Forward Work Programme
2014/15 to 2016/17
for Wales

What we have already
delivered for water consumers
Each year we review what we have achieved for water consumers. Our key numbers below show that we
continue to deliver on the issues that matter to them, and show the difference we have made since 2005
when we were established and our performance in Wales over the last two years (where applicable).
£106 – the average amount by which the Price Review 2009 was better for
each Dŵr Cymru Welsh Water customer compared to 2004 when prices went
up by £78.
£2.16 million – the amount we helped return to domestic and business
customers in Wales in compensation and rebates since 2005. In 2012-13 we
helped to return around £62,000, more than the £52,000 in 2011-12.
Almost 13,000 complaints and enquiries handled by our office in Wales since
2005, out of which almost 11,000 were for the water companies operating
mainly in Wales.
1,551 complaints and enquiries handled by our office in Wales in 2012-13, an
increase from 1,435 in 2011-12. Out of these 783 (2012-13) and 785 (2011-12)
related to water companies operating in Wales.
68% reduction in customer complaints to water companies from the 2009-10
peak, due to CCWater’s continued pressure on them to get it ‘right first time’.
75.9% customer satisfaction with CCWater’s quality of service in 2012-13,
when resolving complaints against water companies in Wales.

Over 12 times increase in the number of metered customers receiving help
through the WaterSure equivalent scheme for vulnerable customers in Wales,
from 616 to 7,998 since CCWater’s project in 2007 to rebrand the scheme and
introduce a standard simplified application form. A further 19,640 unmeasured
customers now receive support under Dŵr Cymru’s Welsh Water Assist scheme
after being made available to non-metered customers in 2009.
20% increase in the number of measured customers registered for the
WaterSure equivalent schemes in Wales in 2012-13 (both companies).
And a 24% increase in the number of unmeasured customers registered for
help through Dŵr Cymru’s Welsh Water Assist since 2012-13.
Over 350% increase in consumers registered on companies’ Special Assistance
Registers in Wales since 2008, when we focused on encouraging companies to
raise awareness of the availability of the registers.
3,990 customers in Wales have visited our water meter calculator in the last
two years, identifying total potential savings of over £625,500
21p – approximately what we will cost each water bill payer in 2014-15, down
from almost 25p in 2008-09.

Our performance for 2012-13 is summarised in our Annual Review, and also for Wales in our Wales Annual Review. Our financial performance is reported in our Annual Accounts for 2012-13.
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Message from the Chair
of the Wales Committee
Despite these achievements there remains an important
role for strong independent consumer representation within
the water industry. More than nine out of ten household
customers have told us that it is important to have a
consumer body representing their interests about the water
and sewerage service they receive1. This is why we will
continue to work with the Welsh Government, regulators,
key stakeholders, and water companies in Wales to ensure
that the consumers’ voice and interests remain at the very
heart of the water industry and service delivery.
As we move forward into a new business year it’s good to reflect on
the many successes that the Consumer Council for Water (CCWater)
has been able to achieve for customers in Wales over the past 12
months. We’ve overseen a further reduction in written customer
complaints to water companies which is good news, as is the increasing
levels of support for vulnerable customers through the expansion of
existing support schemes. Companies in Wales are now committed
to introducing new social tariffs to assist those in most need. We are
continuing to ask that the water industry in Wales be more transparent
about any additional investment it makes for the benefit of its
customers, and to demonstrate it has considered customers’ views to
inform these decisions. We are ahead of most comparable consumer
bodies on acknowledgement and closure of complaints we receive
about water companies. All of these things have been achieved at a
cost of just 21p a year to each customer in Wales.

Affordability and value for money are now, more than
ever before, top priorities for customers, when household
budgets are under increasing pressure. Although
customers tell us they are generally satisfied with the
service water and sewerage companies provide, one in
eight customers in Wales tell us they struggle to pay their
water bill. One of the ways we plan to address this is by
working with companies to develop assistance schemes
which provide support to even more vulnerable customers.
These schemes need to be acceptable to customers who
will, at least in part, fund them. Based on the findings
of our 2010 customer research we continue to call on
companies and the UK Government to contribute to the
funding of support with water charges for those who are
financially vulnerable.
CCWater annual tracking survey 2012

1
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Message from the Chair
of the Wales Committee (continued)
The remainder of 2014 will continue to be dominated by the price setting
process and we will remain focused on challenging Ofwat and companies
in Wales to deliver business plans that are acceptable and affordable to
customers. One of the key ways of doing this will be through our continued
representation in the Customer Challenge Group (CCG) process and through
our participation at the Welsh Government Price Review 2014 Forum.
But our role in this process will not stop there. We are assessing now how
effective CCGs have been in delivering a good deal for customers, while
memories are fresh, and will further reflect once the regulator Ofwat has
made its final decisions at the end of 2014. Each year we will continue to
monitor and challenge companies on the implementation of the Price
Review outcomes they have said they will deliver for customers.
Market reform is set to change the landscape of the water industry
in England, and one of the key roles for CCWater in the future will be
supporting non-household customers in the new competitive market.
In Wales, we will clearly communicate with non-household customers
about the different market arrangements and services available to them.
Crucially though, if these reforms are to be successful they must not
disadvantage customers who do not have the choice to change supplier
and those customers who are service by both English and Welsh companies.
We are very keen to ensure that customers in Wales are not disadvantaged
as a result of this process.
Listening to what consumers tell us through our research is fundamental to
everything we do. One of the things consumers made clear to us in 2012 is
that they want us to provide them with independent knowledge and an insight
into the water industry so they can make informed decisions. We have already
had great success at getting our key messages across in the regional and
national media. But there is still room for us to have an even bigger impact
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through more media exposure, working in partnership with
water companies and by continuing to improve our website
to ensure consumers can find the information that they need.
Our water meter calculator continues to be a great success
and last year it helped thousands of customers identify
potential savings totalling over £625,500 in Wales. But we
want to see even more domestic customers use this online
tool so they can make an informed decision about whether
switching to a water meter will save them money.

“We are proud of our track record
of providing a strong voice for
consumers and pushing water
companies across Wales to improve
services for customers. ”

Our influence also remains crucial to ensuring the regulator
and Welsh Government pursue changes across the water
industry that deliver real benefits to customers. There is an
even greater need for a robust consumer body in the industry,
and CCWater is best placed to continue to fulfil this role.
Diane McCrea
Chair of the Wales Committee
Consumer Council for Water
Forward Work Programme 2014/15 to 2016/17 for Wales

Executive Summary
Forward Work Programme 2014/15 to 2016/17
for Wales
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Executive Summary
CCWater is the watchdog for water in Wales. Our Forward Work Programme sets out the key
focus of our activities over the next three years. It is based on what consumers have told us is
important to them. These issues are summarised in the paragraphs below, with a brief outline
of our work in each area. This is expanded on in more detail in the remainder of this document.
We continue to do all of this for about 21p per water customer in 2014-15.
Value for money

Right first time

Make delivering fair, affordable charges that are value for money,
a priority for water companies, to help ensure a sustainable water and
sewerage service now and in the future.

Press water companies to get their service to consumers
‘right first time’ and sort out problems quickly and
without hassle.

We will press water companies to deliver water and sewerage services at
a price that customers find acceptable. This will include work to influence
social tariffs and fair charges schemes, as well as more emphasis on
companies explaining how they share any gains with customers.

