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Introduction 
 
In 2022, as the England water retail market reached its fifth year since opening in 2017, it 
was an opportune moment to carry out a review to see how effectively it had been 
serving business customers. As the voice of customers, we were in a unique position to 
carry out this review, drawing on our extensive research, customer complaints evidence, 
and our direct engagement with businesses. Our review was grounded in the real 
experiences of business customers and set out clear, actionable recommendations for 
change.  

We made twenty-two recommendations which reflected what businesses told us needs 
to improve and they align with the outcomes we expect to see from ongoing work 
across the industry. We were clear that we could not achieve the recommendations 
alone, with the rest of the industry playing a key role in their delivery. We highlighted 
how CCW is actively shaping these projects, ensuring the voice of the customer remains 
central.   

Two years on, it is positive to see that eight of our recommendations have been 
delivered, with progress being made against ten more. For the remainder, we have 
taken all the actions we can do and are waiting for others in the industry to do their 
part.   

In April 2025, the business customer measure of satisfaction in wholesaler services (BR-
MEX) was introduced in the 2024 price review process. Wholesalers will now be 
financially incentivised to ensure their services to business customers are provided to a 
high standard, and any problems are being resolved quickly. Wholesalers are also 
responsible for providing leak allowances to customers, in some circumstances. In this 
area, we have had great success in working with wholesalers to improve the 
transparency and consistency of these allowances to businesses.   

As part of the 2024 price review, wholesalers committed to significantly expanding the 
rollout of smart meters for business customers – aiming to install 800,000 by 2030. This 
will improve billing accuracy and help businesses be more aware of how much water 
they are using.  With the need to conserve water more urgent than ever, helping 
customers understand and manage their consumption is essential.  

We are also seeing positive progress in how retailers deliver services to customers. A key 
part of the new Market Performance Framework improves the standards and incentives 
on retailers to ensure all meters are being read, and any problems doing this are 
rectified quickly. Not being billed accurately remains a key driver of complaints to CCW, 
and is also the main reason why customers are dissatisfied with their retail service. 
Stronger incentives to get this right are welcomed, particularly where competitive 
pressures to improve services (particularly for small customers) are currently lacking.  

While we have seen positive changes, there are a number of other areas that need 
continued improvement as we will highlight in the recommendations section. 
Engagement in the market, particularly from small customers with low water 
consumption, continues to be very limited. Not having the time or resources can reduce 
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motivation for customers to engage with the market, but other issues also play a role. 
Inaccurate billing and friction between retailers and wholesalers continue to undermine 
how effectively the market operates, which a number of the recommendations aim to 
address. These barriers must be removed to ensure all customers receive the high-
quality service they deserve.  
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Recommendations and actions needed 
 
The following recommendations set out the changes we believe needed to happen to 
improve the functioning of the market and services for business customers. Two years 
on, we explain what CCW, alongside key stakeholders, has done to progress them, and 
what the next steps should be.  
 

Making wholesalers accountable under ADR 

Changes to be made to water company licences to make wholesalers accountable 
under the Alternative Dispute Resolution (ADR) process for business customer 
complaints.  

CCW Action 

In September 2023, Ofwat published a Call for Inputs on a proposal for wholesalers to 
sign up to CCW’s ADR scheme. We supported this but wanted it to be achieved by a 
change to wholesalers’ licences, so they are compelled to be part of the scheme. To 
ensure these schemes are fully effective, we also recommended that wholesalers should 
be part of one that includes an adjudication service so business customers can request a 
final binding decision on their complaint.    

The Independent Water Commission’s recommendation1 that CCW becomes the water 
ombudsman could mean there is a new route to ensure wholesalers are accountable 
under the business customer complaints process. If all wholesalers and retailers are part 
of one scheme, it will ensure that all business customers have access to a binding 
decision in respect of complaints that are caused by either retailer or wholesaler.    

Ongoing action and next steps  

We are awaiting the publication of the government’s white paper containing the 
proposals for CCW’s ombudsman function. We will work closely with UK and Welsh 
governments to progress a mandatory scheme, so business customers are provided 
with the same level of protection as households.  
 

