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CCWater must be ready to meet these and other
future challenges. That’s why we have centralised
our complaint handling teams in Birmingham and
Cardiff. The restructuring will help us to deal more
effectively with the nationwide complaint issues
that market reform will trigger. But we will retain a
strong regional presence through our Chairs, Local
Consumer Advocates and Policy Managers, and a
dedicated senior complaint handler assigned to
each company.
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Following the Chancellor’s announcement in
November 2015 that the UK Government wishes
to explore the case for providing retail competition
for households in England, we will make sure that
the views of household customers shape decision
making on the opening of the market.

Right first time

It is a pleasure to introduce our first Forward Work
Programme since my appointment as Chair of the
Consumer Council for Water. My arrival in April
2015 came just a few months after the conclusion
of the 2014 Price Review, which represented a
step change as the most successful price-setting
process since privatisation for reflecting the views
and priorities of customers in England and Wales.
Strong representation from CCWater, alongside
Customer Challenge Groups (CCGs), helped to
ensure water companies and the regulators,
including Ofwat, remained focused on delivering
a final deal on price and service for the next five
years that most customers told us they found
acceptable. Most customers can look forward to
seeing their water bills fall before inflation by 2020,

One of the most significant changes will take place
in April 2017 when all eligible businesses and other
non-household customers in England will have the
opportunity to choose their water and sewerage
retail supplier. The new business and other nonhousehold market will allow new market entrants
to compete for retail services, which include billing,
meter reading and dealing with customer enquiries
and complaints. As the independent voice of water
customers we’ve been working closely with the
industry and the regulator Ofwat to make sure
the concerns and priorities of business and other
non-domestic customers influence the rules that
govern the market. We want competition to work
well for all customers – whether they are eligible to
switch in 2017 or not. That’s why we will continue
to press for strong market rules that protect all
customers.

Working closely with Welsh Government and water
companies in Wales we will ensure business and
other non-household customers see continuing
improvement. We will also press Ofwat to show
how its regulation of the sector is helping to ensure
customers served by companies in Wales are still
receiving a high level of service at an acceptable
and affordable price. No customers should lose out
as a result of competition in England and we will
be challenging water companies in Wales to be
among the best performers on customer service.

Value for money

with the commitment of substantial investment in
the services that are so essential to all of our lives.
But if the Price Review marked a step in the right
direction, many of us recognise that more still
needs to be done to ensure customers remain at
the heart of the water industry. One of our key
responsibilities moving forward will be making
sure water companies keep engaging with
customers on the key issues and decisions that
affect them. The next few years will also bring
a new wave of challenges for the industry and
consumers as the water sector continues to evolve.

Speaking up for and
informing consumers

Message from the Chair

As we embark on our second decade I have no
doubt CCWater will remain an influential and
respected voice for water consumers.

Alan Lovell, Chair,
Consumer Council for Water

In Wales we look forward to playing a leading role
in providing advice on affordable water bills and
debt management as part of our commitment to
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We can learn many things from the experiences
of the energy sector, including the importance of
customer perceptions. That’s why we will carry on
our work on value for money, which is an issue that
a sizeable proportion of water customers remain
dissatisfied with.

I’d like to end by paying tribute to my hardworking colleagues who have helped us achieve
so much for consumers over the past decade. It’s
been a challenging year for many people with
the restructure heralding difficult but necessary
changes to the way we work. But throughout it
all they have remained outstanding consumer
advocates, helping thousands of customers resolve
complaints or enquiries about their water and
sewerage services, and in pursuing the consumer
agenda.

Water on tap

One challenge is informing and shaping the
consumer debate around the resilience of our
water and waste services, now and in the future.
We must help consumers understand the growing
pressures on our infrastructure and what action

More collaborative work will be instrumental in
addressing this and other pressing consumer
issues, such as making sure those struggling to pay
their water bills are aware of the assistance that
exists. Our collaboration with water companies
has already helped to increase support for the
one in eight households in England and one in
seven in Wales who tell us they cannot afford their
water bills. This included working closely with 15
companies as they launched new social tariffs with
the potential, over time, to reduce the bills of more
than 400,000 low-income households. But this is
still not enough. Our Living with Water Poverty
Research in 2014 revealed awareness of assistance
schemes remains too low, so we will continue
to work with the industry and other consumer
organisations to help even more customers in
financial difficulty access the support they need.

the Welsh Government’s Water Strategy for Wales.
We will also work closely with Welsh Government,
water companies and other agencies in delivering
consistent messages for consumers on water debt
management, water efficiency and how customers
can engage with their water company.

Right first time

What is also clear is that consumers want us to
continue to speak up for their interests, as well as
help inform them on the water issues they view as
important to them. That’s why our Forward Work
Programme includes a commitment to improve our
engagement with the media, charities, politicians
and community groups that can help us do our
job both nationally and locally. Strengthening
this network of contacts will help our advice and
advocacy to reach even more consumers across
England and Wales. In particular, we recognise the
importance of raising our profile and engagement
with business and other non-household customers,
including the small business sector, as the launch
of the new retail market draws ever closer.

may be needed to safeguard these services.

Value for money

Work on shaping our Forward Work Programme
began back in September 2015 when we hosted
a series of consumer issues workshops with
stakeholders across England and in Wales. Many
important views were exchanged and have been
incorporated into the plan, but one message came
through loud and clear – that the desire to retain
a specialist consumer body for the water industry
remains as strong as ever.

Speaking up for and
informing consumers

Message from the Chair (continued)

What we are trying to achieve

We can only achieve our objectives on behalf of
water and sewerage consumers by liaising closely
with water companies and our stakeholders.
We do this by working locally, regionally and
nationally with:
•
•
•

•
•

•

The UK & Welsh Governments;
Regulators (Ofwat, Environment Agency,
Natural Resources Wales, Natural England and
the Drinking Water Inspectorate);
Other consumer organisations such as
Which?, Citizens Advice/Citizens Advice
Cymru, the Energy Saving Trust, Resource
Efficient Wales, Age UK/Age;
Cymru, Money Advice Service and Essential
Services Access Network;
Business groups such as the Federation of
Small Businesses, the Major Energy Users
Council, the National Farmers’ Union, Farmers’
Union Wales, The Home Builders Federation,
and the Food and Drink Federation;
Water and sewerage companies, including
newly appointed water and sewerage service
providers, and Water UK, the representative
body of all Regulated water and sewerage
companies in England, Wales, Scotland and
Northern Ireland.