We will help household and non-household consumers
with their enquiries and help resolve their complaints
with water companies, with a focus on peer comparisons
of underperforming companies. We will work with the
water companies, Water UK and Ofwat to implement an
Alternative Dispute Resolution scheme to make binding
decisions on the few consumer complaints that reach
deadlock with their company, reducing the need for
customers to take their issue to court. We will monitor
the effectiveness of water companies’ incentives to drive
customer-focused company behaviour, and the impact
of the wholesale/retail regime on customer service
levels. Finally, we will target extra and improved help for
vulnerable customers.

We will work to ensure that customers who are ineligible to switch
supplier (e.g. household customers and ineligible non-household
customers in Wales2) are not disadvantaged by the new competitive
market in England. In Wales competition will not be extended to all
non-household customers. In England, the Water Bill will allow
competition for all non-household customers.
2
Eligibility for switching supplier will not change in Wales and currently customers of Dee Valley Water and
Dŵr Cymru Welsh Water can only switch suppliers if they use 50Ml and more. Customers of Severn Trent in
Wales can switch supplier if they use 5Ml or more and will be eligible to switch under the new competition
rules as intended by the Water Bill.
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Executive Summary (continued)
Water on tap
Pressing for safe, reliable, good quality drinking water that consumers
value and use wisely.
We will negotiate with companies to provide a safe, reliable water supply
at an acceptable price, and help consumers to use water wisely. We will
expect water companies in Wales to ensure that they prioritise leakage
in a way that meets their customers’ needs. Lastly, in association with the
Water Health Partnership for Wales we will react to inform and support
consumers if there are significant drinking water issues.

A sewerage system that works
Helping consumers have a sustainable sewerage service that works, with
minimal sewer flooding and that is used responsibly.
We will help consumers who suffer sewer flooding in their houses or other
areas of their property.
We will work with Welsh Government and respond to Wales related
planning policy consultations that may impact on Dŵr Cymru Welsh Water
customers. We will continue to work with Dŵr Cymru Welsh Water to
assess its strategy for resolving and mitigating the risk of sewer flooding
in areas across their geographical spread. We will also work with Dŵr
Cymru Welsh Water and Severn Trent to continue to focus and choose
cost-effective and sustainable solutions to surface water overloading
the sewerage system (such as Sustainable Drainage Systems or “SuDs”).
We will contribute to the development of sustainable drainage policy
and standards in Wales to help implement cost-effective and sustainable
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solutions to surface water to avoid overloading the
sewerage system. We will respond to Wales related
planning policy consultations that may impact on Dŵr
Cymru Welsh Water customers and continue to monitor
the impact and cost of the adoption of private sewers and
drains, as well as private pumping stations as they come
into water company ownership.

Speaking up for and informing
Water Consumers:
Being a trustworthy, independent voice that empowers
consumers by informing them about key water issues and
ensures Governments, companies and other stakeholders
understand water consumers’ views.
By working jointly with water companies and other
stakeholders to reduce duplication of work, we will deliver
impartial information to consumers. We will ensure that
our messages are given a higher profile by increasing our
partnership working, and through our improved website
with relevant consumer information such as tariffs, water
industry structure and signposting for the industry. We will
also deliver consistent messages as future legislation and
guidance is developed.

Forward Work Programme 2014/15 to 2016/17 for Wales

Who We Are, What We Do,
What We Cost
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Who we are, What we do,
What we cost
Who We Are
CCWater represents household and non-household water consumers in
Wales and England.

Our legal duties to consider the needs of, and deliver
for the vulnerable in society, and the requirement to
have regard to sustainable development (e.g. balancing
economic, environmental and social aspects) underpin all
of our priorities.

We are the independent and statutory water consumer body with local
consumer advocates and have offices in Cardiff and seven locations
across England.

What We Cost

Our Wales team based in Cardiff responds to consumers’ enquiries and
complaints – this enables us to develop a real understanding of water
consumers’ concerns in Wales. Our policy and advocacy work across Wales
builds on and demonstrates the importance of the views of Welsh consumers.

We have demonstrated through our real term cost reductions
since CCWater was set up in 2005 that we are committed to
providing good value for money and minimising our costs to
water customers. For 2014-15 our licence fee will be £5.13
million and our budget is £5.7 million.

What We Do
We work directly with the Welsh and UK Governments, regulators, key
stakeholders and water and sewerage companies in Wales3 (Dŵr Cymru
Welsh Water, Dee Valley Water, Scottish and Southern and Albion Water),
as well as locally with water consumers themselves to influence and
deliver for water consumers, and to help us inform consumers on the
issues they are interested in.
We use evidence gained from consumer research, market intelligence,
cross-utility comparisons, complaints data and feedback from household
and non-household consumers to inform our work on behalf of
water consumers.
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We will continue to work with water companies and Ofwat
to make sure that water bills remain fair and affordable
over the next five years. We will also develop our role
in representing non-household customers and making
sure that pricing tariffs are acceptable to customers.
This enhanced role for CCWater was recommended by
the Defra and Welsh Governments’ Review of Ofwat and
consumer representation in the water sector.

Severn Trent consumers in Wales are represented by our Central Committee.

3
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Who we are, What we do,
What we cost (continued)
Accountability – Who makes sure we are doing our
job properly?
CCWater is accountable to the National Assembly for Wales and Parliament.
Each year CCWater is required to report to Parliament on the work it has
done on behalf of water consumers; and what it cost to deliver that service.
We do this through our Annual Report and Accounts.
CCWater’s primary functions are to provide advice and represent
consumers on water matters; and to investigate and handle complaints
made against licensed water suppliers or companies in Wales and England.
CCWater’s internal auditors undertake a work programme to review risk
management, internal control and governance. Our end of year accounts
are audited by National Audit Office and certified by the Comptroller and
Auditor General to the Houses of Parliament in accordance with the Water
Industry Act 1991.
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Overview of the Forward
Work Programme
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Key strategic issues that inform the
direction of this Forward Work Programme
Consumers’ views

Long-term strategic pressures

Our Forward Work Programme is shaped by what is important to
consumers. In 2005 we researched consumers’ views into the areas
we should focus our work on. This led to the development of our five
key strands of work ‘value for money’, ‘right first time’, ‘water on tap’,
‘a sewerage service that works’ and ‘speaking up for consumers’.
We updated this research in 20124 to see if these key areas were still
appropriate and found that they were. Consumers also told us that we
should have a role in telling them about the water industry, particularly
the structure of the industry, water saving advice and tariff options.
This has led to another key element to our work of informing consumers.

Our Forward Work Programme is also shaped by the longterm strategic issues that will affect the service that water
customers in Wales receive or the price that they pay.