Strong incentives for retailers and wholesalers 

Develop and implement strong incentives for both retailers and wholesalers to 
improve their service for businesses through:  

• implementing a measure of customer satisfaction in wholesaler services (BR-
Mex) performance commitments  

 
1 INDEPENDENT WATER COMMISSION: REVIEW OF THE WATER SECTOR - GOV.UK – PAGE 281 

https://www.gov.uk/government/publications/independent-water-commission-review-of-the-water-sector
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• new Market Performance Framework (MPF) launched by 2024  

CCW Action  

We helped shape the BR-MEX incentive that was implemented on 1 April 2025 based on 
the design set out in Ofwat’s Final Determinations for the 2025-2030 price review period, 
published in December 2024. We strongly supported the introduction of the business 
customer experience measure and are pleased to see that this will account for 50% of 
the financial incentive. Wholesalers being more accountable to business customers 
should result in them providing a higher level of service.  

We have input to the design of the new MPF, which is due to be in place by 1 December 
2025. This meets all our key asks for how the performance framework should deliver 
improvements in services, as well as including a range of incentives on retailers and 
wholesalers to deliver these to a high standard.   

Ongoing action and next steps  

The performance standards under the new MPF will not be set in stone. If it becomes 
clear that they aren’t ambitious enough for retailers and wholesalers, we’ll push for 
change. Through our membership as the customer representative of the Performance 
Assurance Committee2, we will also continue to work with MOSL on the design of future 
performance metrics, ensuring they drive meaningful improvements for customers.   
 

Customer focused leakage allowance policies 

All wholesalers to offer a customer-focused policy on leakage allowance to ensure 
that businesses get:  

• at least one allowance on their water charges  

• advice and assistance with leakage repairs, where needed  

CCW Action  

We have worked closely with wholesalers and retailers to ensure business customers are 
being offered leakage advice and assistance, and that wholesalers are offering at least 
one water allowance. We looked at ease of use and understanding of wholesalers’ 
websites and whether their policy was in line with our request. Our work in this area can 
be viewed on our five-year review page. 

All wholesalers now offer leakage advice and guidance to business customers on their 
website, with a clear explanation on how they work with retailers to deliver this. The vast 
majority also now offer a leak allowance on their water charges.   

 
2 AN INDUSTRY LED COMMITTEE RESPONSIBLE FOR MONITORING PERFORMANCE IN THE BUSINESS RETAIL MARKET AND 
HOLDING WATER COMPANIES TO ACCOUNT TO ACHIEVE SUCCESSFUL CUSTOMER OUTCOMES. 

https://www.ofwat.gov.uk/wp-content/uploads/2025/03/Business-Retailer-Measure-of-Experience-BR-MeX-PC-definition-2.pdf
https://www.ccw.org.uk/our-work/five-year-review-of-retail-market/
https://www.ccw.org.uk/our-work/five-year-review-of-retail-market/
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In addition, we developed a ‘self-help leak test’ with a subgroup of wholesalers and 
retailers, to provide a simple accessible guide to customers should they experience a 
leak.   
 

Clarity on market eligibility 

Ofwat to provide greater clarity and consistency on premises eligibility for the 
market and work with CCW to improve the transition process where a premises 
leaves or enters the retail market.  

CCW Action 

We have continued to work with MOSL and the Retailer Wholesaler Group (RWG) on 
proposed changes to the eligibility guidance. Firstly, we developed a flowchart which 
makes it clearer what trading parties need to take into account when assessing the 
eligibility of a mixed-use premises, including what the customer’s preference might be. 
This is currently with Ofwat to decide whether or not it will be incorporated into the 
eligibility guidance.  

Secondly, we are working with the industry to improve the process for a premises being 
removed from the business water retail market, particularly how any re-billing of the 
customer is handled. It is important all trading parties are doing this consistently, so 
customers have clear expectations of what happens when transferring from a retailer to 
a water company.  

Ongoing action and next steps 

For the recommendation to be completed, Ofwat need to amend the eligibility 
guidance. We will continue to urge them to do this by adopting the mixed-use premises 
flowchart and continue to work with the industry on ensuring customers transition 
smoothly from retailer to water company once their premises is de-registered, 
minimising disruption and confusion.   
 

