process Description

Process Group

updated and

include definitions
of new M18 & M15

Bla Meter Installation 40.00 B1 Installation of a meter performed by the Wholesaler Part B: Metering

B3a Meter Accuracy Test - Site Visit 40.00 B3 Meter accuracy test performed by the Wholesaler Part B: Metering a d d itlo ns

B3b Meter Accuracy Test - Completion 40.00 B3 Meter accuracy test performed by the Wholesaler Part B: Metering

B5a Repair or replacement of a faulty meter performed by the 40.00 B5 Repair or replacement of a faulty meter performed by the Part B: Metering
Wholesaler Wholesaler

Cla Verification of meter details or meter supply arrangements 40.00 C1 Verification of meter details or meter supply arrangements Part C: Confirmation and verification
(Retailer Requested) of supply arrangements

Clb Verification of meter details or meter supply arrangements 40,00 C1 Verification of meter details or meter supply arrangements Part C: Confirmation and verification
(Wholesaler Initiated) of supply arrangements

C2a Gap Sites identified by the Wholesaler - Visit 40.00 C2 Gap Sites identified by the Wholesaler Part C: Confirmation and verification

of supply arrangements

C3a Gap Sites identified by the Retailer — verification, visit and 40.00 C3 Application in respect of Gap Sites proposed by the Retailer Part C: Confirmation and verification
meter installation of supply arrangements

Cda Missing Service Components identified by the Wholesaler or 40,00 C4 Missing Service Compeonents identified by the Wholesaler or the Part C: Confirmation and verification
the Retailer (Retailer Requested) Retailer of supply arrangements

Cab Missing Service Components identified by the Wholesaler or 40.00 C4 Missing Service Components identified by the Wholesaler or the Part C: Confirmation and verification
the Retailer (Wholesaler Initiated) Retailer of supply arrangements

C5a Deregistration of a Supply Point (including as a result of an 40.00 C5 Deregistration of a Supply Point (including as a result of an errorin ~ Part C: Confirmation and verification
Exit Change of Use) or removal of Service Components at Registration or a change of circumstance) or removal of Service of supply arrangements
the request of the Wholesaler - Notification Components at the request of the Wholesaler

Céa Deregistration of a Supply Point (including as a result of an 40.00 C6 Application in respect of Deregistration of a Supply Point Part C: Confirmation and verification

Contact Version history

For more information on this dashboard
nlease raise a anery in MYMOSI if von

Date Version Description




MOQSL

3. HolisticReporting
What will holistic reporting look like for M18 & M15?

21




MOSL

Retailer Holistic
Peer not impacted

As-Is Holistic Peer Comparison

Retailers with more than 5,000 SPIDs

Vacant with Long Unread Complaintsto Complaints to

Rmiler Tables s pI it by: gl Consumption Meters Retailer ccw S AveraenX s has

Water2business 95.35% 100.00 % 99.46 % 94.02 % 5.05 0.06 97.21%

Data Quality

Pennon Water Services 91.86 % 99.93 % 99.75% 94.25% 7.18 137 96.45 % 2 b M 1 8 & M 1 5
Everflow
: o “Retailers with fewer than 5,000 S'g‘:l'f‘;uppw v Retaite Y
+ more than 5000 SPIDs Retailers -
, ore than s Retailers e
O O rt u n I t Castle Water MPS Data Quality ST Data Quality c‘;::u"r::m l°:::::’d RenkSum  Average%  Total Rank
Business Stream - - Kellogg Company of Great Britain X 100.00 % 100.00 % 100.00 % 1
Clear Business Water 99.53 % 100.00 % s UL Blackpool Borough Coundil X 100.00%  100.00%  100.00% ] 2
t h . ADSM 98.44 % 100.00 % Stonegate Pub Company ¥ 100.00%  100.00% 99.83 % 12 99.88 % 3
PY f t h 5 O O O S P I D R t | 2 = § John Lewis 97%  10000%  100.00%  100.00% 15 99.24% 4
O C a n ge ewe r a n S e a I e rS z::::sr\/:st::l«laler 95.98 % 100.00 % R Coca-Cola 100.00 % 100.00 % 100.00% 19 95,83 % 5
Arla Foods 100.00 % 100.00 % X 20 93.75% 6
. Hafren Dyfrdwy 57.89 % 100.00 % 8 icosa Water 10000%  100.00% ’ 21 93.48% 7
t h e re p O rt I n g ConservAqua 93.22 % 99.90 % K Whitbread 11% 100.00 % 100.00 % .78 9 22 99.22% 8
o d Sefton Council o 6 100.00 % 100.00 % . 23 99.50 % 9
. YU Water 69.81% 100.00 % B Nottingham City Council . 10000%  100.00% 29 97.29% 10
) S e | f_ S u | a n d N AV Reta | | e rS The Water Retail Company 82.48 % 99.61 % X: Marstons - 10000% | 99.79% 31 99.83% 1
S l I t David Lloyd Leisure .44 % 100.00 % 100.00 % & 32 97.68% 12
. Elis UK 100,00 % . 32 97.63 % 13
Greene King 100.00 % 34 99.72% 14
J Sainsbury 100.00 % 35 99.70% 15
BT 100.00% 35 99.51% 16