Throughout 2014-15 to 2016-17 we will extend and improve our work on
informing consumers. We have already met with the industry to find out
if there is an appetite for the informing consumers work and found that
there is, and that our independent voice is valued. So we will continue
to see where we can most effectively add value for consumers in Wales
without duplicating the work of others.
We then use our research to build the detail of this workplan, such as our
Annual Household Tracking Survey information, and projects on leakage,
saving water, customers’ attitude to water restrictions during droughts, and
what level customers think CCWater should use to judge whether a water
company’s business plan is acceptable to its customers.
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Value for money of water and sewerage services and
affordable bills remain a concern for water customers.
While customers have told us that they are generally
satisfied with the services that they receive from their water
and/or sewerage company, they are less satisfied with value
for money5. During 2012-13, one in eight water customers in
Wales told us that they found their bill unaffordable. Both
these factors show that there is still work to do to increase
customers’ perception of value for money, reduce bills, and
help customers who are struggling to pay, especially in the
current economic climate.
The Water Bill will introduce a new water market in England
and will allow all non-household customers, charities
and public sector bodies to choose their water supplier6.
We will work to ensure that non-eligible customers, such
as businesses in Wales7 are not disadvantaged by these
changes. We share the same view as the Federation of Small
Businesses that these customers need to be represented
by a strong voice when changes brought by the Water Bill
are implemented and agree with their recommendation to
Defra that CCWater is needed in its current form during this
critical implementation period.
Forward Work Programme 2014/15 to 2016/17 for Wales

Key strategic issues that inform the
direction of this Forward Work Programme (continued)
Additionally, the Environment, Food and Rural Affairs Committee (EFRA) has
also outlined the need for CCWater to represent non-household customers.
The Welsh Government also sees CCWater’s role in representing the
interests of non-household customers in Wales as very important.
The Welsh Government will publish a draft Water Strategy for Wales in
2014 for consultation. This will gather views on a range of proposals for
integrated water and waste water management that will help ensure
that the benefits a water and healthy eco-system can provide for citizens,
the economy and the environment in Wales are maximised. The Strategy
will outline the Government’s aspirations for future regulatory regimes
governing water and waste water management within the industry and the
environment as well focussing on tackling issues of water poverty and debt
experienced by water customers.
In delivering water policy in Wales, the Welsh Government aims to publish
for consultation draft national standards for Sustainable Drainage Systems
(SuDs) for new developments and proposals to commence Schedule 3 of
the Flood and Water Management Act 2010, to establish SuDs Approval
Bodies. It will also publish revised guidance to reflect the current
legislative and regulatory framework and better assist homeowners to
apply for the provision of a public sewer under the first-time sewerage
provisions in section 101A of the Water Industry Act 1991, and, after the
Water Bill comes into force, review the process and procedures.
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CCWater remains aware of, and fully involved in,
discussions on Wales specific legislation and policy such
as the Environment Bill Wales, the Future Generations Bill
and the Planning Bill Wales. This is a key role for us, to
represent the interests of water customers in Wales and to
ensure that proposals do not adversely impact on water
services and bills.

Expectations of CCWater 2012
CCWater 2012 Annual Tracking Survey
Except where these are in areas which are presently served by an incumbent based
wholly or mainly in Wales and the business customer uses less than 50 megalitres of
water a year.
7
Eligibility for switching supplier will not change in Wales and currently customers
of Dee Valley Water and Dŵr Cymru Welsh Water can only switch suppliers if they
use 50Ml and more. Customers of Severn Trent in Wales can switch supplier if they
use 5Ml or more and will be eligible to switch under the new competition rules as
intended by the Water Bill.
4
5
6
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Key strands of our work
for water consumers
Our five key themes give us the framework to deliver our work for water consumers. Within
those themes, we have drawn out some key highlights where CCWater will be working to
represent consumers in Wales during the next three years:
1. Value for money
•

•

The 2014 Price Review – We will work to influence Ofwat’s decision
making in the latter stages of the 2014 price review (PR14) to ensure
that draft and final determinations deliver price and investment
decisions that are acceptable to customers. As the price review
concludes in 2015 we will assess the effectiveness of the PR14
process in delivering a good deal for customers and how the
Customer Challenge process has worked and added value.
As part of our statutory role, we will continue to monitor and,
where appropriate, challenge companies in the delivery of their
PR14 outcome commitments for customers. We will also begin
preparing for the next price review period.
Helping vulnerable customers – As our research shows that one in
eight customers think that their water bills are unaffordable, we
will continue to encourage companies to have in place a range of
strategies to help those who need extra help and, where appropriate,
to develop social tariff proposals to help customers pay their bills.
However, these tariffs must be acceptable to other customers who
will help to fund the assistance through their own bills. In line with the
findings of our customer research we will continue to press for both
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companies but also the Welsh and UK Governments to
help address the water affordability problem through
central government funding, so that the costs do not fall
only on water customers.
•

Market Reform in England and regulatory regime
discussion in Wales – We have an important role in
communicating the different market arrangements
in Wales and England to minimise confusion for
customers over eligibility. We will continue to work
towards ensuring that ineligible customers and border
customers served by both English and Welsh companies
are not disadvantaged when competition provision are
implemented in England. We will also work to ensure
decision makers are aware where safeguards are
needed in the Water Act, or further guidance is needed
to achieve this. We will be working to fully understand
the needs of non-household customers so that we are in
a strong position to represent these views to contribute
to future discussions on regulatory regimes and market
reform in Wales.

Forward Work Programme 2014/15 to 2016/17 for Wales

Key strands of our work
for water consumers (continued)
2. Right first time
•

Pressing water companies to get their customer services right first time
and reduce complaints – Consumers want CCWater to focus water
companies on providing them with a good service8. We will continue
to work with water companies in Wales to help them identify areas of
improvement in their services to consumers.

•

An enhanced resolution process for consumer complaints – For the few
complaints which reach deadlock, and for quicker resolution for some of
the cases currently being dealt with by Ofwat, we will continue to work
with the industry to introduce an alternative dispute resolution at the
end of the existing complaint process. This will deliver an independent,
binding resolution for consumers and prevent the need to take their
issues to the courts.

3. Water on tap
•

Pressing for a reliable, resilient supply at an affordable
price – We will work with companies in Wales to make
sure that consumers remain satisfied with the quality
of water that they receive and that they are aware of
how they can use water more wisely.

4. A sewerage system that works
•

Sewer flooding in Wales – We will help customers who
suffer sewer flooding in their houses or other areas of
their property by continuing to work with Dŵr Cymru
Welsh Water to develop their strategy of reducing and
mitigating sewer flooding spread. We will continue
to support cost-effective and sustainable solutions to
surface water overloading the sewerage systems (such
as Sustainable Drainage Systems or “SuDs”).

•

Adoption of private sewers and drains – As with
the adoption of private sewers and drains, we will
monitor the impact and cost to customers, challenging
companies where there seem to be unnecessarily high
costs. We will also raise awareness so that consumers
are prepared for the next stage when pumping stations
are transferred to company ownership.

Expectations of CCWater 2012

8
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Key strands of our work
for water consumers (continued)
5. Speaking up for and informing consumers
•

Representing household and non-household consumers – We help
all consumers in Wales to resolve any problems that they face with
their water company. Additionally, we will make sure that customer
views continue to be represented in the price review process, including
where any company has to resubmit its business plan.

•

Informing consumers – With consumers expecting CCWater to
be giving them information about water matters9, we will work
to provide them with the right messages, at the right time, in a
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cost effective way, ensuring consumers have the
information they need to make informed choices.
This role will grow more important with the growth
of social tariffs, and as climate change creates
unpredictable weather patterns that impact on
service delivery. We will use the evidence that
we gathered from research to make sure that the
information we provide to consumers is what they
have told us is important to them.
Expectations of CCWater 2012

9
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Working with others to
help water consumers
We can only achieve the objectives we have on behalf of water consumers by working
closely with the Welsh Government, water companies, key stakeholders and other
interested parties in Wales. We have listed below some of the key areas where we need
others to help us to help water consumers.
Working with water-only and water and sewerage
companies in Wales to:
•

•
•
•
•

•
•

Use customers’ views to create a price and service package that is
acceptable to them, when companies have to resubmit plans, and
when commenting on draft determinations during the final stages
of the Price Review.
Get service to consumers ‘right first time’.
Help develop social tariffs and other support strategies that meet
the needs of their customers who are struggling to pay.
Show consumers how they are improving the service and where
locally they are spending the money they get from customers’ bills.
Be clearer and more transparent about tax arrangements and
company structures and how customers are benefiting from
these arrangements.
Share any gains, from beating Ofwat’s financial assumptions, fairly
between customers and investors.
Focus on the issues that are important to their consumers, such as
leakage, and deliver the outcomes that their customers have told
them are important, such as delivering a reliable water supply.
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•

Introduce an alternative dispute resolution at
the end of the existing complaint process, using
CCWater’s expertise in most cases.