Bills based on two actual meter reads each year 

CCW to submit a change request to the Customer Protection Code of Practice in 
2023 to ensure business customers receive at least two bills based on an actual 
meter reading each year.  

CCW Action  

After consulting with the industry, Ofwat rejected our change request as they believed 
the increased administrative burden on retailers to produce more bills based on actual 
reads would largely outweigh any benefits for customers. We strongly opposed their 
decision as the benefits of more accurate billing are clear, and a requirement to bill 
twice based on actual meter reads aligns with the existing code requirement on 
retailers to read meters twice a year.  



   
 

7 
 

Ongoing action and next steps 

Where retailers are over relying on estimated meter reads to bill customers, we will use 
complaints and research evidence to urge them to improve their standards. We also 
support the introduction of the new MPF which will better incentivise retailers to read 
meters at least twice a year, leading to improved billing accuracy.  
 

New incentives on long unread meters 

Retailers and wholesalers to be incentivised to address meters left unread for 12 
months or longer, through the new Market Performance Framework, so no meters 
remain unread.  

CCW Action  

Improving meter reading standards has been a key focus of the new MPF, which is due 
to be delivered in December 2025. Through our membership of industry working 
groups, we have helped develop a framework that will increase the financial incentives 
on retailers and wholesalers to read all meters at least twice a year. This should continue 
to reduce the number of meters left unread for 12 months or longer.  

Ongoing action and next steps   

The percentage of meters that are long unread has continued to reduce since the 
publication of our Five-Year review. However, almost 10% of meters are without a read for 
at least 12 months, as of 1 September 2025. This shows more can be done to reduce this 
further. We will continue to work with MOSL and the industry to ensure retailers are fully 
incentivised to read all meters, and that any problems that are preventing this are 
identified and resolved quickly.  
 

Collaboration on water efficiency services 

Wholesalers to commit to work with retailers to implement water efficiency 
services in their Water Resources Management Plans and PR24 business plans.  

Since our recommendation, wholesalers are now required under the Final 
Determinations of their business plans to reduce business customer consumption. To 
measure this, Ofwat will look at the average amount of water businesses use over three 
years and check what percentage it has gone down. In other words, if businesses 
previously used 100 million litres and now they only use 95 million litres on average, 
that’s a 5% reduction.  

As part of this commitment, they are also required to show they have explored water 
efficiency options with retailers. Wholesalers have made commitments in their ‘Water 
Resources Management Plans’ that they intend to invest in water efficiency services for 
business customers, particularly those using large amounts of water.  
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This is positive as it aligns with our original recommendation that wholesalers and 
retailers need to work together to achieve this. The oversight that comes with a 
performance commitment should help to ensure the focus remains on this important 
area.   

CCW Action  

We have facilitated a number of retailer and wholesaler forums where retailers were 
encouraged to share their strategies for engaging with customers on water efficiency, 
and to share any best practice.    

We have been part of the RWG water efficiency group which has developed a guide for 
how retailers and wholesalers can work together to promote water efficiency to 
customers, which includes when and where wholesalers can directly engage with 
customers. This guide should help ensure customers are benefiting from the experience 
and expertise of both retailers and wholesalers in terms of water saving advice and any 
services on offer.   

Ongoing action and next steps   

It is positive that wholesalers have made the commitment that we recommended. To 
ensure that customers benefit from water efficiency advice, we will continue to work 
with retailers and wholesalers to advise and guide on how best to offer and 
communicate these services to customers.  
 

Tailored water efficiency advice 

Retailers to offer tailored water efficiency advice to customers to help them better 
manage their water use, as part of their competitive services for customers.  

CCW Action  

Given the challenges created by climate change, it is important that everyone is striving 
to be as water efficient as possible. We continue to make sure this is a key area of focus 
in our biennial Testing the Waters business customer research. The insight on what 
customers are doing in this space provides vital insight for retailers in how they can 
tailor and improve their water efficiency advice and services. After the latest round of 
research was completed in 2024, we hosted industry workshops to share and discuss the 
findings, which also allowed retailers to share best practice with others.  

