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Fair, value for
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A message from the Chair

Speaking up for and
informing consumers

A message from the Chair, Alan Lovell

In recent years we’ve worked hard to restructure
our organisation so we can continue to be a powerful
champion for the interests of micro, small and
medium-sized as well as large businesses. We’ve used
our strong relationships with trade organisations,
like the Federation of Small Businesses, the National
Farmers’ Union, the Home Builders Federation and
many others, to inform businesses about how they
could benefit from the reforms to the market.

www.ccwater.org.uk
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We are also gearing up for the 2019 Price Review
(PR19) which will dominate our workload by the
dawn of 2018-19. The last price review marked a
significant step forward for consumers both in terms
of consumer representation and the final outcomes

A resilient
water supply

In Wales our focus will be on improving services to
ensure that business customers in Wales benefit from
excellent customer services. We will continue to work
with Welsh Government and advise them on the scale
and nature of complaints and enquiries resolved by
water companies serving business customers in Wales.

What remains unclear at the time of writing is
whether the UK Government intends to extend a
similar choice to households in England. Two-thirds of
households in our research have told us they would
welcome competition, and we would like to see a
thriving market delivering better prices and services
for consumers. But that hinges on the market being
able to deliver sufficient annual savings to cause
consumers to engage, which will be a challenge given
the small proportion retail represents of the average
consumers’ annual £400 bill. We found consumer
support fell considerably when the level of potential
savings were revealed. Failure to deliver adequate
savings could stifle switching rates and potentially
dilute any competitive rivalry in the market —
increasing the risk of poor service, a greater number
of complaints and higher prices. That is why we’ll be
monitoring how micro and small businesses engage
with the new retail market to gauge what impact
competition could have on households.

Services that are
right first time

By the time you read this document we will have
witnessed the opening of the business customer retail
water market in England – one of the most significant
changes to the industry since privatisation more than
25 years ago. Change inevitably brings challenges
and for CCWater one of the most important will be to
ensure that businesses of all sizes understand the new
water market.

Fair, value for
money charges

Welcome to our Forward Work Programme (FWP) which sets out our consumer
agenda for the next three years.

Speaking up for and
informing consumers

A message from the Chair, Alan Lovell (Cont'd)

Consumers also have a crucial role to play in saving
water and we are committed to raising consumer
awareness of the value of water and the benefits

Our restructuring has enabled us to absorb
inflationary pressures so far and provide resources to
address this agenda. We intend to raise our licence
fee by a modest £110,000 in 2017-18 and £110,000
in 2018-19 in order to invest in resources for the
opening of retail competition for businesses and the
start of our work on the 2019 price review. The cost
of our licence fee to consumers will remain around
21p per bill.
I know we will be able to count on your support
again as we focus on delivering an agenda driven
by an ambition to keep consumers at the heart of a
changing water industry.
Alan Lovell, Chair
Consumer Council for Water
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This is a challenging agenda but one we are confident
we can tackle with the support we enjoy from our
partners and stakeholders across the water industry
and beyond.

A resilient
water supply

enquiries@ccwater.org.uk

It’s critical that the industry strikes the right
balance between meeting consumers’ immediate
expectations, and making sure water companies can
tackle issues that could have a serious impact on
future generations. That’s why we will want to see
a long-term strategy from the sector to meet the
challenges posed by a growing population, climate
change and the need to protect our environment. As
a member of the 21st Century Drainage Programme
Board and the industry’s Water and Wastewater
Resilience Action Group, we will work closely with the
industry to ensure our drainage and sewerage systems
are resilient enough to shield consumers from the
effects of heavy rainfall and flooding.

of using it more wisely. We will also help people to
reduce the risk of sewer flooding through a better
understanding of what they can safely put down the
toilet, drain and sink.

Services that are
right first time

Our seat on each Customer Challenge Group in
England and Wales will give us an influential platform
to lead the challenge on engagement and ensure that
water companies reflect their consumers’ views in
their spending plans for 2020-2025. Customers will
want to see value for money and that their priorities
are met both in the short term and long term. But we
will also need to work with water companies to make
sure more households who are already struggling
to pay receive help. The past few years have given
us a strong foundation for tackling the affordability
challenge in water, with more support available than
ever before through the spread of social tariffs for

low-income households and other assistance. But
we want to see the industry increase awareness of
schemes such as WaterSure and social tariffs, where
support is reaching around half of the consumers
who are eligible. In Wales we will continue to do this
through providing advice agencies with easy-to-access
information about the support available, in line with
our commitments to the Water Strategy for Wales.

Fair, value for
money charges

on price and service. But it was by no means perfect
and our initial task will be to ensure we influence
the development of Ofwat’s methodology for PR19
so it is focused on consumers’ priorities. This will be
critical to making sure the regulator’s decisions on
prices, investments and levels of service are based on
what consumers want and expect to receive. These
decisions will be taken during a period when inflation
is likely to have an increasing impact on bills. We’ll
also be pressing the regulator to make sure it is not
too generous in its assumption of water companies’
costs of borrowing.

Speaking up for and
informing consumers

Our vision and our key strategic priorities

Fair, value for
money charges

Our vision
Putting consumers at the heart of the water industry
We use our strategic priorities to direct our work so we can achieve our vision.

A RESILIENT,
SUSTAINABLE, GOOD
QUALITY WATER
SUPPLY for now and
in the future that
consumers value and
use wisely

HOME

A SUSTAINABLE,
RESILIENT SEWERAGE
SERVICE THAT WORKS
now and in the future
and is used responsibly
by consumers
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Water companies
provide SERVICES THAT
ARE EASY TO ACCESS,
RIGHT FIRST TIME and
sort out problems and
complaints quickly and
without hassle

A resilient
water supply

enquiries@ccwater.org.uk

Pressing for FAIR,
VALUE FOR MONEY
CHARGES THAT ARE
AFFORDABLE IN THE
LONG TERM

Services that are
right first time

SPEAKING UP FOR AND
INFORMING HOUSEHOLD
AND BUSINESS CONSUMERS
by providing a trustworthy,
independent voice that
informs consumers about
key water issues and
ensures Governments, the
water industry and other
stakeholders understand
water consumers’ views

Speaking up for and
informing consumers

Who CCWater is – our organisation

Our duty to vulnerable people and the need for
sustainable development (ie balancing economic,
environmental and social aspects) underpins all our
activities. In addition to our formal duties we also
focus on getting the balance right in the long term
on affordability and ensuring water supplies and
sewerage services are resilient in the future. There
is a balance to be struck between the cost of bills
now and the cost of bills for future generations.

Our values
Our values define what we stand for as an
organisation and are there to guide us in
our day-to-day work and decisions.
Knowledgeable
Our work is based on evidence to help us
achieve results

Services that are
right first time

We work with consumers to listen to their views,
answer their enquiries and resolve their complaints
about water companies. We use evidence gained
from consumer research, market intelligence,
cross–utility comparisons, complaints and company
performance data, as well as feedback from
household and business consumers to inform our
work on behalf of all water consumers.

Fair, value for
money charges

CCWater is the independent and statutory organisation representing household and business
consumers1 across England and Wales. We have offices in both countries and representatives
(called Local Consumer Advocates) in Wales and across the regions2 in England.

Professional
We consistently deliver our aims by being
thorough and efficient
Respectful
We treat people fairly and with courtesy,
taking account of their individual needs
Open

A resilient
water supply

We are transparent and honest in our
dealings with all people

enquiries@ccwater.org.uk

www.ccwater.org.uk
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1 Where we refer to ‘business customers’ we mean non-household customers, which are business customers, charities and public sector organisations
2 Information on our regions can be found here

Speaking up for and
informing consumers

What CCWater does and how we do it

We provide advice and information to consumers
on water matters, which may inform them of their
rights or influence behaviour change, such as on
water use. We take up consumers’ complaints if they
have tried and failed to resolve issues with their
water companies. And importantly, we will make the
consumer voice heard during the 2019 Price Review.