Forward Work Programme 2014/15 to 2016/17 for Wales

Working with others to
help water consumers (continued)
Working with the Welsh Government to help:
•

•
•
•
•

•
•
•

•

•

Deliver a Water Strategy for Wales that acknowledges water
consumers’ priorities, to facilitate innovation and improvements
in the water industry in Wales for the benefit of household and
non-household consumers.
Deliver comprehensive affordability solutions that receive broad
customer support.
Monitor, deliver and develop its tackling poverty action plan in
relation to water.
Deliver and implement effective bad debt regulations (Floods and
Water Management Act 2010).
Ensure that the interests of water customers in Wales and impacts
on their bills and services are a priority for Natural Resources
Wales in its operations.
Encourage the use of Sustainable Drainage approach and
commence Schedule 3 of the Flood and Water Management Act.
Review the policy and guidance on the process of introducing new
public sewers in Wales.
Ensure that the interests of vulnerable customers in Wales and
impacts on their bills are carefully considered when metering
policy is reviewed in Wales.
Contribute to future discussions on the regulatory and legislative
framework in Wales to represent non-household and household
customer views.
Represent the interests of water customers in Wales in the
development of policy and legislation in Wales such as the
Environment Bill, the Future Generations Bill and the Planning Bill,
as well as the Rural Development Plan Wales.
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Working with Regulators and other
institutions to get:
•

•

•
•

•
•

Action by Ofwat to ensure that the outcomes
customers have said they value are reflected in Final
Determinations of the price of water bills.
Natural Resources Wales (and the Environment
Agency in England, Natural England in cross boundary
areas) and the Drinking Water Inspectorate (DWI) to
continue to be open to River Basin Management Plans
being phased to allow more sustainable approaches to
be trialled and to pace the cost to customers.
Regulatory action from Ofwat when companies fail.
Action by Ofwat to ensure that market reform in
England does not disadvantage customers in Wales
who are not eligible to switch suppliers.
Focused research to gather the views of water consumers
on important topics to inform work on their behalf.
UK Parliament to consider the recommendations
relating to water made in the Silk report for the
Commission on Devolution in Wales and any
implications that this may have for consumers.

Forward Work Programme 2014/15 to 2016/17 for Wales

Water Consumers’ Views – Key findings
from our latest research projects
We gather consumer views through ongoing research each year, which keeps our evidence
base up to date. Where appropriate, we work with water companies on areas of joint interest,
or work in partnership with other organisations. The following paragraphs summarise key
findings from the research projects published by CCWater in the financial year 2013-2014, and
how we are using the findings to drive forward our work priorities.
Annual household tracking survey10:

Water saving12:

Company performance is monitored through researching customer
views which are collected in our Annual Household Tracking Survey, and
published on the ‘how is my company doing?’ pages of our website. This
allows consumers to view how their company is performing against others.
The results are used to determine if there are any significant areas of
consumer dissatisfaction as part of ongoing work, to highlight where we
should focus our resources throughout the year.

The majority of consumers accept the practice of
third party marketing via their water and/or sewerage
company. However, marketing material should make it
clearer who is providing the service, and for insurance
products it should be clearer how the policies can be
cancelled and how consumers can be removed from
the marketing list. We are working with companies
who are in partnership with a third party to develop
communications which are better tailored to meet the
needs of consumers.

Price Review – Threshold of acceptability for
company business plans11:
During qualitative research, consumers spontaneously stated that the
acceptability threshold for water companies business plans should be
70-75%. We used the findings of this research to push companies to
achieve a high level of customer acceptability when they tested their
business plans with customers under the price review. We intend to
conduct further research to understand the levels of acceptability of
draft determinations at a later stage of this price review.
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CCWater Tracking Survey 2012
CCWater research – Business Plans – Threshold of acceptability
12
CCWater research – Research into Saving Water
10
11
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Water Consumers’ Views – Key findings
from our latest research projects (continued)
Research into consumers’ perceptions of leakage13:
The research found that whilst most consumers think that companies
should be doing more to address leakage, they are generally not willing
to pay more for this. We believe this research complements the work
being undertaken by companies in the development of their Water
Resource Management Plans and Business Plans. It is being shared as
part of CCWater’s on-going efforts to provide the water industry with
evidence and insight into consumers’ views.

The customer impact of Universal Metering
Programmes14:
Gives an insight into customers’ views and potential anxieties about
compulsory metering which has already been implemented in England,
and their expectations of their water supplier when embarking on a
metering programme. The findings will be used to help inform our
contributions to a review of metering policy in Wales, including likely
future plans for targeted metering for appropriate customers in Wales.

Drought15:
Consumers are not widely engaged on the issue of drought. They
consider that the word ‘drought’ is too extreme to use in the UK.
This was also found in Environment Agency’s (EA) research, so we will
work with them to discuss how there can be clear messaging about
levels of drought. The “tipping point” was identified as being when the
service was severely disrupted (rota cuts/standpipes). Consumers think
that water companies should do more to tell them about the work that
they do to manage drought when it happens. Non-household customers
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believe that water companies need to educate the
public on how water restrictions affect businesses
and that there is the need for business specific
communication during these times. We have worked to
influence companies to provide further information on
drought management to consumers. Consumers also
outlined that they would like to have more access to
practical water saving information, which we are taking
forward as part of our ‘informing consumers’ project.

Marketing arrangements between water
companies and other organisations16:
The majority of consumers accept the practice of
third party marketing via their water and/or sewerage
company. However, marketing material should make it
clearer who is providing the service, and for insurance
products it should be clearer how the policies can be
cancelled and how consumers can be removed from
the marketing list. We have worked with companies
who are in partnership with a third party to develop
communications which are better tailored to meet the
needs of consumers.

CCWater research – Leakage Study
CCWater research – Customer Impact of Universal Metering Programmes
15
CCWater research – Understanding Drought and Resilience
16
CCWater research – Third Party Marketing
13
14
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Value for Money

Value for
Money

Make delivering fair, affordable charges that are value for money a priority for water
companies, to help ensure a sustainable water and sewerage service now and in the future.

2

What we want to help deliver17:
Water and sewerage services to customers who are satisfied with
what they get for their money because of an improved focus by the
water industry and regulators, on engaging customers in decisions
that affect their water bills. This will help to sustain a rising trend in
Welsh customers’ satisfaction with value for money from with their
water service (currently 74%) and their sewerage service (currently
76%) compared to 70% for both services in England.
A water and sewerage service where charges are fair and affordable
to customers. We will work to increase the number of customers
in Wales who think their water bill is fair (the current figure is 65%);
and feel their bill is affordable (currently 70%) compared to 60%
and 71% in England.