Ongoing action and next steps  

Our Testing the Waters research in 2024 showed that just 43% of business customers are 
engaging in water saving activity. This shows that more could be done to educate 
customers on their options, which we play a key role with retailers in helping to achieve. 
As part of our regular retailer forums, we will continue to facilitate discussions and 
sharing of ideas of how to provide quality water efficiency advice to customers. We will 
ask retailers to regularly update us with their plans so we can provide advice on how to 
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communicate with customers, as well as helping them overcome any barriers to 
collaborating with wholesalers.   

 

Clear plan for smart metering businesses 

Wholesalers to have a clear plan for smart metering for business customers in their 
Water Resources Management Plans and PR24 business plans, and accelerate those 
plans where possible. These should include a targeted approach, prioritising the 
following areas:  

• meters left unread for 12 months or longer  

• water stressed areas  

• high water users  

CCW Action  

Since our recommendation, it is positive that all wholesalers have committed to a plan 
for smart metering in both their Water Resources Management Plans and PR24 
business plans. This includes the commitment to install approximately 800,000 smart 
meters for business customers by 2030. Since making our recommendation, we have 
hosted forums with wholesalers to understand more about their plans for smart 
metering and overcoming the challenges associated with this. As part of these 
discussions, we have drawn on complaints data and research evidence to highlight the 
benefits that a wider rollout of smart meters would bring to business customers.  

Ongoing action and next steps  

While the commitments to smart metering are positive, we will continue to work with 
wholesalers, both through our regular company engagement and also in our forums, to 
urge them to target their smart meter rollouts to the priority groups included in our 
recommendation. Focusing on replacing long unread meters will ensure those 
customers are billed more accurately. Targeting meters in water stressed areas may 
produce wider benefits as a result of these customers being more aware of what they 
are using and taking steps to reduce their usage where necessary.    
 

Smart meter data accessible by retailers and customers 

Wholesalers to ensure that data from smart meters is made available, 
understandable, presented in a consistent format and usable for retailers and 
customers.  
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CCW Action  

There is limited value for customers in having a smart meter if they don’t have full access 
to the data it provides and benefit from accurate bills based on smart meter readings. As 
part of our role on the Metering Committee, and the industry led advisory group, we are 
helping to develop the Smart Meter Read Hub, which will allow smart meter reads to be 
shared more easily and consistently between wholesalers and retailers. Retailers will be 
able to access this data and then share it with customers. This is a positive step forward 
and should ensure that customers are getting ready access to their data, as well as 
benefiting from more accurate bills.  

As part of the RWG’s work, we were also involved in the development of an industry best 
practice guide on the minimum amount of communication that customers should 
receive before their smart meter is installed, and what happens after. This should help 
increase customers awareness of the benefits of smart metering.    

Ongoing action and next steps  

Through our membership of the Metering Committee and the industry advisory group, 
we will be part of the ongoing effort to make sure the Smart Meter Read Hub is fulfilling 
its purpose. If our complaints and research evidence show that customers with smart 
meters are not happy with the level of service, we will investigate whether this is due to 
the quality of data being shared with them and then push for this to be resolved. It is 
important that measures are put in place to ensure wholesalers can share smart meter 
readings with retailers in an effective and efficient way.  

Alongside the RWG, we will monitor the effectiveness of the good practice guide. If our 
complaints and research evidence shows customer communication could be improved, 
or customers are struggling to access the data, we will push for improvements. We are 
about to undertake qualitative research with business customers on their expectations 
and experiences of smart meters installed at their premises. This will provide vital insight 
into what communication improvements could be made.   
 

Improvements to the code change processes 

Improvements to be made to the code change process, following a review, from 
April 2023 so that it works better for businesses by:  

• prioritising changes that have the greatest benefit for customers  

• making the change process more transparent and accessible for wholesalers, 
retailers, market committees and key market stakeholders  

• improving the end-to-end process by tailoring it to respond to each change 
request in a timely manner   
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CCW action  

The new code change process was implemented in December 2023, which has helped 
to improve the end-to-end process and has a greater focus on changes that will benefit 
customers. CCW played an integral part of the new process development. We will 
continue to monitor this to ensure it is genuinely prioritising changes that will benefit 
customers.  
 