Company
performance
needs
addressing

Our consumer advocacy
Our influencing and consumer advocacy role is a key
one with each water company and retailer as well
as with regulators and Governments. When we find
an area of consumer detriment we work with the
relevant stakeholder to address it.

HOME
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A prominent part of our consumer
advocacy work goes on locally
through face-to-face meetings
with the water companies. We
host meetings in public to hold the
companies to account and meet
them regularly to work through
policies or practices that need our
independent consumer voice.

Issue addressed
and service
to consumers
improves

A resilient
water supply

enquiries@ccwater.org.uk

CCWater
negotiates

Services that are
right first time

When there are future price and
service plans to negotiate; billing
concerns to raise; charges scheme
changes to discuss; changes to
leakage policies to work through
from the consumer perspective; or
complaints performance to address
— to name but a few issues — then
CCWater is there working with
each water company and retailer
on behalf of the water consumer,
be they household or business
consumers.

Fair, value for
money charges

We provide a strong voice for consumers through our advocacy work. Our consumer research
informs our work and we make sure that the collective voice of consumers is heard in water
debates in England and Wales so that consumers remain at the heart of the water industry.

Speaking up for and
informing consumers

What CCWater does and how we do it (cont'd)

We also advocate for water consumers in groups that
discuss and influence the delivery of good water and
sewerage services, such as:

Our work in Wales
In Wales we work with the Welsh Government to
ensure we play our part in helping them deliver
the Well-being and Future Generations Act 2015,
the Environment (Wales) Act 2016, and their
accompanying policies.
Additionally, the 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 specific actions
that name CCWater in their delivery. These are
outlined in more detail on page 41.

www.ccwater.org.uk

HOME

8

A sewerage service
that works

enquiries@ccwater.org.uk

»	We give evidence to relevant parliamentary
committees (eg 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.

A resilient
water supply

»	Wales: Welsh Government’s Wales Water Forum,
Consumer Protection Partnership in Wales, and the
Water Health Partnership for Wales.

»	England: Water Resources in the South East and
Water Resources Anglia groups.

Services that are
right first time

»	England and Wales: Water companies’ Customer
Challenge Groups, the UK All Party Parliamentary
Water Group, the Water Efficiency Evidence Base
Steering Group, the Mental Health Capacity Forum,
Water Framework Directive stakeholder groups and
linked River Basin District Liaison Panels, Water
UK’s Discover Water group, 21st Century Drainage
Programme group and the Water and Wastewater
Resilience Action Group, and various UK Water
Industry Research steering groups.

Fair, value for
money charges

If there is a national consumer protection issue that
needs our voice we will raise the issue with the water
sector and new entrants, Ofwat, Defra, the Welsh
Government or other stakeholders as necessary.

Speaking up for and
informing consumers

What CCWater does and how we do it (cont'd)

Fair, value for
money charges

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

Services that are
right first time
A resilient
water supply

www.ccwater.org.uk
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Speaking up for and
informing consumers

Getting results for water consumers
— Our 2017-18 measures

Fair, value for
money charges

Speaking up and informing household and business consumers

Services that are
right first time

www.ccwater.org.uk

More than 250,000 consumers identify potential
savings on their water bill by using our water meter
calculator during 2017-18.
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Consumers are more informed about water issues
as there are 100 million opportunities to see our
messages during 2017-18.

A resilient
water supply

The water sector raises business customers’
awareness of retail competition in England to
75% by 2018.

Speaking up for and
informing consumers

Getting results for water consumers
— Our 2017-18 measures (cont'd)

Services that are easy to access
and right first time

Fair, value for
money charges

Fair, value for money charges that are
affordable in the long term

Services that are
right first time

www.ccwater.org.uk

Poor performing water companies get it right first
time and receive significantly fewer complaints, as
shown in our 2018 Complaints Report.
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The number of consumers accessing water company
tariff schemes, such as WaterSure and social tariffs,
increases by 10 percentage points by 2018. And the
number who find their bill affordable increases.

A resilient
water supply

More consumers rate their water and sewerage bill
as value for money, and satisfaction increases from
76% for water and 78% for sewerage in our 2018
Water Matters survey.

Speaking up for and
informing consumers

Getting results for water consumers
— Our 2017-18 measures (cont'd)

A resilient, good quality water supply

A sustainable, resilient sewerage
service that works

Fair, value for
money charges

Services that are easy to access
and right first time

Services that are
right first time

www.ccwater.org.uk

Fewer consumers experience sewer flooding and
numbers needing to complain to CCWater reduce
below 600 by March 2018.

HOME
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More consumers have confidence in their water
company to deliver a long-term secure supply.
New measure to be based on our 2016 Water
Matters survey.

A resilient
water supply

Consumers get a satisfactory and prompt response
from us when complaining about their water company,
with 99.5% getting a response within 5 days, and 75%
satisfied with our service during 2017-18.

The Forward Work Programme 2017-20
— Achieving our Key Strategic Priorities

enquiries@ccwater.org.uk

www.ccwater.org.uk
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Key Strategic Priority 1
SPEAKING UP FOR AND INFORMING HOUSEHOLD AND BUSINESS CONSUMERS

What our activities will help to deliver
for consumers

Both separately and by using our place on
companies’ Customer Challenge Groups, we will lead
the challenge on consumer engagement and will
make sure that companies have asked consumers
about their views on spending priorities as the 2019
Price Review gets under way, and reflect these in
their business plans. If companies are not listening
to the results of their own consumer research,
we will be the voice demanding that consumer
views must be at the heart of the development of
companies’ business plans for 2020-25.

Services that are
right first time

Our work is about representing consumers. Our
voice, which is backed by statute, helps to ensure
that water consumers are heard. The 2019 Price
Review is a key piece of work for us to help
consumers have a say in their future services. We
want to make sure that consumers now and in the
future pay a fair price for their water and sewerage
service. Our voice as the representative of the
consumer will help to draw the attention of the
industry, Governments and other stakeholders to
the concerns and problems of individual groups of
consumers on issues such as the cost of capital or
comparisons between companies.

Fair, value for
money charges

By providing a trustworthy, independent voice that informs consumers about key water issues
and ensures Governments, the water industry and other stakeholders understand water consumers’
views, including during the Price Review.

A resilient
water supply

With retail competition open for business, we will
continue to work to create the conditions for a
successful market. We will act and get Ofwat or
MOSL to respond if there are systemic problems. We
will develop further our business customer3 work
to inform them about which retailer is getting the
least complaints (both complaints to us and directly
to them), highlight the pros and cons of switching
or renegotiating, track consumer awareness, and
protect customers who have been let down by
service failure, such as the misuse of data or if
their retailer closes. We want to see the water
sector raise business customers’ awareness of retail
competition in England to 75% by 2018.

enquiries@ccwater.org.uk

www.ccwater.org.uk
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3 Where we write ‘business customers’ we mean non-household customers, such as business customers, charities and public sector organisations

Speaking up for and
informing consumers

Key Strategic Priority 1
SPEAKING UP FOR AND INFORMING HOUSEHOLD AND BUSINESS CONSUMERS (cont'd)

We have key roles that we play at a national level
with Governments, Ofwat, and environmental
regulators in England and Wales.
We will challenge Ofwat on behalf of consumers as
it considers the cost of capital, to counterbalance
the financial pressures which may arise because
of EU exit, and the strong industry lobby for
higher financing costs (and their impact on higher
bills for consumers). We will press to ensure
that services are delivered efficiently, at a value
for money cost, by urging Ofwat to ensure its
assumptions on the cost of companies’ financing
are realistic, and avoid the overgenerosity seen in
earlier price reviews.

www.ccwater.org.uk

Our advocacy job on behalf of consumers will
include helping the UK and Welsh Governments
as they develop their frameworks for the 2019
Price Review, so they influence Ofwat to focus
its methodology on consumers’ requirements.
We will also work with Ofwat to help ensure that
its detailed methodology for the price review
can deliver the best outcomes for consumers.
This will include how companies’ performance
commitments for 2020-25 and any incentives to
drive their delivery are based on sound evidence
of consumers’ priorities and have evidence of
consumer support. This is particularly important
because some companies are gaining significant

HOME
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Our national role

A resilient
water supply

Our consumer advocacy job — Speaking and
acting on behalf of consumers, so we can influence
decisions at all levels.