Water customers in Wales are not disadvantaged by any future
targeted metering programmes – The impacts on customers are
considered by the water companies and the Welsh Government.
Household and ineligible non-household customers, and border
customers served by English and Welsh companies, are not
disadvantaged and their needs and expectations are met when
UK Government’s proposed market reform measures in England
are (being) implemented.
Non-household customers in Wales perceive they get good
value for money as good service levels are maintained and
improved where needed.

Help and protection for those who are less advantaged, vulnerable or
cannot afford to pay their water bill by delivering social tariffs, where
companies have sought customer views and are able to demonstrate
broad acceptability for specific proposals across their customer base.

Satisfaction levels are taken from CCWaters Annual Tracking Survey
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Value for Money (continued)
As the Price Review enters its final stages, we will continue to press water
companies and Ofwat to set prices and deliver services for 2015-20 that
reflect evidence of customers’ expectations and have robust evidence which
shows a high level of customer acceptability. We will challenge companies to
demonstrate to customers how prices and services over the 2015-20 period
offer value for money and deliver the outcomes that customers expect.
As the UK Government and regulators develop rules and guidance for the
new competitive market for non-household customers in England (expected
to be implemented in 2017), we will work to ensure that protection is in
place to prevent any detriment in service or charges for non-household
customers in Wales who are not eligible to change retailer18.

Value for
Money

What we will be doing:
1. Acceptable bills
Pressing for water companies to deliver water and sewerage
services at a price that customers find acceptable.
a) Ofwat’s five-yearly water price review – A customer
driven price-setting process. We will press Ofwat to ensure
that its determinations in 2014-15 deliver prices, service
levels and investments that reflect evidence of customers’
willingness to pay, and views on the required outcomes
from water companies. We will also expect Ofwat’s pricing
decisions to consider customer acceptability and will
seek a high level of customer agreement to ensure that
prices and services delivered in 2015-20 are the right ones
for customers, and represent value for money. We will
also press water companies to address the concerns of
customers who find the price settlement unacceptable or
unaffordable as they begin preparations for the next price
control period.
b) Review of the 2014 Price Review. We will review the overall
approach to price setting introduced for the 2014 price review,
including the role of the company Customer Challenge
Groups/Panels. We will measure the level of success of the
process, and identify areas that may be improved.
18
Eligibility for switching supplier will not change in Wales and currently customers
of Dee Valley Water and Dŵr Cymru Welsh Water can only switch suppliers if they
use 50Ml and more. Customers of Severn Trent in Wales can switch supplier if they
use 5Ml or more and will be eligible to switch under the new competition rules as
intended by the Water Bill.
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Value for Money (continued)
We will assess the quality and usefulness of customer research used to
develop 2015-20 business plans, and seek to promote good practice to ensure
customer research is carried out effectively and plays a key role in future
reviews. We will assess how well the process has delivered for customers,
and seek changes to improve this for future reviews where necessary.
c) Monitor progress against achievement of outcomes post 2014. In line
with our statutory role, we will annually monitor water companies’ progress
in delivering their commitments to consumers resulting from the 2014 price
review. We will seek evidence on how water companies are delivering the
outcomes customers are expecting, and challenge companies and hold
them to account, if required targets are not being met.
d) Water supply pipe adoption. We will ensure that evidence of customers’
views is taken into account should the governments and industry look to
water companies to adopt customers’ private supply pipes in the future.
We will ensure that, should such a policy emerge, adoption is implemented
in a way that ensures that customers receive the level of service they expect
at a price that is affordable and represents good value.

Value for
Money
b) Tackling affordability concerns. We will continue to
work with companies to ensure that, wherever they live,
customers who are struggling to pay have access to suitable
assistance measures and to help improve companies
approach to communicating with and supporting such
customers to help minimise debt.
Our research has shown that customers would favour a
single, industry wide social tariff funded through public
expenditure19. We have already made decision makers
aware of this during the passage of the Water Bill and will
continue to highlight this view to the Welsh Government,
and press for them to work towards implementing a
comprehensive industry wide affordability solution with the
UK Government, across England and Wales.
CCWater Cross Subsidies and Social Tariffs: The Consumer Perspective

19

2. Affordable bills for vulnerable,
low-income customers

3
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When companies introduce social tariffs, we will monitor their effectiveness to
ensure they are delivering meaningful help to customers who need it most.
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a) Help social tariff implementation and assess success. In accordance with
Welsh Government guidance, we will continue to help companies develop
and implement social tariff schemes. We will ensure that companies
engage effectively with customers on their proposals to make sure that
these are broadly acceptable to them.
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Value for Money (continued)
3. Sharing success
Sharing the industry’s financial success with customers transparently.
We will continue to press water companies to share the gains they have
made with their customers and to be transparent and clear how they do
this. In the 2012 annual household tracking research, customers told us that
they would like excess gains to be used to lower their bills (52%), improve
services that are important to them (26%) and to help customers who have
low incomes and are struggling to pay their bills (22%)20. We will continue to
press companies to share any significant out-performance with customers
and that their views influence how this out-performance is shared. Noting
that Dŵr Cymru Welsh Water’s financial model does not have shareholders,
we will work to ensure that it is more explicit and transparent about how its
profits are returned and used to the benefit of all its’ customers.

4. Fair Charges – Ensuring charges are fair
a) Review charges schemes. We will identify opportunities for companies
to have more customer focused approaches to charging and press them
to improve when we identify issues. We will ensure household and nonhousehold customers’ views and interests are taken into account as
companies develop their charging policies, including on any innovative
tariff proposals.

Value for
Money
b) Working towards fair and well-paced implementation
of European environmental directives, including the
Water Framework Directive. We will work with the
Welsh Government, Natural Resources Wales and water
companies to help ensure that the costs to customers of
implementing European directives are affordable and
phased appropriately. We will seek to influence effectively
so that the views, needs of, and costs imposed on water
consumers are considered whenever they develop new
policies or amend existing directives.

2
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Time

3

5. Delivering benefits for non-household
customers in Wales
In the absence of a wider competitive market for ineligible
non-household customers in Wales, we will ensure
that services and prices for these customers provide
value, meet customer expectations, and are delivered
efficiently. We will work with the companies, regulators
and the Welsh Government to ensure that non-household
customers and household customers in Wales are not
subsequently disadvantaged.
CCWater Annual Tracking Survey 2012
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Value for Money (continued)
6. Monitor and input into work on water efficiency,
water resources planning, and metering to ensure it
considers water consumers’ longer-term needs, as well
as their priorities, preferences and ability to pay.

Value for
Money

To help respond to consumers’ expectations that
they are informed about water issues we will:
•

a) Metering. Where a metering policy review or a targeted metering
programme are proposed we would expect the Welsh Government, regulators
and the companies to consider the views of and likely impact on customers.
Companies should continue to promote metering for customers with low
water use.
b) Water efficiency. We expect water companies and other stakeholders to
use our and others’ research to identify new and innovative approaches to
engaging their consumers on water efficiency and water saving, and how
that can help those on meters struggling to pay.
c) Water resources planning. The five-yearly Water Resource Management
Planning cycle is almost complete, but as new issues arise over the next
three years, we will press water companies to use consumer research to
shape their future planning on long term water resource issues, with a view
to considering customers’ ability to pay.
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•

•

Encourage water companies to inform their
customers about how they are improving services
or reducing bills as a result of sharing financial
success with their customers or reinvesting profits
in the business. The accuracy and transparency of
this is particularly important for Dŵr Cymru Welsh
Water, a company that does not have shareholders
and commits to share its gains with customers.
Work in partnership with water companies, the
Welsh Government, Natural Resources Wales
and other organisations to increase awareness of
water efficiency actions and schemes.
Work in partnership with water companies and the
Welsh Government on targeting metering uptake
to ensure customers are provided with appropriate
information on why and how metering is being
taken forward and what it will mean for them and
what help and support is available.