CCW able to propose code changes 

Give CCW the ability to raise a proposed change to the market rules, as part of an 
improved code change process.  

CCW Action  

As part of our involvement in developing the new code change process, we 
recommended that CCW be given the ability to raise code changes. This was agreed and 
anyone can now raise a change to the market codes, as part of the new process.  
 

Improve accuracy of market data 

Wholesalers and retailers must work together with MOSL to complete a one-off 
data cleanse.  

Develop and implement strong incentives for both wholesalers and retailers to 
ensure all new customer and market data is accurate through the new Market 
Performance Framework.  

CCW Action  

We are playing a key role on the industry led working group that is overseeing the data 
cleanse completion. Led by MOSL, work is on course to be completed by the end of the 
year to correct customer address data, and remove ineligible premises from the retail 
market.     

We have played a key role in the development of the new MPF to help develop strong 
incentives in this area. Accurate premises and customer address data is vital for 
customers as it allows their retailer to more easily identify the correct person for billing 
purposes and complete meter reading activities. Wholesalers (as the ones responsible 
for providing accurate address data) will now be strongly incentivised through BR-MEX 
to ensure this is maintained to a high standard.   
  

Set timescale for code change process 

Improve the change process for the Customer Protection Code of Practice to 
provide set timelines by which Ofwat must have completed its review of change 
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proposals, and have consulted on its decision (if required). No change request 
should take longer than six months to be considered, consulted on and a decision 
made.  

CCW Action  

Given the importance of the Customer Protection Code of Practice (CPCoP) for 
customers, it is vital that Ofwat reviews proposed changes within a reasonable set 
timescale. We have made the case for this change in response to three separate Ofwat 
consultations on their reforms to the CPCoP. Ofwat taking nearly two years to consult on 
our proposal to strengthen customer credit protection was used as a prime example of 
why change is needed. Despite a robust case being made, Ofwat has not agreed to a 
prescribed timeline for assessing such changes. Instead, Ofwat has amended the code 
to advise it will issue a notice by way of informing the industry when it has received a 
change request. We do not agree this goes far enough to improve the process.  

Ongoing action and next steps  

It is disappointing that Ofwat has not agreed to a set timeline for decisions on change 
proposals. In the absence of an overarching timeline, we believe there is a role for us in 
pressing Ofwat to make timely decisions on change requests on an individual basis, 
particularly where they will benefit customers.    
 

Set out when enforcement will be taken if CPCoP is not 
followed  

Ofwat must set out circumstances and criteria where it will take action against 
retailers who do not follow the Customer Protection Code of Practice.  

CCW Action  

In response to Ofwat’s review of the CPCoP, we urged Ofwat to explain the 
circumstances and criteria for taking action. We believe doing so would provide greater 
confidence to customers that failures to meet the code requirements are being dealt 
with robustly.  In response,  Ofwat explained these circumstances, and will require 
retailers to provide an annual compliance statement outlining how they are meeting all 
the requirements of the CPCoP. This then gives Ofwat the tools to quickly identify where 
retailers are not complying and then take steps to resolve this.   

Ongoing action and next steps  

While an annual statement of compliance is a sensible requirement on retailers, we 
expect more transparency. Where retailers have been identified as possibly not 
complying, we will expect Ofwat to investigate this swiftly and publish a notice outlining 
what action has been taken and how any customer impact has been rectified.  

As well as continuing to work with Ofwat on this, we will be contacting retailers about 
the changes they have made in order to respond to the CPCoP requirements to ensure 

https://www.ccw.org.uk/publication/delivering-recommendations-five-year-review-of-the-water-retail-open-market/
https://www.ccw.org.uk/publication/delivering-recommendations-five-year-review-of-the-water-retail-open-market/
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customers are being protected as they should. Where our engagement work and 
complaints evidence shows this isn’t happening, we will challenge retailers to do so.    