The Price Review will be an increasingly heavy
part of our workload in 2017-18 and will dominate
much of our policy work by 2018-19. We highlight
our specific price review work areas in light blue.

We will negotiate with the Environment Agency
(EA), Natural Resources Wales, Natural England
and the Drinking Water Inspectorate, so they
consider the impact their decisions will have
on consumers’ bills and services, and work
with water companies to consider innovative
approaches to spreading the cost of meeting
new requirements. We saw this flexible approach
work well at the 2014 Price Review where the EA
agreed to Wessex Water’s Bristol Avon catchment
trial proposal.

Services that are
right first time

How we will achieve our aims

1. 2019 Price Review

Fair, value for
money charges

We will also make sure the views of micro, small
and medium-sized businesses are heard as the
retail market opens. We want those customers to
know they have the chance to change retailer or
renegotiate if they wish, and get help from us if
they need it. We will help Welsh Government inform
customers on the border of England and Wales of
their rights around competition, and if business
customers in Wales are not being heard, we will
also be their voice. In Wales we will focus on water
company service standards, so business customers in
Wales benefit from excellent customer services. We
will share good practice to and from Wales.

Speaking up for and
informing consumers

Key Strategic Priority 1
SPEAKING UP FOR AND INFORMING HOUSEHOLD AND BUSINESS CONSUMERS (cont'd)

Working with each water company, and separately
their Customer Challenge Groups and the Welsh
Government’s Wales Water Forum, our role will
be to help ensure water companies’ business
plans for 2020-25 offer price, service delivery and
investment proposals that are based on sound
evidence of consumers’ views, wherever possible.
We want views taken from a variety of consumer
sources and to see evidence that consumers find
companies’ proposals acceptable.

Future Consumers

2.	Challenging on behalf of consumers
We want there to be a fair balance between what
water consumers pay for their water and sewerage
service and what investors receive as a return on
their investment4 .
Where evidence shows water companies have
financially outperformed Ofwat’s assumptions on
debt costs, inflation or tax during 2015-20, we want
them to share this success with consumers through
extra investment in consumers’ priority areas; help
for consumers in vulnerable circumstances or bill
reductions. We favour Dŵr Cymru Welsh Water’s
approach of directly asking consumers for their
views on how the money should be spent.

enquiries@ccwater.org.uk

www.ccwater.org.uk
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4 Dŵr Cymru Welsh Water does not have shareholders.

A resilient
water supply

We will challenge the companies on their plans
and hold Ofwat accountable on its methodology
to ensure they both address the needs and
affordability concerns of current consumers (in
the short term) and future consumers. We want to
see performance commitments that contribute to
long-term outcomes (such as the future resilience

of water and wastewater networks). We will
challenge the companies and Ofwat to ensure
that the revenue recovered from both current
and future consumers ensures bills have a smooth
profile, and reflects efficient costs both in the
short term and long term.

Services that are
right first time

We will push for an appropriate balance in
delivering current consumers’ expectations
without delaying required investment that
consumers in the future will have to pay for. It
is important that any consideration of the needs
of current and future generations of consumers
takes a fair view of the right balance of costs
to be paid in the short term and long term (so
called Pay As You Go ratios) to ensure services
are reliable and bills are stable, both now and
in the future.

Our local role with each company and their
local Customer Challenge Group (CCG)

Fair, value for
money charges

financial ‘rewards’ that their consumers will pay
for; and for Dŵr Cymru/Welsh Water, there is
a risk that a penalty could also be detrimental
for consumers as the company does not have
shareholders to finance the penalty. We want
to help ensure that Ofwat’s decisions on prices,
investments and the levels of service, and the
performance commitments delivered by water
companies, are based on evidence of consumers’
priorities and what consumers expect to receive.

Speaking up for and
informing consumers

Key Strategic Priority 1
SPEAKING UP FOR AND INFORMING HOUSEHOLD AND BUSINESS CONSUMERS (cont'd)

With the retail market for business customers in
England open, we will continue to work to create
the conditions for a successful market.

We will use our research and evidence in discussions
with the Governments, the water sector and other
relevant organisations so the voice of business
customers reaches those who are making decisions.
We will help to ensure that retail competition
for business customers, served by English water
companies, delivers price and service benefits by:

enquiries@ccwater.org.uk

www.ccwater.org.uk
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5 When talking about retail competition in England, we are referring to retail competition for business customers of water companies operating wholly or mainly in England. This currently
includes some areas of mid-Wales that are served by Severn Trent.

A resilient
water supply

In Wales we will focus on water company service
standards to ensure that business customers in
Wales benefit from excellent customer services.
We will share good practice from water companies
based in Wales with those in England. We will also
advise Welsh Government of the scale and nature
of complaints and enquiries about the opening of
the retail market in England for business customers
served by Welsh water companies, especially those

In England specifically, we will act and get Ofwat
or MOSL to respond if there are systemic problems
with the market. We will continue our work with
business customers to inform them about: which
retailers have fewer complaints (both to us and
directly to the retailer); retail exit transitions; the
pros and cons of switching retailer or renegotiating.
We will also track awareness of the retail market;
assess the impact of wholesaler activity on retailer
performance and its ability to serve customers; and
protect customers as well as dealing with consumer
complaints when they have been let down by service
failure or if their retailer closes.

Services that are
right first time

Business customers want a market that works. As the
business customer champion in England and Wales
we will keep delivering the message that no matter
where a business or organisation is it expects good
service, bills to be right first time, advice on how
to save water, help if something goes wrong and a
contract that is honest about what the business is
signing up to. These fundamentals will not change
just because the way the business pays for its bill in
England may have changed.

on the border between England and Wales who will
have more questions about their eligibility to allow
the Welsh Government to collect evidence about the
retail market.

Fair, value for
money charges

3.	Being the business customers’5
champion

Speaking up for and
informing consumers

Key Strategic Priority 1
SPEAKING UP FOR AND INFORMING HOUSEHOLD AND BUSINESS CONSUMERS (cont'd)

»	Continuing to work with new retailers as they
enter the market so customers know to contact
CCWater if they have a problem.
»	Encouraging the industry, especially new entrants,
to use an efficient complaint process.

Raising awareness

» Using consistent messaging about eligibility.

»	Monitoring the market and retailers closely and
ensure adequate consumer protection measures
are in place.

»	Collect evidence on the market such as complaints
data, and consumer research which we will share
with the Governments in England and Wales,
Ofwat, MOSL and the retailers.

»	Raising any industry-wide problems with the
appropriate body (such as Ofwat or MOSL) and
press for changes to market regulations or codes,
where necessary.

www.ccwater.org.uk

Publishing customer experiences and performance
»	Tracking the business customer experience in
England and business customer views in Wales.
»	Providing complaints performance information
on retailers, both the complaints we receive and
those that go directly to the retailers. We will
also consider what other data is useful to inform
consumers as the market develops.
»	Monitoring the customer’s experience of TPIs.

HOME
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»	Providing an impartial source of information about
what is on offer for customers; give advice on
customer’s eligibility to participate in the market,
and help with questions on who is eligible to
switch across the England and Wales border areas.

A resilient
water supply

Making sure the market works

»	Help inform the development of protections
to safeguard consumers when interacting with
Third Party Intermediaries (TPIs), commonly
known as brokers.

»	Effectively handling any customer complaints
we receive about the retailers operating in the
competitive market.

Services that are
right first time

»	Continuing to help raise customer awareness
of the retail market, directly and via trade
organisations such as the Federation of Small
Businesses (FSB), the National Farmers’ Union,
the British Beer & Pub Association and the British
Chambers of Commerce.

»	Working with water retailers and wholesalers
to protect business customers when emergency
incidents occur to ensure they have easy-to-access
emergency help and are aware of who to contact
to get this help.

Offering advice

Fair, value for
money charges

Championing the protection of micro, small and
medium-sized businesses and organisations in
England and Wales.