•

Work along with water companies to inform
consumers about opportunities to minimise bills
and the assistance schemes which are available
to those who are struggling to pay.

•

Press for water companies to improve the
transparency of information about their tax
arrangements and corporate structure.
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Right First Time

Value for
Money

Press water companies to get their service to consumers right first time, and sort out problems
quickly and without hassle.

2

What we want to help deliver21:
An improvement in consumers’ satisfaction with the service provided
by the water and sewerage industry from the current figures of 91%
(water) and 86% (sewerage), so more consumers in Wales are happy
with the service they receive.
A reduction in the number of complaints to water companies in Wales
(that are not a direct result of PR14). Companies with high complaint
numbers need to improve and come into line with better performers.
We will continue to press for written complaints to fall below 4,447,
the 2012-13 figure.
A reduction in the number of times consumers have to write to their
company (that are not a direct result of PR14). We will continue to press
for the number of consumers in Wales who have to write a second time
to resolve their complaint to fall below 353, the 2012-13 figure.

Informed household and non-household consumers, who use
our website to find the information they need to take action on
their water or sewerage problem. The majority of consumers
using the website do not feel the need to ask a further question
of CCWater to get all the information required (less than 1%
asked a further question in 2012-13).
An improvement in consumers’ satisfaction with the quality of
service provided by CCWater for consumers in Wales whose
water companies have not resolved their complaint. Our 2012-13
performance was 75.9%. Our aspiration is to reach 80%.
An alternative dispute resolution system that delivers an
independent, binding resolution for consumers and prevents
the need to take unresolved issues to the courts.

21
CCWater Annual Tracking survey gives satisfaction with service and response to
contact percentages – here>
For complaints figures – see CCWater’s Complaint report – here>

30

3
Water
On Tap

4
A Sewerage
System that
Works

An improvement in consumers’ satisfaction with their water or
sewerage company’s response to their contact, to reflect an
increasing focus on companies getting it ‘right first time’.
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Right First Time (continued)
We will continue to press companies to handle complaints ‘right first time’.
Where consumers are unable to resolve their complaints directly with their
companies, CCWater will ensure that the information on our website is
useful and relevant so that they can either use our on-line advice or know
they can approach us for direct complaint advice or support. We aim to offer
a good service so that when we ask them, consumers are satisfied with how
we handled their complaint.

What we will be doing
1. Helping household and non-household consumers
with their enquiries and help resolve their complaints
with water companies.
We have assisted almost 11,000 consumers in Wales with either a complaint
or enquiry about their water company since 2005. We will continue to work
to reduce this number by pressing companies to resolve complaints quickly,
effectively and to consumers’ satisfaction. We will use the information from
the complaints we receive to identify any outlying company or service issues
and ensure they deliver a better service to consumers.
For the few complaints which reach deadlock and for a quicker resolution
for some of the cases currently being dealt with by Ofwat, we will continue
to work with the industry to introduce an alternative dispute resolution at
the end of the existing complaint process. This will deliver an independent,
binding resolution for consumers and prevent the need to take their issues
to the courts.

Value for
Money

2. Focusing on underperforming water
companies.
a) Driving improvements in water company handling
of complaints for underperforming companies. We will
highlight the underperforming companies in our industry
peer comparison complaint report and where we see
that company service and complaint handling is not
meeting consumer expectations, we will press the
company to improve.
b) Carry out assessments of water company debt recovery,
and of complaint handling where complaint levels indicate
the need for a review of procedures. We will assess
company written complaint handling processes through
our office in Wales. We select companies based on their
written complaint performance published in our September
complaints report22. Our assessment panels discuss the
company complaint performance, look at a sample of
complaints and assesses whether the company has adhered
to its procedure and give other observations as a ‘critical
friend’. In addition to this, our annual debt assessments
help us ensure companies take account of customer
circumstances when collecting revenue. Our assessments
look at a sample of accounts which have an outstanding
balance and assesses them against the company’s debt
management processes.
We make recommendations to companies and share good
practice across the industry.
CCWater’s Complaint report
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Right First Time (continued)
3. Monitor effectiveness of water companies incentives
to drive customer-focused company behaviour, and
the impact of the wholesale/retail regime on customer
service levels.
In order to ensure companies put customers at the heart of their business
we will continue to monitor the effectiveness of the Service Incentive
Mechanism (SIM). We will also continue to press for better regulatory
incentives based on the overall satisfaction of all customers for service
and value for money, where evidence shows that customers support this.

4. Targeting extra help for vulnerable consumers.

Value for
Money

To help respond to consumers’ expectations that
they are informed about water issues we will:
•

•

Continue to promote and give consumers our
free and independent view on any questions they
have about their water or sewerage service or
advice received from their water company.
Work along with water companies to inform
consumers about pricing, money saving tips,
water saving tips, their right to complain and
the way to do this.

The specific needs of vulnerable consumers will be identified and where we
see customer service issues or any area where a company can do better, we
will highlight this to the industry or company and press for better service.
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Water on Tap

Value for
Money

Pressing for safe, reliable, good quality drinking water that consumers value and use wisely.
What we want to help the industry deliver23:
What we want to help the industry deliver:

•

•

Consumer satisfaction that tap water is safe. A rising trend in
•
customers in Wales that are satisfied with the safety of their
drinking water from the current 93% compared to 91% in England.

•

Consumers satisfied that they have a reliable water supply at an
acceptable price. A high level of Welsh consumers satisfied with
the reliability of their water supply maintained at the current level
of 98% (96% in England) and an increase in satisfaction with value
for money of their water service, currently at 74% (70% in England).

High-quality standards which are maintained and any
consumer issues that emerge are properly addressed.
Informed water consumers who consider their water use
and its impact on water supplies and the environment
particularly when water resources may be stressed. A
rising trend of household consumers in Wales who say
they take action to use water more efficiently from the
current 64% (74% in England).

Satisfaction levels are taken from CCWaters Annual Tracking Survey

23
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We will continue to press the industry and regulators to
make consumer priorities central to future water resources
and drought planning. Through active participation at
both local and national level we will provide advice to the
sector based on our experience and the evidence we have
drawn from our extensive research.
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Water on Tap (continued)

Value for
Money

What we will be doing:

3. Helping consumers use water wisely.

1. Pressing for a reliable, resilient supply at an
acceptable price.

Work with companies and other stakeholders to ensure
consumers have access to clear and reliable advice and
information and practical support where appropriate.

•

The regime that determines how much water can be taken from surface
and groundwater sources is being reformed, this is known as Abstraction
Reform. We will press to ensure that the costs of changes to water
customers do not outweigh the benefits.

•

Work with water companies on plans to deliver resilience of services to
severe natural hazards at a price and pace acceptable to customers.

•

Work with other stakeholders on plans to improve the sector’s resilience
to extreme weather events, population increases and housing growth, to
ensure consumers receive a reliable service.

•

Monitor new and innovative approaches to securing supplies (e.g.
transfers, catchment management, desalination and effluent reuse/
recycling where appropriate).

•

Use consumer research to inform the ongoing debate about whether
water customers’ supply pipes should be adopted.