 

Greater protections for businesses 

Strengthened market rules to guarantee continuous service and protection of 
customers’ money when a retailer exits the retail market so that:  

• businesses receive their credit back on an annual basis  

• there are no gaps in service that impact businesses, including where there 
may be no backstop retailer to transfer to  

Businesses receive credit back on annual basis - CCW’s Actions  

In September 2024, Ofwat consulted on our change proposal to require retailers to 
annually reimburse their customers’ credit, where they pay by Direct Debit. Despite a 
well evidenced proposal, Ofwat decided against adopting this requirement. We do not 
believe this in the best interests of customers given the risk remains of credit being lost 
in the event of a retailer becoming insolvent.    

However, Ofwat has made changes to the CPCoP that require retailers to advise 
customers in credit of their balance and the process for claiming a refund. This has to 
happen every 3 months at a minimum. Increasing customer awareness of their credit 
balances is positive and it would not have happened without our Credit Where It’s Due 
campaign.    

As well as evidencing the impact on customers, it was also important to understand 
their preferences concerning how their credit balances should be treated. We carried 
out qualitative research in November 2024, which showed that more than two thirds of 
business customers would prefer to have automatic refunds of credit if this had been 
accrued based on an actual meter reading. Even when this was based on estimated 
readings, most felt strongly about receiving a refund even if it means an increased bill 
next time, particularly medium and large businesses. These findings have provided us 
with valuable evidence of what customers prefer, and we will continue to use this to 
campaign for credit protections to be strengthened.  

Businesses receive credit back on annual basis - Ongoing actions and next steps  

In addition to our research, we continue to share business customer complaints received 
by CCW with Ofwat so they are aware of the difficulties some customers continue to 
experience with obtaining credit refunds. We continue to push Ofwat to take action to 
fill this gap in protection for customers, evidenced by our complaints data.  

We are also exploring whether the penalties that wholesalers and retailers pay when 
they fail to meet certain performance standards could be used (in part) to reimburse 
customers credit in the event of a retailer becoming insolvent. As MOSL oversee the 
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collection of penalties, such a fund is likely to require co-ordination by them, so we will 
be exploring the practicalities of setting it up.  

Gaps in service – CCW Actions   

Along with others in the industry, we have helped develop a cost recovery mechanism 
which will allow a retailer taking on customers of a failed one to recover any excess costs 
incurred in doing so. It is hoped this will encourage more retailers to volunteer to be 
interim suppliers which will help address the risk of a gap in a customer’s service if their 
retailer becomes insolvent. This is a proposed change to the market codes which is 
currently being considered by Ofwat.   

Gaps in service - Ongoing actions and next steps  

Legislative change is needed to introduce a guaranteed supplier of last resort 
mechanism so customers definitely have a retailer to transfer to if their current one exits 
the market. We are pleased the Independent Water Commission report recognised this, 
so following on from the recommendation, we are committed to working with 
government to implement a solution.  
 

Improving Temporary Building Supplies process 

Changes to be made to legislation and market codes to remove all temporary 
building supplies from the market with business customer premises only entering 
the retail market at the point when the permanent water connection is complete.  

Wholesalers should be given clear responsibility for ensuring data on temporary 
building supplies is correct in the market until this change in legislation is enacted.  

CCW’s Actions  

Alongside others in the industry, we have been building the evidence needed for a 
change is legislation, specifically to the definition of which type of premises are eligible 
for the business retail market.   

We made the case for a legislative change in CCW’s response3 to the IWC’s review of the 
water industry. While the IWC’s report did not go on to make a specific 
recommendation for such a change, they did agree that the government should explore 
measures that could improve the functioning of the market. We believe the removal of 
temporary building supplies is needed to do this so we will be urging the government to 
take action.  
 

  

 
3 CCW SUBMISSION TO THE INDEPENDENT WATER COMMISSION - CCW 

https://www.ccw.org.uk/publication/ccw-submission-to-the-independent-water-commission/


   
 

15 
 

Consider change to market eligibility threshold  

There should be a change to the eligibility criteria in England unless tangible 
benefits are realised for micro-businesses, measurable by the rate of switching and 
contract re-negotiation.  

