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Foreword

Improving the experiences of everyone in England and Wales who uses water — both now and
in the future - is the most important focus for both CCW and Ofwat.

For Ofwat, this means making sure that watercompanies and retailers are delivering for
customers and the environment. Meanwhile, at CCW, we're passionate about championing
thebestinterestsofeveryonewhouseswater,andareworkingtowardsawatersectorthat
listens to people while delivering exceptional, sustainable services that are accessible to all.

Whilewe'retwoindependentorganisations, eachwithadistinctpurposeandmission, there
aretimeswhen collaboration can help us all to deliver better outcomes for the people we
represent. By working togetherinanopen and constructive way - sharinginformation,
expertiseandresourceswhereappropriate—wecanoftengetthingsdonemorequicklyand
efficientlythanwecouldalone, whilegettingverybestvalueforthepublicmoneywespend.

We'redelightedto havesignedthisMemorandum of Understandingtosetouthowourtwo
organisations will work together for the years to come, and look forward to working together
to achieve the very best outcomes for everyone who uses water.

Emma Clancy David Black
Chief Executive Chief Executive
CCw Ofwat



1. Introduction

1. This memorandum of understanding (MoU), required by section 27B of the Water
Industry Act 1991, setsoutnon-legally binding principlesthat willunderliethe
working arrangement between the Water Services Regulation Authority (Ofwat)
and the Consumer Council for Water (CCW). This MoU sets out the arrangements
Ofwat and CCW have made to help to secure:

e co-operation and the exchange of information between both parties; and
e the consistent of treatment of matters which affect both parties.

2. ThisMoUisnotintendedtocovereveryaspectoftheworkingrelationshipbetween
Ofwatand CCW. Itisadocumenttofacilitate collaborative workingbetween both
parties to achieve optimum outcomes for consumers in the water sector.

3. Foranyspecificjoint CCW/Ofwatproject, whereboth partiesconsiderthatamore
focussedbilateralarrangementthanthis MoU willbeappropriate, both parties will
makesuchanarrangement-aMemorandumofAgreement(MoA)-togoverntheir
relationship forthat specific project, lasting for the length of that specific project.

4. This MoU may be reviewed at three-yearly intervals. Additionally, it may be updated or
amended atany time by agreement of both partiesto reflect changing operational
requirements.
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2. Roles and responsibilities

5. CCW is anindependent statutory consumer body for the water sector in England
and Wales. It represents the interests of residential water consumers, including
thoseinvulnerablesituations, and businesswaterconsumers, handling their
complaintsabouttheirwaterand sewerageservice providers, and providing
advice and investigating matters of interest to those consumers.

6. OfwatistheeconomicregulatorofthewatersectorinEnglandandWales, andis
anon-ministerialgovernmentdepartment. Itactsindependentlyofthesector,
UKand Welshgovernmentsandotherstakeholders, whileworkingwithinboth
governments' policy framework.



3.

Working arrangements

3.1 Working relationship

7.

10.

While Ofwatand CCW areindependentintheirownrightand havetheirown
legitimate interests and responsibilities, they recognise the importance of
workingtogetheracross arange of areas and on matters of mutual interest,
including collaboratingonresearchandsharingresearch outputs.Inagreeing
thisMoU, both partiescommittoharnesstheirjointresourcesforthebenefitof
waterconsumersin Englandand Wales. Both parties highlightconnectionand
collaboration with others as a key tool in achieving their goals.

Both parties will give appropriate consideration to the views of the other -
includingon policy and strategicissuesofimportance, andin consideringthe
complaintsand interests of customers. They committo treat matters which
affect both of them in a consistent manner or where they take different
approaches to agree on the reasons for this

Both parties will maintain an open and constructive working relationship,
briefing each otherassoon asis practicable on relevant developments within
theirrespective areas of responsibility. They will hold bilateral working level
meetings at regular intervals or as the need arises and, where appropriate, invite
each other to their public or water related events.

Both parties will pro-actively supporteach otherwhereappropriateand, if
beneficial, consider sharing resources and looking for development
opportunities within their respective organisations for the other party's staff.

3.2 Exchanging and Sharing of Information

11.

12.

Both organisationsare committed to maintaininggood communication with
eachotheron"nosurprises"basis. Each partyshallendeavourtobrieftheother
as to its intention to publish any materials of mutual interests as soon as
practicableandasisnecessary foreffectiveworkingrelationshipstotheextent
permitted by relevant guidance.

Both parties committo the principle of sharing information within the limits of

legalauthorityandany relevantofficialguidance, includingbestpracticewhich
appliestothetype of information concerned where this will help to furtherthe

interest of customers. Both will apply a presumption of the desirability of



13.

14.

15.

16.

17.

18.

disclosure as a starting point when considering information requests from the
other.

For jointly branded CCW/Ofwat projects or for projects where both have
collaborated, therewillberegulardialogue between both partieswith view ofa
draftreportoneweekpriorto publication. Whereathird partyisresponsiblefor
producingthedraftreport, thistimeframe may notbe achievable - thisshould
notautomatically push back the publication date. In orderto minimise this
occurrence, both parties shall highlight this timeframe in the documents
relating to the procurement of the services of the third party and consider
producing a MoA for such projects.

Where it is not possible to share information in the manner described in
paragraph 12 above, alegitimate reason will be provided by the relevant party.

Wherethe outcome ofeach other'sworkislikely toimpactorimposeanaction
ontheother, that party carrying out the work shallinform the other party in
ample time to allow it to make representations and for those representations to
be considered.

Both parties recognise the importance of meeting regularly at multiple levels to
shareinformation on mattersrelevanttocustomerinterestsinthewaterand
sewerage sectorsin England and Wales, and to keep each other updated of
relevant work which they are considering or currently undertaking.

Both parties will aim, where appropriate, to minimise the information burden on
regulated companies in the water sector by checking with each other first
whetherthey are likely to hold the information of interest in a suitable form
before they consider making substantial information requests from the
companies. In order to facilitate this, each party will, whereitisable todo so
andisnotconstrainedinany way, shareitsplansto collectinformation fromthe
companies with the other party.

If either organisation receives a request to disclose information (under relevant
legislation) thatisnotpublicandoriginally camefrom/wasshared by theother
organisation, it shall consult the other organisation before disclosing.



4. Managing disputes

19. Both parties agreetoresolve theirdifferencesinthe spirit of collaboration. If
there is a dispute between both parties about the interpretation and/or
operationofthisMoUthe mattershallberesolvedbetweentherelevantteamsin
both organisations in the first instance. Where convergent views cannot be
achieved, eachteamshallprovideanexplanationtosupportitsstancefollowing
which the matter shall be referred to the relevant senior leaders of both
organisations forresolution.



5. Publication of memoranda

20. The Secretary of State will lay this and any revised memoranda before both
Houses of Parliament.

21. An up-to-date version of this Memorandum will be published on Ofwat's website
(www.ofwat.gov.uk) and on the Council's website (www.ccwater.org.uk). Hard
copieswillalsobeavailableonrequestfrom Ofwaton 0121644 7500 and the
Councilon 0121 345 1000.



6. Signatories
This document has been signed by the Chief Executives of CCW and Ofwat.

Signed by:

G~

David Black (Ofwat — The Water Services Regulation Authority)
Date: 09 December 2022

Signed by:

fry

Emma Clancy (Consumer Council for Water)
Date: 09 December 2022