4. React to inform and support consumers
should there be significant drinking water
issues in consultation with the Drinking Water Inspectorate
(DWI) and the Water Health Partnership in Wales.

that companies are evaluating all risks before starting any
work in this area.
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through future monitoring of the outcomes achieved by companies as a
result of the water resources management plan and the Price Review 2014).
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5. Monitor any potential issues that may
arise from fracking programmes to ensure

2. Ensuring water companies prioritise leakage work in
a way that meets their local customers’ expectations.
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Water on Tap (continued)

Value for
Money

To help respond to consumers’ expectations that
they are informed about water issues we will:
•

Help inform consumers about leakage and risks
to their water supply.

•

Encourage and inform consumers about being
water efficient – Consumers are already being
water efficient and want help and advice to
do more. We will work closely with the Welsh
Government, regulators, water industry and other
stakeholders to focus on the promotion and
delivery of water efficiency programmes, and
initiatives that aim to bring about a sustained
and long term behavioural change.

•

Continue to work with the Drinking Water
Inspectorate (DWI) and the Water Health
Partnership in Wales to ensure consumers with
questions or concerns about tap water quality
receive appropriate help and information.
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A Sewerage System that Works
Helping consumers have a sustainable sewerage service that works, with minimal sewer
flooding and that is used responsibly.

Value for
Money

2

What we want to help deliver:
A reduction in the incidence of sewer flooding in customer
properties, so that we can see a rise in the level of satisfaction with
company action to minimise sewer flooding.
Should sewer flooding occur, the local sewerage company will provide
prompt clean–up assistance, advice and compensation24, contributing
to keeping the level of satisfaction with the overall sewerage service
high. In Wales this is currently 86% compared to 85% in England.
Consumers satisfied that they have a reliable sewerage service at an
acceptable price. A high level of satisfied consumers maintained and
an increase in satisfaction with value for money from the current
76% in Wales compared to 70% in England.

We have supported companies exploring the best solution
to sewer flooding problems, and not always relying on
traditional approaches. Because of this we have supported
Ofwat in its’ move to a “Drainage Strategy Framework”.
We have also encouraged dialogue between sewerage
companies and Lead Local Flood Authorities, Planning
Authorities, developers and the Natural Resources Wales,
so that the costs of flooding projects can be shared
fairly. We have worked with Welsh Government on the
implementation of Mandatory Sewer Adoption so that
the process strikes a fair balance between the needs of
sewerage companies, their consumers and developers.
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24
Refers primarily to Guaranteed Standards Scheme payments, but also refers to other goodwill
compensation payments that companies consider they should pay. Satisfaction levels are taken from
CCWaters Annual Tracking Survey
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A Sewerage System that Works (continued)
What we will be doing:
1. Helping consumers who suffer sewer flooding in
their houses or around their property by continuing to work
with Ofwat and sewerage companies to ensure resolving sewer flooding
problems remains a key priority. We will support the move to a risk-based,
long-term approach to recording progress in reducing properties at risk of
sewer flooding, but maintain our focus on consumers who suffer the most
from this type of flooding.

•

Respond to Wales related planning policy consultations
that may impact on Dŵr Cymru Welsh Water customers.

•

Monitor consumer satisfaction with sewerage services
and their value for money.

3. Monitor the impact and cost of the
adoption of private sewers and drains
and private pumping stations into water
company ownership.

2. Keeping sewerage companies focused and choosing
cost-effective and sustainable solutions to surface
water overloading the sewerage system. We will:

•

•

Encourage sewerage companies to use innovative, sustainable solutions
(such as Sustainable Drainage Systems or “SuDs”) to deal with excess
rainfall and reduce the amount of water that flows into the sewers.

•

•

Encourage companies to establish effective communications with their
consumers at times when sewerage and drainage services are affected
by severe weather conditions.

•

Work with the companies and Natural Resources Wales to ensure that
waste water operations are more resilient to extreme weather events
and changing weather patterns.

•

Continue to work with Dŵr Cymru Welsh Water to support and review
their strategy of reducing and mitigating sewer flooding.

•

Contribute to the development of sustainable drainage policy and
standards in Wales to help implement cost-effective and sustainable
solutions to surface water to avoid overloading the sewerage system.
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We will use our research into consumers’ views to help
the sewerage industry raise consumer awareness and
prepare for the next stage, when pumping stations are
transferred into water company ownership.
We will continue to work to keep the cost of the
transfer of private sewers down by challenging
companies where costs seem unnecessarily high.

To help respond to consumers’ expectations that
they are informed about water issues we will:
•

Work with water companies to inform consumers
about what not to dispose of down toilets, sinks
and drains.

•

Keep consumers informed of the changes to the
private sewer network, in partnership with the
industry, regulators and Governments.
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Speaking Up for and Informing
Water Consumers

Value for
Money

Speaking up for and informing Water consumers – Being a trustworthy, independent voice
that empowers consumers by informing them about key water issues and ensures the Welsh
Government, companies, regulators, and other stakeholders understand water consumers’ views.

2

What we want to help the industry deliver:
Effective and appropriate communications by raising awareness
of issues through the media and increasing the opportunity to see
our messages:
•

Ensure that we provide people with at least 75 million
opportunities to see our messages in the media across England
and Wales – an increase from 50 million in 2013/14.

•

Deliver over £1.5m of advertising value equivalent for our key
messages across England and Wales – an increase of half a
million on last year’s target.

A water industry that understands the needs of consumers by regular
liaison with companies, regulators, stakeholders and the Welsh
Government, responding to consultations and using of our research
findings to inform discussions.
A continuing upward trend in household customers who could save
money during 2014-15 by switching to a water meter through our
online water meter calculator. In 2012-13 2,006 customers in Wales
visited our online water meter calculator.
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This year we are on track to fulfil the objectives we set
ourselves under this area of our work. We have been
working hard to raise awareness of the key issues in the
water industry from the consumer’s point of view, through
the media. As a result we have dramatically increased
the amounts of consumers and stakeholders who are
seeing our messages and seen some positive results for
consumers as a result, including extra investment. We have
worked very closely with the Welsh Government during
the development of the Water Strategy for Wales and also
with the UK Government in the development of the Water
Bill, especially where it impacts Wales.
We have communicated information about the price
review process to consumers and put continued pressure
on water companies to listen to their customers when
creating their future business plans through their Customer
Challenge Groups. We also participated and will continue
to participate in price settlement related discussions at the
Welsh Government’s Price Review 14 Forum.
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Speaking Up for and Informing
Water Consumers (continued)
We have again seen improvements in customer service across the industry
by continuing to put pressure on poor performing water companies. There
has also been an increase in water consumers who are registered on the
water companies’ special assistance services registers. We have seen
an increase in the number of domestic customers who want to find out
whether they could save money or water by switching to a water meter
through our online calculator.