We would expect the number of switches by businesses using up to 0.5Ml of water a 
year to increase by 10% points on the current levels in the next two years to 2025. 
Similarly, we want to see an increase in contract re-negotiation by 5% points for 
these customers by 2025. If these targets are not met within two years we will 
recommend a change in legislation.  

The change we would be seeking is to amend the market eligibility threshold in 
England so both current and future customers, using up to 0.5Ml of water a year, are 
no longer eligible unless they have already switched retailer and re-negotiated their 
contract.  

CCW Actions  

Our Testing the Waters research in 2024 showed that among those micro-businesses 
aware of the water market, 32% had either switched their retailer or re-negotiated their 
contract. This compared to around 24% in our 2022 tracking research, falling short of the 
expected activity levels within our recommendation.  

In addition to our regular research, we commissioned CEPA to collate and analyse all 
relevant evidence on the experience of low water use businesses in the water retail 
market. This then provided us with an independent view on which to decide whether or 
not these businesses are truly benefiting from being in the open market in England, or 
whether they would see greater benefits from having their services provided by a water 
company. You can read the highlights, and full report here. 

Ongoing actions and next steps  

Based on the evidence we have to date, we will not be recommending a change in 
legislation to remove low consumption customers from the market, at this current time. 
This view was informed by:  

• The CEPA report concluding that while low consumption customers are not active 
in the market, nor receiving expected benefits, there is insufficient evidence they 
are suffering harm from being in the market.  

• Examples such as the roll-out of smart metering, and the introduction of higher 
performance incentives under the new Market Performance Framework, could 
improve the overall experience of low consumption customers.   

We will keep this position under review, collating and reviewing the latest data. We want 
to see clear evidence of these businesses benefiting from the market through an 
increase in engagement, along with increased customer satisfaction and improved 
customer service delivery.  

https://www.ccw.org.uk/publication/synthesis-of-market-data-on-low-water-use-business-customers-experiences-of-the-water-retail-market/
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Conclusion 
The conclusion we reached in our Five-Year review was that the market was failing to 
deliver for the vast majority of customers. In our view, we had reached the point where 
there needs to be real action to change the way the market operates, rather than simply 
tinkering with the current structure.  

While we have seen positive change, there are a number of other areas that still need 
improving. Customers not having ready access to their credit, confusion about whether 
some customer premises should be in or out of the market, and a lack of wholesaler 
accountability for business customer complaints, are still some of the areas where we 
continue campaigning for change.   

In other areas, legislative changes are still needed to deliver our recommendations – 
such as ensuring customers have a guaranteed alternative retailer to transfer to in the 
event their current one exits the market, and removing temporary building supplies 
from the market when they’re intended to become household premises. We continue to 
work with government, alongside others in the industry, to make sure these are 
delivered.  

In our Five-Year review, we called for fundamental change to the market by 2025 if 
significant improvements had not been made. While there are still improvements 
needed, the strengthened customer protections and the increased incentives on 
retailers and wholesalers to improve their performance mean that significant progress 
has been made. In addition, the rollout of smart metering and the benefits expected 
from the Roadmap to a Flourishing Market provide further opportunities for 
improvements to the experience of all businesses. This means they should see real 
improvements in the way their services are delivered and should see benefits even if 
they are not choosing to switch supplier or re-negotiate their contract.   

With the above benefits in mind, we will not be calling for low water use businesses to 
be removed from the market at this point. This is because these businesses should 
benefit from the changes mentioned above just as much as businesses with larger 
consumption. However, we will continue to keep this position under review. We do not 
want to see any customers experiencing detriment from being in a market they are not 
engaging in.   

The progress that has been made over the last two years and the collective efforts to 
improve standards are encouraging. However, there is still more to do. As highlighted, a 
number of our recommendations remain in progress, which CCW will play a pivotal role 
in achieving through collaboration. We will continue working hard on behalf of 
customers to make the improvements that they deserve.   

 

  

https://mosl.co.uk/groups-and-forums/panel-committees-and-sub-groups/strategic-panel/roadmap-to-a-flourishing-market
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