Speaking up for and
informing consumers

Key Strategic Priority 1
SPEAKING UP FOR AND INFORMING HOUSEHOLD AND BUSINESS CONSUMERS (cont'd)

Lessons must be learned from the market for
business customers before household competition
is progressed. We believe it makes sense that
the experience of retail competition for micro,
small and medium-sized business customers is
assessed to inform the UK Government’s decision
on whether to pursue household competition. If the
UK Government decides to proceed with household
retail competition with those companies in England,
we will continue to argue for household consumers
to see tangible benefits. We will work with the UK
Government, Ofwat and the industry to ensure that
the market has regulations and codes in place so
that consumers are protected from detrimental
impacts in terms of the price and the levels of
service they receive; and to ensure that there are
appropriate protections for vulnerable consumers,
including those on social tariffs and WaterSure.

We think it is important for consumers to understand
how their company performs in relation to other
service providers. This applies in the monopoly
household market, New Appointments and Variations
(NAVs), and in the retail market for businesses.
During this Forward Work Programme we will:
»	Show consumers where companies are performing
well by continuing to gather performance data
from companies and provide insight, analysis
and commentary. It will also give us a basis
to challenge those companies that are not
delivering as well as others on their comparative
performance.

»	Feed information from our Complaints Report and
Water Matters research into the ‘Discover Water’
website — the industry dashboard of information
for both consumers and stakeholders on water
company performance.
»	Consider how companies are doing against the
performance commitments they made to their
consumers at the 2014 Price Review, and whether
those metrics are the right ones for the future. We
will consider how to make this information readily
available to consumers.

A resilient
water supply

»	Provide performance information on retailers –
initially likely to be on complaints, but could also
cover other areas as issues emerge. The breadth
of this work will tie in with Ofwat’s monitoring
framework in order not to duplicate.
»	Publish consumer-facing company information
on the ‘How is my water company performing?’6
pages of our website.

www.ccwater.org.uk
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6 How is my water company performing? Link here.
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Services that are
right first time

5.	Informing consumers

Fair, value for
money charges

4.	Household competition in England

Influencing the agenda
Lead the consumer agenda — advocating from the consumer perspective

2017-18

2018-19

2019-20

2020 & beyond









A1: Influence Ofwat’s methodology for the 2019 Price Review so that it is focussed on delivering
the needs of current and future consumers in a way that is cost efficient and delivers value for
money.
A2: Influence Ofwat’s decision on cost of capital so it is not overgenerous to water ompanies.
A3: Influence 2020-25 business plans so commitments are based on evidence of the needs and
expectations of different consumer groups.

Fair, value for
money charges

2019 Price Review — water company business plans reflect what consumers want now and in the long term






































































Challenging on behalf of water consumers — championing fairness
A5: Challenge water companies to share outperformance to ensure a fair balance.
Being the Business Customers Champion — making sure the market works
A6: Help to raise customer awareness of the water and sewerage retail market and what it offers.
A7: Provide customers with impartial advice on what the market offers, and handle customers’
complaints.
A8: Respond to Code consultations to provide the consumer champion voice.
A9: Ensure service standards and performance for business customers in Wales at least match
England.
Household Competition in England — helping the decisions reflect consumer expectations
A10: Subject to household competition going ahead — Ensure further development of household
retail competition meets consumers’ expectations of such a market in order for it to be a
success.
A11: If household competition goes ahead, work with the sector to develop consumer protection
policies.
Informing Consumers — giving consumers the information they need to judge value for money
A12: Publish insight, analysis, commentary and performance data.

www.ccwater.org.uk
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Services that are
right first time



A4: Ensure proposals consider future consumers and are acceptable to the majority of consumers.

Speaking up for and
informing consumers

Key  = main period of activity  = indicates ongoing activity

Timing of delivery

Speaking up for and
informing consumers

Key Strategic Priority 2
Pressing for FAIR, VALUE FOR MONEY CHARGES THAT ARE AFFORDABLE IN THE LONG TERM

Acceptable and affordable bills and consumers’
priorities for service met in the long term
Work on the Price Review so consumers have
safe, resilient services at affordable prices now
and in the long term, will be a key part of our
work during this Forward Work Programme. We
described earlier our advocacy role in the Price
Review to make sure water consumers get bills
that are acceptable to them. We will also press
companies to ensure that their business plans
meet consumers’ expectations of the quality of
service they expect to receive. We want to see
plans that deliver a resilient service now and in
the future.

www.ccwater.org.uk

»	We will challenge companies if we believe
they have used consumer evidence to justify a
pre-designed plan. We want to see options and
scenario planning which show companies have
used consumers’ views to build their plans. This
will enable the Customer Challenge Groups to
consider whether the companies have taken
fair account of consumers’ ambitions as they
drafted their plans.
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6. 2019 Price Review

»	We will use comparative analysis to ensure
the companies are challenged to perform well
during 2020-25. We will continue to press Ofwat
and water companies to have a performance
commitment based on consumers’ satisfaction.
This could be compared to sectors beyond
water and other utilities and would encourage
innovation to address the differing needs of
water companies’ consumers.

A resilient
water supply

We want all consumers to have a reasonable chance
to access and get a service that caters for them;
more consumers to find their bill affordable; and
more of those struggling to pay to get the help,
advice and assistance they need. We would like
social tariffs to better meet consumer needs
across England and Wales. We want the number of
consumers accessing water company tariffs scheme,

How we will achieve our aims

»	We want a Price Review process that listens
to local consumers’ views and accurately
translates them into companies’ business plans.

Services that are
right first time

It is important that consumers feel they are
receiving a service which represents value for
money, and we want consumers’ satisfaction
with value for money increase over the course of
this FWP. This is in an industry where household
consumers cannot shop around for their water
and sewerage services, and business customers
will generally continue to receive their wholesale
services from the company which serves their
geographic location. Our role in the 2019 Price
Review will see us ensuring that the consumer voice
is heard on price and service in the short term and
long term, both nationally and locally.

such as Watersure and social tariffs, to increase by
10 percentage points by 2018, and see an increase
in the number who find their bill affordable.

Fair, value for
money charges

What our activities will help to deliver
for consumers

Pressing for FAIR, VALUE FOR MONEY CHARGES THAT ARE AFFORDABLE IN THE LONG TERM (cont'd)

Using insight from our recent research by Sheffield
Hallam University, we believe more can be done to
engage with consumers who are struggling to pay to
ensure they receive the help they need. We want
more to be done to take advantage of ‘moments of
change’ (moving home, first home, etc.) to embed
messages around water affordability assistance
and to take up opportunities to work with and coordinate communication with local-level agencies
including those in the health and social care sectors.
We also want to see companies making more use of
routine non-transactional communication to build
relationships with consumers. It is by making these
changes that companies can help Ofwat achieve its
aim7 of a million more people receiving assistance
to help pay their bill.

Services that are
right first time

The need for companies to produce long-term
(25 year or more) strategic plans is a critical
part of this process. Only by examining the full
breath of possible scenarios in the long term,
can companies hope to create resilient,
well-funded businesses.

Fair, value for
money charges

»	We are very aware of the need to balance the
bill the consumer is paying now with the one
future consumers will need to pay. We will want
to see evidence of long-term price profiles that
account for spend now/save later — save now/
spend later— or evenly paced bill scenarios.

Speaking up for and
informing consumers

Key Strategic Priority 2

7.	Consumer Protection
A resilient
water supply

We want all consumers to access a service that meets
their needs. If consumers are unable to get this
from their company and it results in a detrimental
impact on their well-being, finances or health, then
we consider them as suffering from vulnerability.
Sometimes this vulnerability is only temporary, and
we need to work with the companies to recognise key
points when that could happen, so companies can
step in and offer support at an early stage.

7.1 Help for those consumers struggling
to pay, including social tariffs
We want more consumers to find their bill
affordable. We want to see more help and advice
for those struggling to pay and social tariffs meeting
consumers’ needs. We want to build on our work
with companies during the past few years which

enquiries@ccwater.org.uk
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7 Ofwat 2014 Final Determination summary. Link here.