What we will be doing
Informing Consumers – Speaking up for and informing water consumers
underpins our work and the whole Forward Work Programme. The issues
listed here are in addition to those topics that we have already mentioned
throughout the programme. We will also ensure that our services and key
documents are translated into Welsh, and where requested other languages,
if water consumers are not fluent in English.
By working with water companies to ensure no duplication of work, we
will deliver impartial information to consumers. We will ensure that our
messages are given a higher profile by increasing our partnership working and
improving our current website with relevant consumer information such as
tariffs, water industry structure and signposting for the industry.
We will also work to make more information available to consumers to
demonstrate how their water company is performing in various service areas
and compares with the performance of other companies.
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Speaking up for consumers – We have elaborated on the
key actions we will take on informing customers under
each of the other customer priorities and forward work
programme sections.
a) Working to develop and review water policy in Wales
– We will continue to be actively involved in all the Welsh
Government policy development through our involvement
in the Welsh Government Water Industry Forum for Wales.
b) Joined up working and working through established
structures – We will continue to participate in price
settlement related discussions at the Welsh Government’s
Price Review 14 Forum.
c) Working with regulators and key stakeholders in Wales
– We will continue working in Wales to achieve common
objectives for the benefit of customers. Working closely
with the Drinking Water Inspectorate, Natural Resources
Wales, Age Cyrmu, Consumer Future and Citizens Advice
Cymru, Wales Environment Link, Energy Saving Trust and
business customer representatives such as the Federation
of Small Businesses and Confederation of British Industry
(CBI). Our participation in discussions and work of the
Water Health Partnership for Wales enables co-ordinated
work and response to drinking water health quality and
public health issues in Wales and we will continue to
promote joined up and coordinated public messages on
drought, water efficiency and flooding.
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How this Forward Work Programme contributes to the
achievements of the Welsh Government’s & Defra’s wider
strategic aims, objectives & targets
While CCWater is an independent consumer body we work closely with a number of partners including
Welsh Government and Defra, our two sponsors. There are a number of areas where we share the
same goals. These include:
1. Value for Money – Our work to help companies develop assistance
schemes and social tariffs which begin to meet the needs of customers, will also
help to progress Welsh Government’s objective that water bills are affordable.
We will also help to achieve this through our work to make customers aware
of their options in terms of tariffs and the schemes which are available to help
those who are struggling to pay, and through our ongoing work to drive the
cost of bills down at the 2014 Price Review. The Welsh Government is also
putting emphasis on tackling debt in Wales, and we will help them to implement
effective bad debt regulations (Floods and Water Management Act 2010).
We are keen to deliver our sustainable development duty in Wales to meet
the visions of the Welsh Government’s sustainability core duty and its policy
objectives aiming to integrating the management of natural resources. We think
that promoting water efficiency and integrated natural resources management
could have multiple environmental and public health benefits for water
customers in Wales. However, we do not want water customers picking up
the bill for tackling problems in the water environment unless there is robust
scientific evidence that problems have been caused by water companies.
The Welsh Government is putting emphasis on catchment management though
its shift to integrated natural resources management. We support cost beneficial
catchment management solutions and collaborative working which can help
tackling diffuse pollution from rural and urban sources through changes in
policy, incentives and advice.
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2. Right First Time – Our ‘right first time’ stream
of work has delivered a rising trend in satisfaction with
services and an overall reduction in the number of
complaints received by water companies and CCWater,
alongside an increase in satisfaction with how complaints
are being handled. This supports both the Welsh
Government’s and Defra’s objectives that customers should
be at the heart of delivery of services.

3. Water on Tap – Water efficiency is a key area
of work for both the Welsh Government and Defra. Our
annual household tracking surveys show consistently lower
awareness of water efficiency schemes in Wales (in 2011-12,
64% of consumers in Wales were taking water saving
measures, compared to 64% in England). Our water saving
research has shown what motivates people to save water and
what the main barriers are. Through our informing consumers
work, we will work actively to communicate how consumers
can make small changes which have a big impact on water
saving and also on energy costs. We will also contribute to
and encourage the development of a more resilient water
sector through our inputs to government consultations and
individual water company plans.

Forward Work Programme 2014/15 to 2016/17 for Wales

How this Forward Work Programme contributes to the
achievements of the Welsh Government’s and Defra’s wider
strategic aims, objectives and targets (continued)
We will contribute to a review of metering policy which might be
forthcoming in Wales, with a view to ensuring the right groups of people are
targeted for optional metering (low consumption) and that the interests of
vulnerable customers are protected.

4. A Sewerage System that Works – The Welsh Government and
Defra have outlined that they want to see a position where all sewerage and
drainage systems are well maintained. We will support companies in the
move towards a more strategic approach to drainage planning. We will also
encourage the use of Sustainable Drainage Systems (SuDs) to resolve sewer
flooding problems. National standards for both sewers and SuDS will be
important milestones on the road to a long term collaborative management
of sewerage systems. We will work with water companies to ensure that they
make a fair contribution to this process.

The Welsh Government’s emphasis on the Welsh citizen and
the water consumer (in its water policy) enables our work to
empower the public on taking action and making informed
decisions to improve its water and sewerage services, its
environment and to protect its own health. We have a key role
to play in this.

5. Speaking up for and Informing Consumers – The Welsh
Government and Defra have outlined that customers should be the focus of the
water industry: this is an objective that CCWater fully supports and promotes
though all our work streams. In representing the voice of the consumer in this
monopoly market place we are able to ensure that the sector concentrates on
effectively delivering, and has the right financial motivations and penalties in
place to encourage, a strong customer focus, whilst remaining an attractive and
sustainable industry. In addition, we play a key role in promoting an understanding
of wider water industry issues to the consumer, including water saving advice,
information on metering, payment schemes and affordability such as social tariffs,
and pipeline responsibility. As an independent and trustworthy source we are able
to present an unbiased and impartial, yet informed, view to water consumers, the
industry, stakeholders and governments.
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What are our risks?
To support and monitor the effective delivery of the Forward Work Programme and projects
within it, the Consumer Council for Water has a robust and well-embedded risk management
framework and risk register overseen by the Board. The strategy provides the basis for
identifying, assessing and mitigating risks at all levels within the organisation. The framework
is set out in our Risk Management Strategy.
Risks that are identified within the organisation are scored against likelihood and impact to
customers and the organisation; and are categorised into ‘high’, ‘medium’ and ‘low’. The risk
register is reviewed by Senior Managers every six weeks. The full risk register is also presented
to the Audit and Risk Management Committee (a sub-committee of the Board) every quarter
and to the Board annually.
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Annex A: Our consultation on our Draft
Forward Work Programme for England & Wales
The draft Forward Work Programme was emailed to over 90 individuals and organisations. We also
published the draft Forward Work Programme on our website. We issued the consultation for a
period of 12 weeks.
During the final stages of the consultation period we contacted organisations again to ask them for
their views on the proposals set out in the draft Forward Work Programme.
Responses to the consultation
We received 17 formal responses to the Draft Forward Work Programme.
They were generally supportive of our priorities and direction.
We have added some additional issues that respondents felt we should
be considering such as our work relating to the new alternative dispute
resolution system, and have also clarified some objectives or statements
that respondents commented on.

The comments on our Draft Forward Work Programme
are available on our website, along with our response.
In addition to this Forward Work Programme, the
Consumer Council for Water has produced a separate
Forward Work Programme for England and Wales, which
reflects slightly different priorities. Both documents are
available in Welsh.

For those wanting more detail on our activities, this is available in our
Operational Business Plan for 2014-15. This can be viewed here.
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Forward Work Programme
2014/15 to 2016/17
for Wales
Any queries on this programme
should be directed to:
Jennifer Suggate
Jennifer.Suggate@ccwater.org.uk
Consumer Council for Water
1st Floor, Temple Quay House
2 The Square
Temple Quay
Bristol, BS1 6PN
Or
Lia Moutselou
Lia.moutselou@ccwater.org.uk
Consumer Council for Water
Caradog House
1-6 St Andrew’s Place
Cardiff
CF10 3BE

See CCWater’s Operational Business Plan here.
See Responses to CCWater’s Draft Forward Work
Programme 2014-15 to 2016-17 here.