We provide a strong voice for consumers by

Water on tap

What we do

How we do it

Right first time

CCWater’s aim is to put consumers at the heart
of the water industry.
We want the voice of the consumer to be heard
in key decisions that will impact them and for
consumers to be appropriately informed on water
issues. We want household, business and other
non-household consumers to get a good, reliable
water and sewerage service from their local water
company at a price they find acceptable and
can afford. We want consumers’ concerns to be
addressed.

keeping in close contact with local water
companies and with consumers themselves.
Our research informs us and we make sure that
the collective voice of consumers is heard in
water debates in England and Wales, and that
consumers remain at the heart of the water
industry. We provide advice and information
to consumers on water matters, which may
inform them of their rights, or influence
behaviour change – such as water use. We take
up consumers’ complaints if they have tried
and failed to resolve issues with their water
companies.

Value for money

CCWater is the independent and statutory
organisation representing household, business
and other non-household water and sewerage
consumers across England and Wales. We have
offices in both countries and representatives
(Called Local Consumer Advocates) in Wales and
across the regions1 in England.

Speaking up for and
informing consumers

Who we are

1 Information on our regions can be found here
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We participate actively in forums and groups that
discuss and influence the delivery of good water
and sewerage services to consumers, such as:
•

•

Our duty to vulnerable people and the
requirement to have regard for sustainable
development (i.e. balancing economic,
environmental and social aspects) underpins all
our activities.

How our research informs our
work

Right first time

•

evidence gained from consumer research, market
intelligence, cross–utility comparisons, complaints
and company performance data and feedback
from household, business and non household
consumers to inform our work on behalf of water
consumers.

Value for money

•

Our research tells us what is important to
consumers and we gather information each year
so that we can constantly review what we need to
do as a result of the consumer insight gained from
our research. Where appropriate, we will work
with water companies on areas of joint interest,
or work in partnership with other organisations
to promote good customer engagement. We aim
to increase this collaborative approach where we
can – but recognise that our independent voice is
also valued by the industry.

Water on tap

England and Wales: water companies’
customer challenge groups, the UK All
Party Parliamentary Water Group, the Water
Efficiency Evidence Base Steering Group,
21st Century Drainage Programme, Water
Framework Directive stakeholder groups
and linked River Basin District Liaison Panels,
Water UK’s Strategic Dashboard group, and
various UK Water Industry Research steering
groups;
Wales: Welsh Government’s Wales Water
Forum, Consumer Protection Partnership in
Wales, the Water Health Partnership for Wales;
England: Water Resources in the South East,
and Water Resources East Anglia Groups.
We give evidence to relevant parliamentary
committees (e.g. the EFRA committee, the
Public Accounts Committee, the Welsh Affairs
Select Committee and the National Assembly
for Wales Environment and Sustainability
Committee) as well as Competition
Authorities including the Competition and
Markets Authority)

Speaking up for and
informing consumers

Who we are (continued)
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We work locally with consumers to listen to their
views, answer their enquiries and resolve their
complaints about water companies. We use

Differences between Wales and
England

•
•

•
•
•

•

•
•

•

Wales Bill and the extension of devolution
arrangement to sewerage services;
The implementation of other Silk Review
devolution recommendations on water and
the work of the Joint Government Water and
Sewerage Devolution Programme;
Environment Bill/Act, including natural
resources area based planning and a potential
ban of food waste disposal units;
The introduction of recommended
Sustainable Drainage Standards; Abstraction
reform and any differences in implementation
in Wales; and
An investigation of the cost and benefits
of transferring ownership of private water
supply pipes to companies.

•

•

Water Strategy for Wales
The Welsh Government Water Strategy for Wales
outlines an action plan for water resources and
water and sewerage services in Wales. It provides
the context for our work in Wales and presents

•

Leading on advice about affordable water bills
and debt management.
Working with Welsh Government and others
on its plan to develop consistent messages
around:
• Water debt management.
• Water efficiency.
• How consumers can engage with their
water company.
• Ensuring good quality information is
available to business customers about
who is eligible for retail competition,
particularly for those customers in crossborder areas.
Work closely with Welsh Government and
others to help:
• Monitor the effectiveness of social tariffs.
• Monitor the costs and benefits of market
reform to inform future policy.
• Understand the cost and benefits of
transferring ownership of privately owned
water supply pipes to water companies.
Work with other stakeholders to help deliver
the aims and actions of the Strategy.

Water on tap

•

•

•

Right first time

•

The extension of competition in the water
industry (not applicable to Wales).
The Welsh Government not planning to
legislate in respect to upstream competition.
The Welsh Government’s compulsory
registration of occupiers by landlords (not
applicable to England).
The Well-being of Future Generations Act (not
applicable to England).
The Welsh Government’s new build sewer
standards in Wales issued in 2012 (not
applicable to England).
The Welsh Government’s guidance on Social
Tariffs2 suggesting a higher reasonable level
of cross subsidy; up to 2.5% as opposed to the
Defra recommended 1.5%.
The quantitative Service Incentive Mechanism
(SIM) score monitoring for non-household
customer in Wales, including penalties for
written complaints, escalations and CCWater

Expected legislative and policy developments
that we are keeping a watching brief on and will
build into our programme, as and when they are
confirmed, relate to:

specific actions which name CCWater in their
delivery. These are:

Value for money

We keep a close watch on the development of
policies and legislation to ensure we understand
how emerging policy differences between Wales
and England are likely to affect water customers
either side of the border. The most notable
differences to date are:

investigations in the absence of extended
competition in Wales (Wales only).

Speaking up for and
informing consumers

CCWater in Wales

2 Guidance to water and sewerage companies and the Water Services Regulation Authority (Ofwat), in relation to social tariffs
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This Forward Work Programme integrates these
and some impending Water Strategy for Wales’
actions within its remits. We will review it each
year to ensure that the most relevant actions are
highlighted in our work programme.

Over the next few years CCWater will work to
support the objectives and commitments of
the Environment Act (Wales) and the Natural
Resources Policy Statement through, for example,
working with the water industry and others
to promote water efficiency measures and
sustainable solutions to environmental problems.

