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Thames Water Utilities Limited THAMES-W

Response completed by

Market Performance
Standards (MPS)
22/10/2019 MPS 3

Date response submitted

Submission Type
Extension

Activity / initiative

Target completion
date

Report Amendments

Oct-19

Historic Data

Nov-19

Incorrect inputs - Education/Training

Apr-20

Self Lay Providers

Apr-20

Details of activities / initiatives
A daily report of new connections had an error, resulting in a failure of c.20% of all new connections. This
report is to be fixed and tested during October 2019. The fix of this report, has resulted in a volume of
historical data being identified, and a plan is being devised to identify the timescale for clearing this backlog
and its potential impact on MPS3
We have completed a historic search of all meter forms saved and have found 276 jobs that were never set
up in the market due to the reporting error. We plan to get these all created during the month of November,
meaning that the sla % for November will be a lot lower than usual. We are confident once these historic
issues are cleared, compliance should increase by approx. 20% on our August 2019 performance. This will
have a heavy short term impact on our SLA Performance.
Some data inputs have been identified as causing issues when connections are made, data quality checks will
be made to make sure they are caught if made, we will then educate individuals on the correct process. The
design team is responsible for categorising whether connection jobs are NHH or HH. The design team
changed a process that meant that this data was not validated prior to submission to our delivery partners.
This check has now been reintroduced in October, however this will take some time to recognise the benefit
as a number of jobs will have already been assigned to our delivery partners to work. We expect to see an
8% improvement in performance over a 3 - 6 month period.
*Currently there is no obligation on the SLP’s to provide us with meter details within 1 day of them
completing the connection/installing the meter. The code gives them 5 days in order to return this data to
us, however there is no consequence if they do not follow this process. We are currently managing by way of
relationships with SLP’s.
*Ofwat are introducing a Code for Adoptions that is planned to go live in April 2020. This will include an
obligation on the SLPs to return meter information to us within 1 day. This metric will then be measured by
a water uk metric. We believe this will enable us to manage SLP's more effectively.
* We will look to explore issue within the wider market with other wholesalers to see how they manage SLPs
and share learnings.
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MPF | Initial Performance Rectification Plan
Background
Why are we requesting Initial Performance Rectification Plans?

MOSL monitors Trading Party performance against the Market Performance Standards. Where a Tra
(IPRP's) from these Trading Parties as outlined in Section 7 of CSD 0002 - The Market Performance F
understand the planned pace of resolution. This request will help formalise the process for identifyi
remedial activities is collated in a structured and consistent way across the market.

What information is being requested?

Trading Parties are requested to provide information relating to the relevant Market Performance S
achieved (plan details).

What are the timelines for this request?

Trading Parties are required by Section 7 of CSD0002 to provide an Initial Performance Rectification

How will the information be used?

MOSL will analyse the information submitted by Trading Parties and may present a summary to the

Guidance on the completing the template
Completing the 'Trading Party Details' section

This should include: the Trading Party's name; organisation identification (as defined in CMOS); the
which the template relates. A separate file should be submitted for each MPS, where applicable.

Completing the 'Plan Details' section

Please provide details for the activities and / or initiatives being undertaken to resolve performance
position. Where applicable, provide the date at which the activities / initiatives are expected to be c

Completing the 'Milestones' section

In this section, please provide planned performance milestones for each month. Typically, and in ac
timeframes, e.g. 3 months or 12 months. If you feel that 6 months is not an appropriate timescale t
"01/mm/yyyy" (e.g. "01/05/2019"); MPS should be entered as "MPS x" where "x" is the Standard nu
as a proportion (e.g. "0.80" rather than "80%" or "80.0").

Saving and returning the template file

The template should be named with the following convention: "yyyy-mm-dd_ORG-ID_MPS x_IPRP-s
refers to the Standard that the file refers to (e.g. "MPS 15"); and "ORG-ID" refers to the Trading Part

What to expect next
Response from MOSL

In most instances, MOSL will only respond if further information is required or if there is an issue wi
template.

How MOSL will initially assess your plan based on your projected metrics

Due to the unique challenges facing Trading Party's, MOSL will assess whether the plan details and p
consistently and sustainably perform at the "peer-level" within a reasonable timeframe. The peer-le
Specifically, this means that MOSL expects a Trading Party on an IPRP to achieve at least 3 consecut
considered "complete". All Trading Parties completing IPRP's will be automatically added to MOSL's
peer-level performance. MOSL recognises that the time required to reach the peer-level may exten
reach the peer-level.

Peer-Levels and Thresholds

Note that MOSL currently identifies performance issues, and assesses planned performance levels f
"threshold" levels for particular MPS where it is considered appropriate. Such thresholds will be def
We feel that a static, pre-defined threshold is easier for Trading Parties to understand and target th

ading Party is underperforming, as defined in our Performance Resolution policy, MOSL will seek Initial P
Framework (MPF). The IPRP enables Trading Parties to set out their planned resolution for underperform
ng and rectifying issues causing Trading Party underperformance, while ensuring that information regard

Standard (MPS), including: planned performance levels (milestones); and details of how the planned leve

n Plan within 20 Business Days of this request.
MPC and Panel meetings. MOSL will not distribute or publish details of a Trading Party's IPRP(s) publicly

name of the person that has completed the template; the date the template was completed and returne

e issues for the relevant MPS. For each activity, please provide an indication of how you expect this to aff
completed.
cordance with CSD 0002, the milestones should cover the next 6 months. MOSL will occasionally ask for
o resolve the performance issues, please indicate this in the Plan Details section. Date should be entered
umber (e.g. "MPS 15"); and Planned Performance (i.e. proportion of on-time tasks versus total tasks for e

submission", where: "yyyy-mm-dd" refers to the date at which the template was submitted to MOSL (e.g
ty's organisation identification as shown in CMOS. A separate file should be submitted for each MPS, wh

ith the submission. If there is an issue, MOSL aims to respond to IPRP submissions within 5 business days

planned performance levels in each IPRP(s) are reasonable on a case-by-case basis. Ultimately, MOSL exp
evel is currently determined in relation to the mean and median performance of all Trading Parties in the
ive months of performance at, or close to, the mean and median level performance for that particular M
"watch-list" for a limited time. In most cases, the Trading Party will be removed from the watch-list follo
d beyond the initial 6-months period of an IPRP, and therefore the IPRP may be extended further to give

or IPRP's, with reference to the peer-performance level (i.e. market mean and median). From time-to-tim
fined taking into account the longer-term peer-level, but will be a single, static number that only changes
an a fluctuating level determined by the performance of other Trading Parties.
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