Wholesaler Tables split by:

 Wholesalers with more than
1,000 supply points

 Wholesalers with fewer than o
1,000 supply points and NAV

Customer

Metering & 5
Service &

verification

Data Quality

Vacant with

Consumption Meters

Long Unread

Albion Water

RankSum

Wholesalers with more than 1,000 supply points

iwholesalers

of
Hafren Dyfrdwy

Icosa Water

Albion Water

See enlaraed ima:

Dwr Cymru Welsh Water
Independent Water Networks
Veolia Water Projects

Leep Water Networks

Legacy Long

Long Term
e Unread

Vacant

Wholesale
Long Unread

uuuuu

100.00 %

Average%

;Wholesalers with fewer than p & 000 supply pomts and NAV

Legacy Long Wholesale

Long Term
Vacant

Unread Long Unread RankSum  Average%
Meters Meters

100.00 % 100.00 %
100.00 % 100.00 %
100.00 % 100.00 %
100.00 % 100.00 %
pULKLES 100.00 %

100.00 % 100.00 %
100.00 % 100.00 %
98.88 % 99.32 %

Bilateral Days RMEX Overall
Score

Past SLA

Total

9 98.82 %

9 98.57 %
13 80.00 %
20 96.07 %
20 92.91%
29 82.52%
47 64.06 %

RankSum

42 54.55% 17

Total Rank

| Rank

W NOLEWN

Total Rank

Average%

Disconnection

Meters

Meters



Holistic Peer Comparison

Wholesalers with more than 1,000 supply points

Remove Replaced by M12

Customer
Service &
Disconnection

Metering &
verification

Long Term
Vacant

Portsmouth Water 99.07 %

Affinity Water 97.49 %
Yorkshire Water 99.31%
Bristol Water 98.08 %
United Utilities Water 99.68 %
South West Water 98.24%
Southern Water 99.02 %
Severn Trent Water 97.39% 99.58 %
South East Water 95.24% 98.65 %

98.59 %
94.79 %
97.97 %
97.87 %
98.63 %
95.52 %

85.12%
94.61%
93.88 %
96.12 %
92.64 %

Anglian Water
Northumbrian Water
Sutton and East Surrey Wate
Wessex Water

Thames Water

South Staffordshire Water

66.63 %

Legacy Long
Unread
Meters
99.99 %
98.87 %
98.93 %
99.99 %
98.23 %
99.68 %
99.37 %
98.29 %
99.67 %
99.41 %
98.97 %
99.75 %
99.98 %
98.07 %
98.89 %

Wholesale
Long Unread
Meters
0.18
1.03
0.61
0.76
0.97
2.42
243
4.17
1.98
1.68
0.80
0.45
0.52
3.29
13.71

Add M18 & M15 to
replace Bilats
Days Past SLA

Add B-Mex

Bilateral Days | RMEX Overall
Past SLA Score

RankSum Average% Total Rank

AR 30.00% 32 97.08 % 1
0.00 87.50% 63 95.44 % 2
7.59 80.91% 56 96.58 % 3
7.18 81.43% 66 96.15% 4
24.54 83.85% 69 96.77 % 5
11.17 79.17 % 97.03% 6
2.53 79.17% 73 96.06 % 7
4.03 74.00 % 73 95.35% 38
7.46 64.00 % 83 93.76 % 9
26.71 80.00 % 87 94.92% 10
0.52 83.33% 88 91.67% 11
26.66 81.25% 90 92.55% 12
0.65 76.67 % 91 88.32% 13
14.15 63.08 % 111 90.59 % 14
58.91 76.67 % 131 84.64 % 15

New metrics e.g. M19
to be added later
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Upcoming PAG workshop(s)*

22 January 2025
30 January 2025
5 February 2025

>

OB

*Subject to change

Charges and performance standards for MO1, M19, M02
Charges and performance standards for M04, M06, M09 Transfer Reads
TBC

26
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