Right first time

CCWater has regard to the Well-being of Future
Generations (Wales) Act 2015 and will assist its
implementation through our work and operations
in Wales to safeguard the interests of water and
sewerage customers we represent in the longterm. Achieving economic, social, environmental
and cultural well-being in Wales is a vision we
share for the consumers we serve in Wales, and
is reflected in our programme of work over the
following pages.

The Environment Act (Wales)
and Natural Resources Policy
Statement

Water on tap

Our objective remains to contribute to the
delivery of resilient water resources, and water
and sewerage services, whilst considering the
most effective but also affordable way to do
this longterm. We believe this is in line with
the overarching objective of the Act. The five
key strands of this Forward Work Programme
complement and support the delivery of the
Welsh Government well-being goals. In particular

Exit
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Value for money

The Well-being of Future
Generations (Wales) Act

we can contribute to the goal of delivering a
resilient and healthier Wales through the work
described in our work strands for the delivery
of a reliable, resilient, sustainable and safe
water supply and a reliable, sustainable sewer
system that works. The goal of a more equal and
prosperous Wales will be supported by the work
developed and described in the key strands of
our work relating to informing and speaking up
for consumers but also pressing for fair, value for
money and affordable charges in Wales.

Speaking up for and
informing consumers

CCWater in Wales (continued)

Speaking up for and
informing consumers

Our Key Strategic Issues
CCWater’s Forward Work Programme is informed
by our research of consumers and our complaints
work, and is shaped around the issues that are
important to water consumers.

Value for money

Based on this we will use five key strands of work
which give us the framework to deliver our work.
At stakeholder events during autumn 2015, these
five strands were confirmed as appropriate from
attendees’ knowledge of water consumers and the
issues likely to affect the industry.
The five key strands are:

Right first time

1. SPEAKING UP FOR AND INFORMING
CONSUMERS by providing a trustworthy,
independent voice that informs consumers
about key water issues and ensures
Governments, water companies and other
stakeholders understand water consumers’
views;
2. Pressing for FAIR, VALUE FOR MONEY,
AND AFFORDABLE CHARGES THAT ARE
ACCEPTABLE TO CUSTOMERS;

Water on tap

3. Water companies provide SERVICES THAT
ARE RIGHT FIRST TIME and sort out problems
quickly and without hassle;
4. A RELIABLE, RESILIENT, SUSTAINABLE,
SAFE, GOOD QUALITY WATER SUPPLY that
consumers value and use wisely;

Email:
enquiries@ccwater.org.uk
Website: www.ccwater.org.uk
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5. A SUSTAINABLE, RESILIENT SEWERAGE
SERVICE THAT WORKS and is used
responsibly by consumers.

SPEAKING UP FOR AND INFORMING CONSUMERS by providing a trustworthy, independent voice that informs consumers about key water
issues and ensures governments, water companies and other stakeholders understand water consumers’ views

What our activities will help to
deliver for consumers:

•

Market Reform

•

The introduction of a retail market for business
and other non-household customers located
in areas of England and Wales that are served
by undertakers that are regulated by the UK
Government & not areas of England and Wales in
areas where the undertaker is regulated by the
Welsh Government.

•

•

•
•

The retail market will deliver and meet
customers’ needs and expectations, and will
also have considered the effect on those who
cannot or choose not to switch supplier;
Household customers will be protected from
any adverse effects of the new retail market;
Business and other non-household customers
will be protected from mis-selling and unfair
contract terms and robust marketing controls
will be put in place.

•

•

The possible introduction of retail
competition for household customers in
England will bring customers benefits that
outweigh costs;
We will give a voice to household customers’
aspirations and concerns about the proposed
retail market.

Mergers/Acquisitions
•

A share of the benefits from any merger/
acquisitions in the industry will be passed
onto consumers.
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•

The possible introduction of
a retail market for household
customers in England only

Water on tap

•

The consumer view will be considered as
governments develop their thinking on
abstraction reforms;
The consumer view will also be considered
as the UK Government, Ofwat and the
industry develop their thinking on upstream
(wholesale) reforms;
Any reform of the upstream water and/or
sewerage sectors, to create new markets,
should lead to demonstrable benefits for
customers and have adequate protections in
place to prevent any detriment and mitigate
any risks to customers;
We will, where appropriate, use consumer
evidence to assist Welsh Government in
implementing key actions of the Water
Strategy for Wales and key objectives of
the Well-being for Future Generations and

•

Business and other non-household customers
will be aware of their eligibility to switch
retailer;
Satisfaction with water and sewerage services
will remain high for business and other nonhousehold customers, where competition
remains at a threshold of 50 megalitres of
water a year.

Right first time

Resilience and Sustainability

•

Value for money

Influencing the agenda

Environment Acts.
We will contribute our views and evidence
to discussions on devolution in Wales as part
of the implementation of the Silk Review
recommendations on Wales, and the Wales
Bill.

Speaking up for and
informing consumers

Speaking up for and informing consumers

(continued)

Affordability
•

•

Customer Service
•

Challenging on behalf of consumers

•

Companies will strengthen governance
arrangements around their Customer
Challenge Groups (CCGs);
Companies will adopt good practice
recommendations as part of our collaborative

•
•
•

•

Consumers who need us will know who we
are and how to contact us;
Companies will see the benefit of sharing
financial outperformance with customers;
Consumers will hear key messages through
joint campaign work with water companies
and other organisations;
Consumers will be more aware of how the
services they receive are delivered, and the
external factors that may impact on those
services, so that they can make informed
choices at future price reviews about what
they want their companies to deliver;
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Informing consumers

Water on tap

•

•

Consumers will get the opportunity to hear
and see our key messages in broadcast and
print media (at least 75 million opportunities);
Consumers will be able to get the information
and advice they need on our website,
including through our online water meter
calculator, social tariff guide, benefits
calculator, grant search tool and our
knowledge database. We will aim to get a
total of 500,000 visitors to the water meter
calculator on our website.

Right first time

•

We will act if water companies are not
responding to the reputational pressure on
performance that they need to deliver a good
service to consumers;
The views and interests of water and
sewerage customers will be represented by
CCWater in those groups and forums of which
it is a member.

•

Value for money

We will continue to seek to influence the
governments’ and companies’ agendas on
affordability to ensure the needs of customers
who are struggling to pay are addressed.