Pressing for FAIR, VALUE FOR MONEY CHARGES THAT ARE AFFORDABLE IN THE LONG TERM (cont'd)
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It is important that company charging policies are
considered fair by consumers. We will seek to ensure
that consumers do not face sudden and significant
bill increases as a result of tariff changes because
we know from our contact with consumers that they

A resilient
water supply

enquiries@ccwater.org.uk

7.2 Fair charges

Services that are
right first time

The take-up of social tariffs is currently patchy.
Some companies have already achieved take-up
targets whilst others are still working towards
theirs. We will continue to help address this through
our work with companies on the implementation,
improvement and promotion of social tariffs. This
includes getting companies to share good practice
and work together to find solutions to problems they
encounter in delivering help to consumers who are
struggling to pay, such as offering a water meter
or help at a point of change in consumers’ lives.
We will also support work to secure greater data
sharing where that would enable companies to more
effectively target support to consumers.

Currently social tariff schemes are helping around
half of consumers who could potentially benefit. We
will put particular focus on working with companies
who are struggling to achieve their take-up targets
and will press for all companies to deliver maximum
benefits from the funding available to them at the
earliest opportunity. In line with the Water Strategy
for Wales, we are providing advice agencies in Wales
with easy-to-access information about the support
available from the water companies and making
links with wider tackling poverty initiatives. We will
also provide this to agencies in England. We will also
continue to highlight to the Governments in England
and Wales the limitations of what can be delivered
through current arrangements for consumer-funded
tariffs, and that consumers’ preference is for a
national approach.

Fair, value for
money charges

ensured more help is available to consumers who
are struggling to afford their bills. We want to see
consumer awareness of assistance such as WaterSure
or WaterSure Wales increase from its relatively low
base. Water companies have a key role to play in
this as theirs can be the first bill not paid when
consumers start struggling financially. We have
a role to help share good practice on reaching
consumers in vulnerable circumstances across the
industry. We want support for financial vulnerability
to be preserved in the event of the introduction of
household retail competition in England.

Speaking up for and
informing consumers

Key Strategic Priority 2

Pressing for FAIR, VALUE FOR MONEY CHARGES THAT ARE AFFORDABLE IN THE LONG TERM (cont'd)

consumers and challenge investment proposals
that do not seem to be value for money or to have
considered the cost implications over the long term.
We will also provide the local perspective if a
water company wants to merge with another water
company, so consumers’ interests are considered.
In Wales, in the light of the recent takeover of
Dee Valley Water by Severn Trent Water, CCWater
will work hard to protect and represent consumers
receiving services in that area.

Services that are
right first time

Our statutory work in reviewing company charging
proposals will also help ensure companies do not
introduce charging policies which are unfair or
inconsistent with Ofwat charging rules and that any
changes are implemented gradually. We will also
continue to identify good practice in charging policy
and press for it to be adopted by all companies.

Fair, value for
money charges

find such changes unacceptable and, in some cases,
unmanageable. We will negotiate with companies to
ensure the basis of the change is sound; they have
considered the impact of the change on different
consumer segments, and there is a sensitive
transition for the worst affected consumers.

Speaking up for and
informing consumers

Key Strategic Priority 2

The Local Perspective

www.ccwater.org.uk
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During the 2019 Price Review much of our policy
focus will turn to the local water companies. We
will work with each company to challenge their
plans and sit on their Customer Challenge Groups
(CCGs) and make sure there is fair play for the
local consumer, and help each CCG consider
how a company is challenging itself by providing
comparative data. We will voice our concerns if the
companies do not appear to be listening to their

Pressing for FAIR, VALUE FOR MONEY CHARGES THAT ARE AFFORDABLE IN THE LONG TERM (cont'd)

Speaking up for and
informing consumers

Key Strategic Priority 2

Key  = main period of activity  = indicates ongoing activity

2019-20

2020 and beyond

A13: Using our comparative analysis, ensure companies challenge themselves to deliver
performance that compares well to other companies.









A14: Press for a performance measure on consumer satisfaction or perception.





A15: Improve advice, awareness and access to assistance schemes for consumers who are
experiencing affordability issues. Press, where appropriate, for data to be shared to
help identify people who will benefit from assistance.









A16: Work with companies as they develop, implement and enhance social tariffs and
other assistance schemes. Review how they meet Governments’ guidance and
identify improvements to maximise assistance to those in need.









A17: 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 consumer focus and promoting the efficient use of
water.

















2019 Price Review — business plans reflect what consumers want now and in the long term
and companies are challenging themselves to match the best companies in the industry

Consumer protection — help for those struggling to pay

A resilient
water supply

2018-19

Services that are
right first time

2017-18

Acceptable and affordable charges

Fair, value for
money charges

Timing of delivery

Fair Charges — helping consumers pay a fair price for the service
A18: Represent water consumers’ interests in charging matters to water companies,
regulators and Governments, and share good practice.

www.ccwater.org.uk
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Water companies to provide SERVICES THAT ARE EASY TO ACCESS, RIGHT FIRST TIME and sort
out problems and complaints quickly and without hassle

Water company performance is a top focus for us.
Consumers want a company that delivers first time, with
great customer service. If that does not happen, we will
use our evidence to target the poor performers.

www.ccwater.org.uk

Our performance standards
»	99.5% of complaints acknowledged
within five working days.
»	80% of complaints resolved within
20 working days.
»	91% of complaints resolved within
40 working days.
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The new retail market for business customers in
England will present new challenges for us. In
preparation for the new market, we restructured
our contact team in 2015-16 to allow us to have
the resources ready to meet the challenges that
lie ahead. Our role will now expand to include
retailers for business customers. We plan to publish
information about retailers’ performance. Early on
this will include numbers of complaints only (both
complaints to retailers and to us), and as the market
expands we will consider how useful it could be to
publish additional information on customer service.

In terms of our own complaint handling performance
standards, we are doing well compared to similar
organisations. We are always aiming to improve
further and as the retail market in England develops
for business customers we will maintain our good
standards, regardless of the new and varied
complaints we receive.

A resilient
water supply

Our consumer advocacy role is created from the
wealth of information we gather through our
day-to-day contact with consumers about their
enquiries and complaints. This, along with the data
from companies about their complaints, allows us
to develop a picture of the quality of service each
company is delivering to its consumers. We take this
information and use it to press the poor performing

We also have a duty towards consumers in
vulnerable circumstances, which is a role we take
seriously. We believe it is important that consumers
have easy and convenient access to their water
and sewerage services whatever their personal or
situational circumstances. To achieve this we want
to see companies ensuring inclusivity in the design
and delivery of their services, information and
policies.

We aim to give good quality advice, with standards
to match.

Services that are
right first time

The number of complaints received by water
companies is one of the main ways to measure their
customer service. Working to ensure the industry
brings the number of complaints down reflects well
on the industry. Being a top-performing company
on complaints also has a reputational incentive for
water companies. We want to see poor performing
water companies get it right first time and receiving
significantly fewer complaints by the time of our
2018 Complaints Report.

companies to improve or to talk to the governments
in England and Wales, Ofwat or to the industry about
issues that need addressing.

Fair, value for
money charges

What our activities will help to deliver
for water consumers

Speaking up for and
informing consumers

KEY STRATEGIC PRIORITY 3

Water companies to provide SERVICES THAT ARE EASY TO ACCESS, RIGHT FIRST TIME and sort
out problems and complaints quickly and without hassle (cont'd)

9. Complaints report

»	75% of consumers will be satisfied with our
overall complaint handling service.
»	61% of consumers will be satisfied with the
outcome of their complaint.

How we will achieve our aims
Driving up company performance
8. P
 ressing poor performing companies
to improve
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We will call poor performing water companies to
account. We will use the information we have
to identify areas of detriment and press the
industry or individual companies to address them.
We will particularly target those companies who
are consistently poor performers and press them
to improve.

