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Dear Dylan 

Ofwat’s forward programme 2015-16 

Citizens Advice welcomes the opportunity to comment on the Ofwat forward programme 

for next year.  We look forward to working closely with you on many parts of it in the 

coming months. 

Ofwat’s strategic priorities for the next year appear to be reasonable and well targeted. 

However, with consumers being asked to pay for a vast amount of capital investment across 

the economy, we encourage Ofwat to give further thought to how consumers’ ability and 

willingness to bear costs in other sectors may impede their ability to support the 

programmes of investment Ofwat is trying to nurture. 

The commitment to deepen your understanding of the different dimensions of consumer 

vulnerability is of great importance. We eagerly await your findings, and would be glad to 

offer further insight into the best ways of addressing the problems faced by vulnerable 

consumers, both through the work that you lead as the sector regulator and through the 

cross-sector work conducted by the UK Regulators Network. 

Defining and clarifying Ofwat’s resilience duty will be an important part of this year’s 

agenda. It is important that the definition is not reduced to merely technical measures.  A 

genuinely resilient water sector rests on far more, not least the buy-in of the public who 

foot the bill. This means that ensuring water companies are able to make credible returns 

but are not over-rewarded, understanding how investment demands in this sector interact 
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with those from other sectors, and retaining and strengthening levels of public trust are all 

part of a resilient water industry. We commend the focus on trust. Having observed at close 

hand the pernicious effects justifiably dwindling levels of trust have had in the energy 

sector, it is vital that Ofwat and the water industry take on board those lessons.  

As plans to introduce competition into the sector begin to take effect, we will be happy to 

engage with Ofwat on matters relating to SMEs. We are already working closely with DEFRA 

and CCWater on many of the details and would be glad to provide insight on the issues 

faced by small business customers. We can also share our wider knowledge of competition 

in other markets and, areas that may be new to the water industry, such as the role played 

by third party intermediaries and alternative dispute resolution. And, while the 2019 price 

review is a long way away, we recognise the changes being sought by promoting 

competition, and we are keen to ensure that this is carried out in a way that maximises the 

gains for consumers. With 90% of a water bill coming from wholesale costs, the introduction 

of competition in this area could have major impacts on bills. 

We will watch with interest for your reviews of the lessons learnt from the recent price 

control and on regulatory reporting, both for their implications for water customers and for 

any wider application to other regulated monopoly utility sectors. 

Thank you again for the opportunity to make this submission. Please do not hesitate to contact 

me should require any further information.  This response is entirely non-confidential and may 

be published on your website. 

Yours sincerely, 

Richard Hall, 

Director, Strategic Infrastructure 
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