•

work with them;
Water companies will deliver services that
meet the needs of consumers, especially
consumers in vulnerable circumstances.
Agencies which work with vulnerable
consumers, such as Citizens Advice, Age UK,
Age Cymru, and Money Advice Service will
know about us locally and nationally, and how
to seek our advice on affordability, water and
sewerage issues.

Speaking up for and
informing consumers

Speaking up for and informing consumers

(continued)

Why it’s important we do this
work:

Water on tap

We commissioned research to understand the
views of business and other non-household
water customers in England about the ability for
their incumbent water company to exit the retail
market from April 2017. We found that many
businesses’ preferred outcome would be for their
water company not to exit the retail market, and

To help with our work on companies’ Codes
of Practice we commissioned research4 to
understand customers’ priorities for information,
and the channels they are most likely to use for
it. We view it as crucial that companies use the
most appropriate channels to communicate with
customers, whether that is general information
about the services they deliver or, at times of
emergency, where customers can get the help
and assistance they need.

We carried out research about the usability of
our website. This gave us recommendations
on how we could best serve the needs of all
consumers, through our website. We are using
the research findings to make the site more
navigable; identify, review and revise priority
content to make it more relevant and customer
friendly; and to create two distinct sections, for
businesses and households.

Ahead of the next price review in 2019, we carried
out our ‘Tide of Opinion’ research5 into what
engagement and processes at price reviews

Exit
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Right first time

Our ‘Uncharted Waters’ research3 identified
that most business and other non-household
customers support the introduction of retail
competition in England as they are looking for
price reductions, bill consolidation, consumption
savings and the possibility of a better product
or service. But they are keen to avoid cold
calling, contracts which lock them in or rollover automatically, complicated tariffs and poor
customer service.

We are using this research, and will use future
research, to work with Ofwat and MOSL (the body
responsible for delivering the retail market) on
developing the rules and codes that will govern
customer service and billing matters in the retail
market.

would give customers most confidence that
they are being listened to, and to understand
customers’ views on what makes a credible
Customer Challenge Group (CCG). Independence
of the CCG Chair allied to strong governance
was a key finding. We are using these research
findings to discuss ways in which to build upon
the success of the CCG process at the 2014 Price
Review.

Value for money

Our research shows there are concerns and
expectations from customers which need to be
addressed. Specifically:

customers did see more advantages of a transfer
to a licensed retailer that is associated with their
local water company, rather than a retailer who is
unrelated.

Speaking up for and
informing consumers

Speaking up for and informing consumers

Speaking up for and
informing consumers

Speaking up for and informing consumers
(continued)

How we will achieve this
Influencing the agenda

Key

Main period of activity
Indicates on going activity

Lead the consumer agenda by using insight from our research, consumer knowledge and data to develop
rounded views that keep the industry developing with the consumer perspective in mind.
Resilience and sustainability
Influence key legislation and decision makers on water consumer issues such as:









•

Impacts of water resource plans on customers.

•

Influencing the proposed abstraction reform bill.

•

Tackling diffuse pollution across England and Wales.

•

Work collaboratively with the 21st Century Drainage Programme Board, particularly on the
communications and drainage misuse work streams.

•

Implementing the interim, non-statutory sustainable drainage systems standards in Wales.

•

The implementation of Schedule 3, Floods and Water Management Act 2010 for statutory national
standards to include SuDs features.








•

The review of current drainage ownership (with emphasis on surface water and orphan assets and on
drainage misconnections), the operation of the mandatory sewerage adoption process and the
effectiveness of the 2012 Ministers’ Build Standards in Wales.

























•

The ongoing assessment of likely implications of the Wales bill and devolution recommendations
regarding water and sewerage services from the Silk Review carried out in Wales and implications on
consumers.









•

The implementation of Wales specific legislation such as the Well-being for Future Generations (Wales) and
Environment (Wales) Acts.









Email:
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2018-19

Right first time

2017-18

Value for money

2016-17

Speaking up for and
informing consumers

Speaking up for and informing consumers
(continued)

How we will achieve this
Influencing the agenda (continued)

Key

Main period of activity
Indicates on going activity
2019 and
beyond

Work on the early development of upstream reform, liaising with Ofwat, the UK Government and the industry.
Research customer views and evaluate the potential benefits and risks to customers, in order to adequately
protect customers’ interests.
Work on the development of abstraction reform, collaborating with the Environment Agency and National
Resources Wales as appropriate.
Market Reform

















Inform the development of the business and other non-household retail market with customer evidence
from our ‘Uncharted Waters’, ‘Testing The Waters’ and ‘Exit Strategies’ research so that it delivers high standards
of innovative services and benefits, doesn’t disadvantage those who cannot or do not switch and avoids
problems customers experienced as competition rolled out in other sectors, such as energy.









Work with MOSL, Ofwat and water companies to inform eligible business and other non-household customers
of the forthcoming competition changes. In particular, the opportunity to switch suppliers as part of market
reform and ensure independent and impartial information is available on the registration and switching
process.
























Work with others to address problems arising as a result of the introduction of the retail market and feed
lessons learned into discussions on market reform and also to devolution in Wales.
Press Ofwat to show that its regulation of the sector in Wales ensures that consumers served by companies
operating in Wales receive a high level of service at an acceptable and affordable price.
Work with Welsh Government and water companies in Wales to press water companies in Wales to be among
the best on performance standards, relating to customer services.
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Water on tap

2018-19

Right first time

2017-18

Value for money

2016-17

Speaking up for and
informing consumers

Speaking up for and informing consumers
(continued)

How we will achieve this
Influencing the agenda (continued)

Key

Main period of activity
Indicates on going activity
2018-19

2019 and
beyond





























Household competition
Influence key legislation and decision makers on water consumer issues such as:
•

The process around when a water company chooses to exit the business and other non-household retail
Market.

Work with Ofwat and UK Government so customers’ views evidenced by our research are considered when
assessing the costs and benefits of such a market in the Government’s decision over retail competition for
households.
Mergers/Acquisitions
In the event of a merger/acquisition in the industry, we will monitor/challenge companies to ensure a share of
the benefits of the merger are passed on to consumers and that any newly merged functions (e.g. customer
billing) does not lead to a deterioration of quality.
Price Review
Influence key decision makers on the 2019 Price Review.