We will publish our annual report on written
complaints and unwanted telephone contacts,
praising the better performers and criticising
the poor performers. We will challenge the
industry on themes from complaints and maintain
pressure on companies to reduce complaints. We
are disappointed to see the downward trend in
complaints over the past few years flatten out
and will issue renewed calls to improve services
and remove the need for consumers to have to
complain. In particular, we will closely monitor
complaints from business customers and any issues
that may arise from the retail market in England.
We recognise that the first year of market opening
will throw up some teething issues so we will work
with and, where necessary, challenge retailers,
wholesalers and others, such as TPIs, to improve
processes for the benefit of consumers.

Services that are
right first time

»	80% of consumers will be satisfied with
the speed of our service.

enquiries@ccwater.org.uk

Fair, value for
money charges

Our consumer satisfaction targets

Speaking up for and
informing consumers

KEY STRATEGIC PRIORITY 3

Water companies to provide SERVICES THAT ARE EASY TO ACCESS, RIGHT FIRST TIME and sort
out problems and complaints quickly and without hassle (cont'd)

11. Our complaint and debt assessments
of water companies

We will consider consumer vulnerability when we
deal with complaints so consumers are treated
equitably. We will monitor company performance in
dealing with consumers in vulnerable circumstances
from complaints we receive and from our
assessments and SIM. Where we identify problems
we will address them with the company. We will
use the findings of our work to assess companies’
services, in terms of meeting the needs of those
who may be vulnerable, to identify and spread
good practice. We will also use the findings to press
companies to improve the inclusivity of services,
where necessary, as outlined in the British Standard

www.ccwater.org.uk

14. E
 nsuring business customers receive
good or improved services
We will monitor the performance of the new and
existing retail providers in England, and those
providing retail water services for very large usage
business customers in Wales. We will identify any
areas of concern and press retailers to resolve all
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13. Consumers in vulnerable
circumstances

We will help to coordinate and lead in standardising
access criteria and essential information for
vulnerability registers and assistance schemes
in the water industry. For example, we want all
companies to use the term ‘priority services’ when
identifying the permanent additional help available
to consumers. The use of a common term (in water
and energy) will make the schemes more
recognisable to consumers and help national advice
agencies give support more effectively. We will
ensure wider vulnerability support is protected in
the event of the introduction of household retail
competition in England.

A resilient
water supply

We will carry out assessments of those companies
that perform poorly in relation to the number of
consumer complaints they receive. We will look
at their complaint handling operations and
policies so we can help them to improve their
practices. We will also look at how companies’
conduct their debt management and review
consumer accounts in arrears to ensure revenue
is collected effectively and sensitively. We will
identify areas of improvement and share good
practice where it is evident.

Where a company is delivering good service to
consumers we will highlight this and share it
with the rest of the industry. Information from
our complaint and debt assessments, our consumer
research, complaints handling, company initiatives
and SIM information will be used to determine
good practice.

for inclusive service provision, and taking into
account Ofwat’s vulnerability guidelines published
in February 2016.

Services that are
right first time

We will work with the industry and Ofwat on the
development of a new Service Incentive Mechanism
(SIM) and new consumer experience measure to
better suit the new consumer landscape and drive
companies to improve their service further. We will
stress the need for a new SIM and a new consumer
experience measure to drive the right company
behaviour and encourage companies to engage and
talk with consumers.

12. Highlight good practice

Fair, value for
money charges

10. Future Service Incentive Mechanism
or Consumer Experience Measure

Speaking up for and
informing consumers

KEY STRATEGIC PRIORITY 3

Water companies to provide SERVICES THAT ARE EASY TO ACCESS, RIGHT FIRST TIME and sort
out problems and complaints quickly and without hassle (cont'd)

Through our Business Customers Forum and our
other contacts with business representative bodies
we will seek to identify any issues of concern
and, where appropriate, press for retailers and
wholesalers to address these issues. We will also use
our contact with this customer group to identify any
issues arising from the retail market in England and
to ensure that business customers have access to all
the information they need to navigate the market,
with a particular look at customers on the border
between England and Wales. We will maintain a
dialogue with retailers so customers’ issues can be
resolved.

We will continue to give feedback to the
Independent Oversight Panel’s future reviews,
advising on how we believe the scheme has
benefitted consumers and any improvements we
believe could be made to it.

WATRS is an Alternative Dispute Resolution (ADR)
scheme voluntarily introduced by the water
industry in April 2015. WATRS is independent of the
companies, Ofwat and CCWater. Consumers who
have exhausted their company’s and CCWater’s
complaint handling processes, and who are

www.ccwater.org.uk

When a significant event such as a water quality
incident or flooding occurs, this can put a
community as a whole at risk of finding itself
in vulnerable circumstances. We will explore if
there are opportunities for companies to develop
a ‘community vulnerability’ strategy with local
partnership organisations (such as Local Authorities,
police and fire departments, local health groups,
residents associations and community groups) so
that all consumers receive information about what
is happening, what they need to do, and have easy
access to the right support at the right time.
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16. Community vulnerability

A resilient
water supply

15. Water Redress Scheme (WATRS)

The Local Perspective

Services that are
right first time

eligible, are entitled to approach the scheme.
Its performance is reviewed annually by the
Independent Oversight Panel.

Fair, value for
money charges

customer service issues. If we see problems across
the industry we will raise them with Ofwat, MOSL or
other appropriate bodies.

Speaking up for and
informing consumers

KEY STRATEGIC PRIORITY 3

Speaking up for and
informing consumers

Key = main period of activity  = indicates ongoing activity

Services that are easy to access and right first time

2019-20

2020 and beyond

A19: Publish complaint reports.









A20: Press poor performing companies to improve.









A21: Influence the future Service Incentive Mechanism and new consumer experience
measure.









A22: Conduct assessments of companies’ complaint and debt practices.









A23: Highlight and share good practice.









A24: Improve service to consumers in vulnerable circumstances.









A25: Ensure business customers in Wales receive good or improved services.









A26: Hold frequent business customer forums and use the feedback to inform our work
representing customers and pressing for retail competition to deliver the right
outcomes for customers.









A27: Encourage all companies to use ‘priority services’ to describe their assistance
schemes.









A28: Share good practice on reaching consumers in vulnerability.









Right first time — consumers do not need to complain because the service is excellent

Easy to Access – the needs of consumers in vulnerability are catered for

www.ccwater.org.uk
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2018-19

Services that are
right first time

2017-18

Fair, value for
money charges

Timing of delivery

Speaking up for and
informing consumers

KEY STRATEGIC PRIORITY 4
A RESILIENT, SUSTAINABLE, GOOD QUALITY WATER SUPPLY FOR NOW
AND IN THE FUTURE that consumers value and use wisely

17. 2
 019 Price Review — Long-term,
resilient strategies
During the 2019 Price Review we want to see
companies developing long-term, resilient
strategies that account for the increasing
pressures on water resources and spread
investment over an appropriate time frame,
so the water service remains safe, resilient,
affordable and acceptable to existing and
future consumers.

We will engage in the WRMP process in England
and Wales, to ensure consumers’ views and
priorities are reflected in company plans. We will
support and influence the companies’ approach
to consumer engagement on key issues like
resilience, the needs of the community and
affordability in the long term. The WRMP is a key
input into companies’ 2020-25 business plans, so
getting good quality consumer input at this point
is important.

19. Compulsory metering
We will continue to work closely with those
water companies implementing compulsory
metering programmes to ensure any consumer
issues are dealt with appropriately, experience
and learning is captured, and good practice shared
more widely. Where compulsory or smart metering
plans are proposed at the 2019 Price Review we
will scrutinise plans for good quality consumer
engagement on the issue.

enquiries@ccwater.org.uk
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We want to see a long-term strategy for the sector
to meet the challenges posed by population and
housing growth, climate change, and the need to
protect our environment. This will aim to secure
resilient, affordable water services now and for
future generations, in addition to the recurring need
to be resilient to operational failure or terrorist
attack. Water UK’s ‘Water resources long-term

How we will achieve our aims:

18. W
 ater Resources Management
Plans (WRMP)

Services that are
right first time

The pressures on our water services in some areas
are already evident and will increase over time.
Plans for making these essential services resilient
for the future will require investment in the
development of new water sources and innovation
in making better use of what we already have.
We will be encouraging companies to consider
new technologies and approaches particularly
where these relate to demand management (water
efficiency and leakage control) and water reuse.
In Wales, we note a particular emphasis on the
resilience of natural resources and enhancement
of the natural environment and we will represent
water consumers as policies are considered,
developed and implemented.

planning framework 2015-2065’8 is a good starting
point. We will be engaging with the companies on
the development of their long-term Water Resources
Management Plans and their 2020-25 business
plans to ensure companies are addressing these
challenges. Success will be judged by whether
consumers have confidence in their water company
to deliver a long-term secure supply from our 2018
Water Matters survey.

Fair, value for
money charges

What our activities will help to deliver
for consumers

Speaking up for and
informing consumers

KEY STRATEGIC PRIORITY 4
A RESILIENT, SUSTAINABLE, GOOD QUALITY WATER SUPPLY FOR NOW
AND IN THE FUTURE that consumers value and use wisely (cont'd)

The Local Perspective

We will continue to take opportunities to raise
consumer awareness of the value of water; when
consumers could benefit from opting for a water
meter and the need for and benefits of using
water wisely and its links to energy efficiency.
Working with other stakeholders we will seek to use
consistent, simple, future looking messaging via a
variety of communication channels. We will also
help micro, small and medium-sized businesses think
about water efficiency through our partnership links.

We will continue to engage in discussions with Defra
and regulators on upstream reform in England so
proposed changes to wholesale services consider the
impact on the water consumer, both in terms of water
availability and affordability over the long term.

The South East of England has particular water
resource issues which are impacted by a rising
population, climate change and the need to
protect the water environment. We have worked,
and continue to work with, the water companies
that are progressing compulsory metering, which
can be a sensitive subject for some water
consumers. In particular, we assess a company’s
implementation plans, consumer communication
strategies, and plans for addressing emerging issues.
We will be using the results of research into the
consumer experience of compulsory metering —
commissioned by Southern Water and CCWater9
— to share learning points and build on experience
gained to date so that consumers receive the help
and support they need.

21. Leakage

We will continue to influence the fair distribution
of costs, scale and pace of investment as the Water
Framework Directive (WFD) is implemented across
England and Wales.
24. Private water supply pipes
We will consider consumers’ views in relation
to private water supply pipes as we continue to
monitor developments and issues and their impact
on water consumers. We will work closely with the
Welsh Government as it reviews its position
on supply pipe ownership.

A resilient
water supply

Given the importance consumers place on tackling
current leakage levels we will be challenging
water companies to engage with their consumers
on this issue as part of their WRMP development
and to match their consumers’ expectations for
reducing leakage.

23. Water Framework Directive

www.ccwater.org.uk
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Services that are
right first time

22. Upstream reform

Fair, value for
money charges

20. Using water wisely

Speaking up for and
informing consumers

Key = main period of activity  = indicates ongoing activity

e

2018-19

2019-20

2020 and beyond

A29: Work with companies as they develop their long-term strategies, WRMPs and
Drought Plans. Work with the Water and Wastewater Resilience Action Group
to ensure progress on resilience in the water industry.









A30: Work with companies implementing compulsory metering programmes to ensure a
smooth process for consumers.









A31: Help to raise awareness of water resource issues and using water wisely through
social media and joint initiatives with other stakeholders.









A32: Engage with UK Government and Regulators on upstream reform in England.









A33: Engage in WFD implementation and national and local liaison panels.









Services that are
right first time

2017-18

Fair, value for
money charges

Timing of delivery
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Speaking up for and
informing consumers

KEY STRATEGIC PRIORITY 5
A sustainable, resilient sewerage service that works now
and in the future and is used responsibly by consumers

How we will achieve our aims:
25. 2019 Price Review — Long-term
resilient planning
During the 2019 Price Review we will work with
companies and Customer Challenge Groups to
encourage long-term affordable plans so sewerage
networks will be more resilient in the future,
with incidents of sewer flooding reduced. We will
encourage companies to consider how far their
plans meet the additional requirements set out
in the National Flood Resilience report issued in
September 2016.

HOME
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water supply
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We want to see fewer consumers experience sewer
flooding and consumers who are satisfied with the
response from their sewerage company following
a sewer flooding event. We want to see sewerage
complaints to companies and to CCWater reduce
by March 2018. We will also analyse SIM data for
evidence of service levels.

Services that are
right first time

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 short, sharp heavy
rainfall events can also inundate sewers and lead to
more localised flooding of properties and external
areas. As we consider these issues we will account
for the impact of the Environment Act (Wales),
and the Well-being of Future Generations Act in
Wales, the Floods and Water Management Act and
the review of the 2016 Housing and Planning Act in
England, where it applies to surface water drainage.
We also want to see consumer engagement on
resilience in the long term during the 2019 Price
Review so companies can weigh consumers’ views
as they build their 2020-25 business plans.

Fair, value for
money charges

What our activities will help to deliver
for consumers

Speaking up for and
informing consumers

KEY STRATEGIC PRIORITY 5
A sustainable, resilient sewerage service that works now
and in the future and is used responsibly by consumers (cont'd)

We will work with the Water and Wastewater
Resilience Action Group to ensure progress on
resilient networks. We will work with the Water UKled 21st Century Drainage Programmes Board and its
Sewer Misuse sub-group to ensure there is consistent
messaging for consumers about company and
consumer responsibilities. We support the industry’s
position around ‘flushable’ wipes and its campaigns
around fats, oils and grease, and have signed up to
the International Flushability Statement.

The flooding in some parts of England (the North,
Central areas and in the Somerset Levels) during
recent years has added to our wish to see the
implementation of Section 42 of the Floods and
Water Management Act which allows for the
mandatory transfer of drains, sewers and pumping
stations to sewerage companies. Sewers and lateral
drains built in England10 after July 2011 are not
automatically adopted by sewerage companies.
As such many sewers will end up being owned
by householders.

27. Surface water drainage

This issue is linked to the implementation of surface
water drainage systems and the automatic right to
connect to public sewers. We will meet with Dŵr
Cymru Welsh Water to establish how the adoption
process is going in Wales and any lessons learned
that will help encourage and support companies
using Sustainable Drainage Systems (SuDs).

A resilient
water supply

There needs to be a long-term plan for surface
water drainage issues in England and Wales, so we
will champion company plans which consider longterm sustainable drainage plans and include these in
their 2020-25 business plans.

Services that are
right first time

The Local Perspective

Fair, value for
money charges

26. Partnership working

enquiries@ccwater.org.uk
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10 This situation does not exist in Wales as Section 42 has been implemented, allowing for the mandatory transfer of drains, sewers and pumping assets to Dŵr Cymru Welsh Water.

Speaking up for and
informing consumers

Key = main period of activity  = indicates ongoing activity
2019-20

A34: Challenge water and sewerage companies to resolve sewer flooding problems for
consumers delivering against the promised outcomes of the 2015-2020 business
plans.







A35: Monitor companies as they adapt to the impacts of climate change by addressing
the impacts of flooding and surface water on key sewerage assets, the environment
and subsequently consumers.









A36: 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.









A37: Work with the 21st Century Drainage Programme Board to deliver a resilient,
drainage system for the next 50 years and beyond.









A38: Raise consumer awareness of the misuse of sewers and help them understand the
impact of this behaviour.









A39: Encourage and support companies to work with others on the introduction
and implementation of SuDS to reduce or control surface water entering the
sewerage network.
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2020 and beyond

A resilient
water supply

2018-19

Services that are
right first time

2017-18

A sustainable, resilient sewerage service
that works now and in the future

Fair, value for
money charges

Timing of delivery

Speaking up for and
informing consumers

How our research, along with complaints,
informs our advocacy work

Where appropriate, we will work in partnership with
water companies or other organisations through
our research to understand consumer views and
promote good consumer engagement. We look for
opportunities to increase this collaborative approach
where we can — but recognise that our independent
voice is also valued by the industry.
We build flexibility into our research plan to allow
us to react to new or unforeseen issues that arise
where the consumer view is needed. All of our
research is carried out by independent, external
agencies and we expect them to work to the Market
Research Society Code of Conduct.