Right first time

2017-18

Value for money

2016-17

Water on tap
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Speaking up for and
informing consumers

Speaking up for and informing consumers
(continued)

How we will achieve this
Challenging on behalf of consumers

Key

Main period of activity
Indicates on going activity
2018-19

2019 and
beyond

Work with other organisations and the industry to identify good practice for assisting consumers in vulnerable
circumstances and press companies to provide access to an inclusive service for all water consumers as
outlined in the British Standard for inclusive service provision and Ofwat’s vulnerability guidelines published
18 February 2016.









Press for customer engagement, supported by sound governance arrangements, to remain a central part of
future price-setting process and a key part of the water industry’s operation.














Attend appropriate committees, groups and forums, including Customer Challenge Groups, to highlight the
opinions of water consumers gathered through our research and other evidence.
Determine if CCWater can add value in an intermediary role to bring companies, other organisations and
consumers together on matters such as good practice & other customer issues.

Right first time

2017-18

Value for money

2016-17

Water on tap

Exit

16

A sewerage system
that works

Email:
enquiries@ccwater.org.uk
Website: www.ccwater.org.uk

Speaking up for and
informing consumers

Speaking up for and informing consumers
(continued)

How we will achieve this
Informing consumers

Key

Main period of activity
Indicates on going activity
2019 and
beyond

Improve our network of contacts and target local engagement (local media contacts, local charities,
community groups, British Chambers of Commerce, MPs, local councillors) either directly or via media or
intermediaries to increase our reach to as many consumers as possible on matters that are a priority to them.









Collaborate with companies and other organisations to inform consumers on the importance of using water
wisely and the benefits of doing so, and of the links between water and energy efficiency.





































Develop a more accessible, informative and navigable website
Inform consumers and Customer Challenge Groups on how their water company is performing compared to
others and hold the industry to account by publishing annually our ‘Delving into Water’ report.
Increase our signposting activity so that we can guide consumers to best available support and advice.
Continue media and social media activity so that consumers can access help and information from CCWater
and work collaboratively with others to inform consumers in order to influence behaviour change.
Monitor and help inform cross-border customers of any change to their water and sewerage services,
and rights and responsibilities as a result from market reform in England and a change in the devolution
settlement in Wales.
Seek to ensure that our information and advice is accessible to all customers in a manner that will enable
access and engagement (including the delivery of our Welsh Language Scheme obligations).
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Water on tap

2018-19

Right first time

2017-18

Value for money

2016-17

Pressing for fair, VALUE FOR MONEY and affordable charges that are acceptable to customers

What our activities will help to
deliver for consumers:

•

•

•

Sharing financial outperformance
•

•

The percentage of customers who think their
water bill is fair will continue to rise from the
current figure of 68% 8;
Companies will amend their charges schemes
as a result of us identifying issues, sharing
good practice and pressing for improvements.

•

Where evidence shows water companies
have financially outperformed Ofwat’s
assumptions on debt costs, inflation and tax,
they will share this success with customers
through bill reductions, extra investment,
help for vulnerable customers and/or service
improvements.

Help for those struggling to pay

•

Water on tap

•

Fair charges

Companies will effectively implement and
refine social tariff and other assistance
schemes to meet the needs and expectations
of customers. The number of customers
helped through water company schemes will

Exit
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6 Figures taken from ‘Water Matters’ research (see page 19)
7 Figures taken from ‘Water Matters’ research (see page 19)
8 Figures taken from ‘Water Matters’ research (see page 19)
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Right first time

•

More customers will receive a quality of
service that they consider represents good
value for money in return for the bill they pay.
Satisfaction levels for value for money will
increase above the current level of 75% 6;
The information we bring to each company’s
successor Customer Challenge Group (CCG)
will help consumers be at the centre of the
2019 Price Review planning process; we bring
robust challenge and information to each
company’s Customer Challenge Group (CCG);
All key parties in the 2019 Price Review
(Customer Challenge Groups (CCGs), water
companies, governments and regulators) will
be focussed on how to deliver outcomes that
customers will accept and find affordable for
the delivery of resilient services;
The proportion of customers who find their
bills affordable will increase beyond 77% 7.

•

increase;
More customers will be aware of the
financial help, support and advice available,
particularly from water companies, regarding
affordability and debt, and will have easy
access to the assistance.

Value for money

Acceptable and affordable bills

Consumers will be informed about how
their money is used to deliver service
improvements – both in the short term, and
to address long term challenges such as
future resilience.

Speaking up for and
informing consumers

Value for money

(continued)

Value for money

Our ‘Living with Water Poverty’ research11
identified that customers were unsure about
the help that was available to them. We have
therefore encouraged companies to find new
ways in which to engage with and assist those
customers struggling to pay. Progress has been
made in improving take-up, but there is more that
we and companies can do to improve awareness
of, and access to, financial assistance. We also use
the research to inform our collaborative work,
including on good practice with other agencies
and organisations to help us tackle affordability,
not just in water but in other sectors as well.

Water on tap

Our annual ‘Water Matters’ research9 found
that 94% of household customers are satisfied
with their water supply and 91% with their
sewerage services. Satisfaction with value for
money of these services has risen from 69% for
water services in 2013 to 75% in 2014 and 71%
for sewerage services in 2013 to 77% in 2015.
Our ‘Testing the Waters’ research10 tells us
that business customers’ satisfaction with water

Right first time

Why it’s important we do this
work:

Moreover, 77% of household customers say their
water bill is affordable, but just 68% consider their
water and sewerage charges to be fair; average
trust scores have remained fairly constant for
water and sewerage at 78%, whereas trust in
energy suppliers is at 74%.

Taken together, this presents a challenge to
companies who need to continue to demonstrate
to customers the services they currently provide,
and will provide in the future in return for the
money that customers hand over each year. In
doing so, companies’ stand a better chance of
increasing levels of customer satisfaction with
services, value for money and trust.

Exit
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9 You can read Water Matters 2014 Research Report here
10 You can read Testing the Waters Research Report here
11 You can read Living with Water Poverty Research Report here
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Value for money

Water companies will be encouraged to use
customer segmentation in their approach to
improving customer satisfaction regarding
value for money of water and sewerage services
for their household, business and other nonhousehold customers.

services and its value for money has increased
slightly from 72% in 2012 to 74% but satisfaction
with service and value for money for sewerage
and surface water drainage services has fallen
from 72% in 2012 to 68%.

Speaking up for and
informing consumers

Value for money

Speaking up for and
informing consumers

Value for money
(continued)

How we will achieve this
Acceptable and affordable charges

Key

Main period of activity
Indicates on going activity
2019 and
beyond













Work with Welsh Government, Ofwat, water companies in Wales and consumer organisations on delivering
principal actions from the Water Strategy for Wales to address the key issues regarding access to affordable
water and sewerage services, tackling debt, ensuring a strong customer focus and promoting the efficient use
of water.









Press companies to increase the use of customer segmentation in their approach to improving satisfaction
regarding value for money with water and sewerage services for household, business and other nonhousehold customers.









Work with companies as they develop, implement and enhance social tariff schemes and other assistance
schemes, helping deliver their PR14 commitments to enhance assistance. Review that the schemes meet
government guidance and overcome differences causing customers a problem.









We will work with the industry to help ensure customers’ are informed about how their money is used to
deliver service improvements – both in the short term, and to address long term challenges such as future
resilience.









Work with water companies in Wales and the Welsh Government to help assess any consumer issues and the
impact of the compulsory registration of occupiers in Wales on the reduction of debt.













Challenge companies to meet consumer expectations on affordability and delivering value for money
resulting in acceptable and affordable bills
Improve advice, awareness and access to assistance schemes for consumers who are experiencing affordability
issues. Collaborate with companies and consumer organisations to press for data to be shared to help identify
people who will benefit from assistance and integrate fuel and water poverty messages.

Represent water consumers’ interests in charging matters to water companies, regulators and government,
and share good practice.
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Water on tap

2018-19

Right first time

2017-18

Value for money

2016-17

Speaking up for and
informing consumers

Value for money
(continued)

How we will achieve this
Acceptable and affordable charges (continued)

Monitor companies’ performance against Outcome Delivery Incentive commitments.
Work with companies, Ofwat and CCGs on a mechanism for sharing the benefits of financial outperformance
with customers.

Main period of activity
Indicates on going activity

2016-17

2017-18

2018-19













2019 and
beyond




Value for money

Press for consumers’ views to continue to be represented during the 2019 Price Review.

Key

Right first time
Water on tap
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Water companies to provide SERVICES THAT ARE RIGHT FIRST TIME and sort out problems quickly and without hassle

What our activities will help to
deliver for consumers:

*We review our Operational Business Plan figures
annually to work towards meeting and/or exceeding
the previous year’s targets.

•
•

Our satisfaction standards*

•

•

•

Companies which are highlighted as poor
performers in our annual complaints report
or by the numbers of complaints we receive
against them or in Ofwat’s Service Incentive
Mechanism (SIM)12 , will commit to improve
and provide evidence of their improvements.
As a result the number of complaints they
receive will reduce;
Underperforming companies will adopt
the recommendations arising out of our
liaison meetings, and complaint and
debt assessments. We will identify good
practice and share it with companies at
the assessments themselves and with the
industry through our published report. As a
result the number of complaints received by
the poorer performers will fall and close the
gap to the better performers;

•

Consumer concerns will be addressed and
lessons learnt from problems encountered in
other sectors, such as energy.

Ensuring business and other non-household
customers in Wales receive good or improved
services

•

Customer concerns will be addressed
and lessons will be learnt from problems
encountered by non-household and business
customer of companies based mainly in
Wales.

Water on tap

•

75% of customers will be satisfied with our
overall complaint handling service;
61% of customers will be satisfied with the
outcome of their complaint;
80% of customers will be satisfied with the
speed of our service.

•

Ensuring business and other non-household
retail competition delivers in England

Right first time

•

99.5% of complaints responded to in 5
working days;
80% of cases will be resolved in 20 working
days;
91% of cases will be resolved in 40 working
days.

Driving up company performance

Consumer satisfaction with services will
continue to improve from the current figures
of 94% (water) and 91% (sewerage).

Value for money

Our performance standards*

•

Speaking up for and
informing consumers

Right first time

12 SIM is designed to improve the level of service that water companies provide
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(continued)

Water Redress Scheme (WATRS)

In 2015 we restructured our complaint handling
teams to help us better deliver our key activities
below. We are committed to maintaining
an effective local working relationship with
companies. Each company has been provided
with a named senior customer caseworker, who
will act as a liaison point for discussions between
a company’s complaints management team and
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How we will achieve this

Water on tap

A WATRS Independent Oversight Panel
has completed a six month review on the
effectiveness of WATRS. A 12 month review is
planned. CCWater has given feedback on how
the scheme has benefitted consumers in its
first six months of operation, including future
improvements we feel could be made to the
scheme.

The way service issues and complaints are
handled by water and sewerage companies is a
major influence in determining how satisfied a
customer feels about the quality and value for
money of the services they are receiving from
their company. This can be reflected in the
quarterly Service Incentive Mechanism scores,
in complaints received by CCWater, and in our
household and business tracking surveys, Water
Matters and Testing the Waters respectively.

Right first time

Where a complaint has exhausted both the
companies’ process and CCWater is involved we
will make consumers aware of the option to take
their case to WATRS.

our regional or Wales Committee Chair, Local
Consumer Advocates and policy staff.

Value for money

In April 2015 a voluntary Alternative Dispute
Resolution (ADR) scheme called The Water
Redress Scheme (WATRS), was introduced by the
water industry. WATRS is independent of water
companies and CCWater. The scheme sits at the
end of companies’ and CCWater’s complaints
processes. Consumers who have exhausted their
company’s and CCWater’s complaints handling
processes are entitled to approach the scheme.

Why it’s important we do this
work:

Speaking up for and
informing consumers

Right first time

Speaking up for and
informing consumers

Right first time
(continued)

How we will achieve this
Services that are right first time

Key

Main period of activity
Indicates on going activity
2019 and
beyond













Press for future company complaint performance measures set by Ofwat to recognise that customers want to
make complaints using whatever communication channel they prefer, and for complaints to be given equal
focus regardless of how the complaint is made.









Work with the industry and Ofwat to assess whether the current SIM measures remain suitable and provide
alternative options that continue to incentivise good service and penalise the poor performers.