Services that are
right first time

Current trends show us that the water industry still
needs to improve water consumers’ satisfaction
with value for money. Consumers want to have a
say in price setting; household consumers want a
reasonable price saving if retail competition opens
in England; and consumers need to know more about
the value of water and about using water wisely.

Fair, value for
money charges

Each year we undertake research which helps inform
our work. We look at evidence and trends from
consumer research, complaints and comparative
performance information to decide how to focus
our resources to benefit water consumers. Where
possible we look at consumers’ views from Wales
and compare them to those from England so we can
consider any significant differences.

A resilient
water supply
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Speaking up for and
informing consumers

Key  = main period of activity  = indicates ongoing activity

Research that supports our delivery:

2017-18

2018-19

2019-20

2020 and beyond

A40: Water Matters – household research on satisfaction and value for money (annual).









A41: Testing the Waters — business customer research on satisfaction and value for
money (currently biennial).



Tracking research





A43: Post-market opening research – to assess business customer experiences of the
new market.









Price Review research
A44: New methods for testing consumers’ willingness to pay — recommendations for
ways of improving the consumer interface, alternative methods of engagement
to measure WTP, and techniques for engaging consumers on short-term and longterm trade-offs.

Services that are
right first time

Competition research
A42: Business customer awareness of the market opening.

Fair, value for
money charges

Our plans for 2017-18 are below — but are subject to change:




A46: PR24 research – research in preparation for the next price-setting process.



Stakeholder research
A47: Stakeholder perceptions of CCWater – to understand stakeholders’ perceptions of
CCWater’s performance and what improvements we could make.



A resilient
water supply

A45: PR19 research – research to assist in the delivery of the 2019 price review.



Research in Wales only
A48: Supply pipe adoption
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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

CCWater’s work is aligned directly to five of
Defra’s strategic objectives as follows:
Impact objectives

3. E
 xcellent delivery, on time and to budget,
and with outstanding value for money.
Organisational objectives
4. An outstanding organisation (An organisation
continually striving to be the best, focused on
outcomes and constantly challenging itself).
5. Our people (An inclusive, professional
workforce where leaders recognise the
contribution of people and build capability
to deliver better outcomes).

On devolution, CCWater will monitor the
situation on the potential devolution of water
and sewerage and, where appropriate, work with
consumers to keep them informed and engaged.
We will alert the stakeholders of any potential
unforeseen implications for consumers from the
devolution process as it develops.
12 Water Strategy for Wales. Link here.
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The Welsh Government’s Water Strategy for Wales sets
out the strategic direction for water policy over the
next 20 years and beyond, and aims to deliver a more
integrated and sustainable approach to managing
water and associated services in Wales. The focus is on
ensuring that the people of Wales receive first-class,
value for money services with water used efficiently,
safely and respectfully by all. Welsh Government’s
wider objectives for water are outlined on page 41.
Our role is to ensure there is a strong consumer
focus at the heart of the delivery of water and
sewerage services in Wales.

2. Protection (A nation better protected against
flooding, animal and plant disease and other
hazards, with strong response and recovery
capabilities). Aim: Enhance resilience of
business and individuals to drought and loss
of water supply.

11 Creating a Great Place for Living; Defra strategy to 2020. Link here.

In Wales this is reflected in the Water Strategy for
Wales12, and also from the Well-being of Future
Generations Act (Wales) and the Environment
(Wales) Act.

A resilient
water supply

1. Environment (A cleaner, healthier environment,
benefiting people and the economy). Aim:
cleaner water and sustainable usage.

Delivery objective

Services that are
right first time

Defra’s Strategy11 sets out a shared vision and
set of strategic objectives for the whole of Defra
for the period up to 2020. Defra’s goals are
focused on four impact objectives, which explain
its ambitious, long-term aims, and the positive
differences it will make to the UK. It also has
one delivery objective and two organisational
objectives.

Fair, value for
money charges

CCWater’s activities align with the strategies set out by both Defra and the Welsh Government.
The priorities and activities outlined under each of the five key themes in this Forward Work
Programme accord with these governmental objectives.

Speaking up for and
informing consumers

Differences between England and Wales
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 consumers either side of the border. The most notable differences to date are:
Wales

Open for all business customers

Retail market for business customers

Extension of retail competition beyond
50Mg/l not applicable

Being progressed

Upstream competition

Not planning to legislate for under 50Mg/l

Voluntary scheme

Landlord registration of occupiers

Compulsory registration

Being progressed

Abstraction reform

Being progressed

Not applicable

Have regard to Well-being of Future Generations Act Have regard to Well-being of Future Generations Act

Not applicable

New build sewer standards

Issued in 2012

Guidance suggests cross-subsidy up to 1.5%

Social tariffs

Guidance suggests cross-subsidy up to 2.5%

SIM for business customers not applicable since 2015

Quantitative Service Incentive Mechanism (SIM)
score monitoring for business customers

Applicable based on business customer written
complaint information

Potential legislative and policy developments that we will build into our programme, as and when they are confirmed:
Household competition

Not applicable

Not applicable

Wales Act and the extension of devolution
arrangement to sewerage services

Applicable

Some implications on cross-border consumers
and companies

Implementation of Silk Review devolution
recommendations on water

Some implications on cross-border consumers and
companies

Not applicable

Environment (Wales) Act

Applicable

2016 Housing and Planning Act (171)
Secretary of State must carry out a review of
policies concerning sustainable drainage on the
development of land in England

Sustainable Drainage Standards

The introduction of recommended standards

Not applicable

Transferring ownership of private water supply
pipes to companies

Costs and benefits being investigated

Not applicable

Compulsory Fire Sprinkler installation on all new
properties in Wales

Monitor implications due to technical limitations
inhibiting meter installation on properties fitted
with fire sprinklers.

www.ccwater.org.uk
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Being explored

Services that are
right first time

Ystyriaeth

Fair, value for
money charges

Lloegr

Speaking up for and
informing consumers

Our work with Welsh Government

Fair, value for
money charges

In Wales we work with the Welsh Government to ensure we play our part in helping them deliver the Well-being and Future Generations Act, the
Environment (Wales) Act, and their accompanying policies. Additionally, the 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 specific actions that name CCWater in their delivery.

» 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 to participate in the new retail
market, particularly for those customers in
cross-border areas.

» 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.

www.ccwater.org.uk

Working with other stakeholders to help
deliver the aims and actions of the Water
Strategy.
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Working closely with Welsh Government and
others to help:

Services that are
right first time

Leading on advice on affordable water bills
and debt management.

Working with Welsh Government and others
on its plan to develop consistent messages
on:

Speaking up for and
informing consumers

What we cost

Fair, value for
money charges

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 consumers.
The cost of our licence fee has remained at 21p
per water bill since 2011-12, as we have absorbed
inflationary cost increases.

Services that are
right first time

Our restructuring in 2015 helped us to absorb further
inflationary pressures and provide resources to
address our agenda. We intend to raise our licence
fee by a modest £110,000 in 2017-18 and a further
£110,000 in 2018-19 in order to invest in resources
for the opening of non household retail competition
and the start of our work on the 2019 Price Review.
This would mean our licence fee will be £5.24
million in 2017-18. For 2018-19 our licence fee
would be £5.35 million.
Our proposed increases to the licence fee will have a
negligible impact on our cost to consumers, equating
to less than 1p.
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For each financial year, CCWater’s budget will be
fully funded from the licence fee.

Head office:
Consumer Council for Water
1st Floor, Victoria Square House
Victoria Square
Birmingham
B2 4AJ
Comments and enquiries to:
Email: enquiries@ccwater.org.uk

Read CCWater’s Operational Business Plan:
www.ccwater.org.uk/publications/obp

The Consumer Council for Water
The independent voice of water consumers in England and Wales
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