Monitor business and non-household customer issues in Wales through the quantitative Service Incentive
Mechanism (SIM) which will continue monitoring penalties for written complaints, escalations and CCWater
investigations for business and non-household customers in Wales.









Conduct complaint handling and debt recovery assessments at companies to enable us to monitor companies’
performance, report on good practice and improvements that should be made.













Help household and business consumers with their enquiries and resolve their complaints with water
companies in a timely and effective manner.
Press companies to deliver better services and performance for consumers, by CCWater sharing good practice
and establishing measures of service and performance improvements so consumers’ need to complain
reduces.

Respond effectively to enquiries and complaints from business and other non-household consumers
regarding eligibility and switching suppliers arising from the new competitive market arrangements in
England. Ensure business consumers in Wales are given the correct advice.

Signpost a consumer’s complaint to Water Redress Scheme (WATRS) as appropriate.
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Water on tap

2018-19

Right first time

2017-18

Value for money

2016-17

Speaking up for and
informing consumers

Right first time
(continued)

How we will achieve this
Services that are right first time (continued)

Main period of activity
Indicates on going activity

2016-17

2017-18

2018-19

2019 and
beyond









Performance targets for 2016/2017
99.5% of complaints responded to in 5 working days (compared to a target of 99.5% in 2015/2016);

•

80% of cases will be resolved in 20 working days (compared to a target of 78% in 2015/2016);

•

91% of cases will be resolved in 40 working days (compared to a target of 90% in 2015/2016).

Right first time

•

Satisfaction targets for 2016/2017
75% of customers will be satisfied with our complaint handling (compared to a target of 72% in
2015/2016);

•

61% of customers will be satisfied with the outcome of their complaint(compared to a target of 58% in
2015/2016);

•

80% of customers will be satisfied with the speed of our service (compared to a target of 79% in
2015/2016).
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Water on tap

•

Value for money

CCWater will continue to review its complaint handling performance and work towards meeting and/or
exceeding previous year’s targets.

Key

WATER ON TAP – a reliable, resilient, sustainable, safe good quality water supply that consumers value and use wisely

What our activities will help to
deliver for consumers:

•

•

•

•

•

Why it’s important we do this
work:
•

Water on tap

•

•

Right first time

•

Companies will maintain the high level of
customers who are satisfied with the reliability
of their water supply. At the moment, 97% of
domestic customers are satisfied (compared
to 92% in 2010)13 and 95% of business and
other non-household customers are
satisfied14 ;
Companies’ supply networks will be more
resilient and provide a safe and reliable
supply of water to consumers in the long
term;
Key decision makers will be informed about
the potential customer impacts of new or
changing policies, for example proposals for
abstraction reform;
Water Resource Management Plans15 will
show how consumers’ needs and priorities
have been considered and the most
sustainable options chosen;
Consumers will be better informed about
their company’s policy and performance on

has shown that 41% of consumers surveyed
have not made a conscious decision to use
less water over the past three years, with 23%
not taking any action to save water.
Customers have also told us that they will
save water if they can see that their company
is doing likewise by actively seeking out
and fixing leaks. With population growth,
demographic changes and climate change,
the need to conserve water becomes
increasingly important, particularly in areas
where resources are already constrained.

In order to have a resilient and sustainable
supply of drinking water available it is
important consumers use water wisely and
companies tackle leakage. Our research16
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13 Figures taken from ‘Water Matters’ research (see page 19)
14 Figures taken from ‘Testing the Waters’ research (see page 19)
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16 You can read ‘Using Water Wisely And Attitudes To tap Water’ Research report here
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Value for money

•

leakage. Companies will provide information
on their website and/or their billing
information;
Consumers can recognise how they can use
water and energy wisely and save money.
Over time, our tracking research will show
an increase in the number of customers
consciously taking steps to save water;
Any future compulsory metering programmes
will adopt good practice and learn
lessons from current programmes, and be
implemented sensitively and with help for
customers;
The future assessment of costs and benefits of
metering in Wales will consider any customer
evidence available.

Speaking up for and
informing consumers

Water on tap

Speaking up for and
informing consumers

Water on tap
(continued)

How we will achieve this
A reliable, resilient, sustainable, safe, good quality water supply

Key

Main period of activity
Indicates on going activity
2019 and
beyond

Work with companies and other relevant organisations to see that sustainable solutions are found for water
supply and waste water issues. In doing so, this will result in secure customer services and protect the water
environment in the long term, while taking account of customers’ ability to pay and sharing the costs fairly
across present and future generations of customers.









Work with both governments and both environmental regulators on the reform of the abstraction licensing
system in England and Wales.

































Make sure consumers have access to accurate and timely information about drinking water quality and water
supply issues (working with DWI, companies and Water Health Partnerships for Wales).
Work with Welsh Government on the development of its long-term strategy to remove the health risks
associated with the historic use of lead in plumbing.
Assist Welsh Government on collating/exploring the evidence around the costs and benefits of transferring
privately owned water supply pipes.
Help consumers understand and become engaged about how climate change could affect the services they
receive.
Continue to engage with Ofwat as it develops a better understanding of what resilience means for the water
industry, and press for customers to be central to the plans for taking this forward.
Review the implementation of compulsory metering programmes and use lessons learned to inform future
programmes.
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Water on tap

2018-19

Right first time

2017-18

Value for money

2016-17

Speaking up for and
informing consumers

Water on tap
(continued)

How we will achieve this
A reliable, resilient, sustainable, safe, good quality water supply (continued)

Key

Main period of activity
Indicates on going activity

2016-17

2018-19

2019 and
beyond












Work with Welsh Government, National Resources Wales, the water companies operating in Wales, Energy
Saving Trust and Resources Efficient Wales to help assess the costs and benefits of metering in Wales.
Encourage water companies to prioritise leakage reduction work and inform consumers in a way that meets
their expectations.
Encourage company joint working and planning in particular through the Water Resources in the South East
and Water Resources East Anglia groups.




Value for money

2017-18

Right first time
Water on tap
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Speaking up for and
informing consumers

A sewerage system that works
A sustainable resilient SEWERAGE SYSTEM THAT WORKS and is used responsibly by consumers

What our activities will help to
deliver for consumers:

•

Right first time

Companies’ sewerage networks will be
more resilient and reliable in the long term,
with incidents of sewer flooding reduced.
Performance will be measured by progress
towards commitments given by companies in
their 2015-2020 business plans;
Consumers will be satisfied with the response
from their sewerage company following
a sewer flooding event. Complaints to
companies and to CCWater will reduce over
the period.

The effects of climate change are already
being seen. Warmer winters are bringing
increasing rainfall, and at times this can be
intense. At its worst it leads to widespread
flooding, but just short sharp heavy rainfall
events can inundate sewers and lead to the
flooding of properties and external areas.

Value for money

•

•

Why it’s important we do this
work:
Since 2006 we have tracked domestic
customer views on company performance
in Water Matters. In 2014, 91% of consumers
said they were satisfied with their sewerage
services, this relatively high level of
satisfaction is likely to fall if companies fail
to respond to the threats posed by climate
change.
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Water on tap

•

Speaking up for and
informing consumers

A sewerage system that works
(continued)

How we will achieve this
A sustainable, resilient sewerage service that works

Monitor that companies are adapting to the impacts of climate change by addressing the impacts of flooding
and droughts on key sewerage assets, the environment and subsequently consumers.
Encourage companies to work with others on the introduction and implementation of Sustainable Drainage
Systems (SuDS) to reduce or control surface water entering the sewerage network.

Make sure companies are prepared for the transfer of private pumping stations to company ownership and
work with them to identify any customer issues ahead of the transfer.
Raising consumer awareness of the impact of diffuse pollution and helping consumers understand how they
can reduce diffuse pollution.
Raise consumer awareness of misuse of sewers and help them understand the impact of this behaviour.

2016-17

2017-18

2018-19

2019 and
beyond

































Right first time

Monitor that companies are adapting to the impacts of population growth considering the impacts to the
sewerage systems, the environment and to consumers of new housing developments.

Main period of activity
Indicates on going activity

Value for money

Challenge water and sewerage companies to resolve sewer flooding problems for consumers delivering
against the promised outcomes of the 2015-2020 business plans.

Key

Water on tap
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Where appropriate, we will work in partnership
with water companies or other organisations
through our research to understand customer
views and promote good customer engagement.

We aim to increase this collaborative approach
where we can – but recognise that our
independent voice is also valued by the industry.

Key

Main period of activity
Indicates on going activity

2016-17

2017-18

2018-19

2019 and
beyond











Right first time



Water on tap

Research that supports our delivery:

Value for money

Our research and information from customer
complaints about water companies tell us what is
important to consumers. We review what we need
to do as a result of the consumer insight gained
from our research programme each year.

Tracking Research
Water Matters – household research on satisfaction and value for money (annual tracker).

Speaking up for and
informing consumers

How our research along with complaints informs
our work

Testing the Waters – non-household research on satisfaction and value for money (bi-annual tracker).
Resilience and Sustainability Research
Update on Southern Water’s Universal Metering Programme – joint research with Southern Water to
understand whether customers’ original concerns were realised or addressed, if customers’ perceptions of
metering have changed and if being metered has changed the way they use water.
Water re-use – build on company research to explore customers’ attitudes to the principle of waste water reuse on a large scale.
Water saving activities – tracking customer and consumer attitudes and behaviours in relation to using water
wisely and to tap water.
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Speaking up for and
informing consumers

How our research along with complaints informs
our work
(continued)

Key

2016-17

2017-18





2018-19

2019 and
beyond

Market Reform Research
Market Reform Research – research to provide more consumer evidence in this area and to shape the
agenda. Research will be done as needed. Completed research includes ‘Uncharted Waters’.



Post Market Opening Research – to inform an assessment of the implications of market reform changes on
water and sewerage consumers in England and Wales.

Value for money

Research that supports our delivery (continued):

Main period of activity
Indicates on going activity

Price Review Research




PR19 research – research in preparation for the next price-setting process (possibly jointly with Ofwat and/or
the industry).

Right first time

New Methods for testing customers’ willingness to pay (PR19) – to test how willingness to pay and
acceptability research is portrayed to customers and if it is easily understood by them.



Silk Review Research
Research to assist Welsh Government in the Silk Review – to seek customers’ views about key
recommendations of the Silk Review, specifically full devolution of water and sewerage services to Welsh
Government and the realignment of legislative competence to the national boundary.



Stakeholder Perceptions about CCWater – to understand stakeholders’ perceptions of CCWater’s
performance and if there are any improvements that could be made
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Water on tap

Stakeholder Research

Value for money
Right first time

Defra and Welsh Government’s wider
objectives for water include reducing the risk
of flooding (from sewers and more generally),
managing water resources, improving water
efficiency and tackling debt and affordability.
In Wales, this is reflected in the Water Strategy
for Wales, and we are committed to working
with Welsh Government to help deliver its
objectives.

Speaking up for and
informing consumers

How the Forward Work Programme contributes to
Defra’s and Welsh Government’s wider objectives for
the water sector

The priorities and activities outlined under
each of the five key themes in this Forward
Work Programme accord with these
governmental objectives.

Water on tap
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Speaking up for and
informing consumers

What we cost
Our licence fee for 2016/17 will be £5.13
million.

Value for money
Right first time

We have demonstrated, through our real-term
cost reductions since we were set up, that we
are committed to providing value for money
and minimising our costs to water customers.
The cost of our licence fee has remained at
21p per water bill since 2011/12, as we have
absorbed cost increases and our restructure
has generated savings. This will enable us
to maintain the licence fee at existing levels
except in exceptional circumstances.
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Water on tap

For 2016/17, CCWater’s budget will be funded
from a combination of the 2016/17 licence
fee and an expected underspend in 2015/16
which Defra have asked us to carry forward.
From 2017/18 CCWater’s budget will be
funded directly from the forthcoming year’s
Licence Fee and will match our forecast costs.

Head office:
Consumer Council for Water
1st Floor, Victoria Square House
Victoria Square
Birmingham
B2 4AJ
Comments and enquiries to:
Janine Shackleton - Policy Manager
Email: janine.shackleton@ccwater.org.uk
Read CCWater’s Operational Business Plan:
www.ccwater.org.uk/publications/obp/

The Consumer Council for Water (CCWater)

The independent voice of water consumers in England and Wales

Exit

