
March 2021

Changing the Water UK metrics in 
D-MeX – our final decisions



Changing the Water UK metrics in D-MeX – our decisions 

1 

About this document 

We introduced the developer services measure of experience (D-MeX) during the 2019 
price review (PR19). A common performance commitment which applies to the 17 
largest water companies in England and Wales, D-MeX is designed to incentivise 
companies to improve the service they provide to developer services customers, 
including property developers, self-lay providers and new appointees (NAVs). 

This document presents our assessment and decisions following our 11 February 2021 
consultation on changing the Water UK metrics in D-MeX. 

The decisions we make change each company’s performance commitment appendix as 
published at the PR19 final determinations in December 2019. We set out the 
documents that are changed as a result of our decisions in section 4.  

https://www.ofwat.gov.uk/wp-content/uploads/2021/02/Consultation-on-changing-the-self-lay-water-metrics-in-D-MeX.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2021/02/Consultation-on-changing-the-self-lay-water-metrics-in-D-MeX.pdf
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1. Introduction 

1.1 Background 

We introduced the developer services measure of experience (D-MeX) during the 2019 
price review (PR19). A common performance commitment which applies to the 17 
largest water companies in England and Wales, D-MeX is designed to incentivise 
companies to improve the service they provide to developer services customers, 
including property developers, self-lay providers and new appointees (NAVs).  

As set out in the PR19 final determinations, D-MeX has two components: 

• a qualitative component – which includes a satisfaction survey of the company’s 
developer services customers; and 

• a quantitative component – which measures the performance of the company 
across selected Water UK performance metrics. 

We directly use a selection of Water UK metrics in the quantitative component, and 
indirectly use them in the qualitative component, as the data source for the surveys of 
developer services customers. 

For the quantitative component, to inform the PR19 final determinations, we appointed 
Jacobs to recommend which Water UK metrics should be included in the quantitative 
component of D-MeX. We accepted its recommendation to include 20 metrics. For the 
qualitative component, we included all performance-based metrics except for 
acknowledgements.  

1.2 Making changes to D-MeX  

As with all changes to performance commitments in the 2020-25 period, we must 
consult proportionately with stakeholders in line with annex 2 of the ‘Outcomes 
performance commitment appendix’ for each company. Annex 2 also states that 
additional or different procedures for particular performance commitment may be 
specified in the relevant performance commitment template, which is the case for D-
MeX, as set out in each company’s performance commitment appendix.  

For D-MeX, we said we may incorporate revised or new metrics that are developed by 
Water UK during the 2020-25 period. We noted that this may include proposed new 
metrics relating to the services provided to self-lay providers and changes arising from 
the Code for Adoption Agreements. 

https://www.ofwat.gov.uk/regulated-companies/price-review/2019-price-review/final-determinations/
https://www.ofwat.gov.uk/publication/jacobs-review-of-water-uk-service-levels-for-pr19-d-mex-incentive/
https://www.ofwat.gov.uk/regulated-companies/price-review/2019-price-review/final-determinations/
https://www.ofwat.gov.uk/regulated-companies/price-review/2019-price-review/final-determinations/
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We also said that, in determining whether to make changes to D-MeX in light of these 
changes, our decision would be based on the principles that revisions are in customers’ 
interests, support consistent and fair comparisons between companies and align with 
our wider duties.  

In October 2020 we set out our decision to introduce a selection of seven quantitative 
and nine qualitative NAV metrics, and two quantitative and eight qualitative sewerage 
adoption metrics in D-MeX, these became effective 1 October 2020. We are now 
following the same procedure to incorporate new metrics for the self-lay water metrics 
using a consistent approach for our analysis and decision making.  

1.3 Our February 2021 consultation 

Following the introduction of new self-lay water metrics by Water UK, in February 2021 
we consulted on changing the metrics in D-MeX.  

The consultation was open from 11 February to 5 March 2021 and we received 19 
responses. We publish these responses in full on our website. 

1.4 Water asset adoption metrics 

In our previous July consultation on D-MeX metrics for NAVs and sewerage adoption, we 
sought early views from stakeholders on draft metrics relating to the adoption of self-
lay water assets arising from the Code for Adoption Agreements for English companies. 
We used these early views in the development of our proposal in our February 
consultation.  

 

https://www.ofwat.gov.uk/consultation/consultation-on-changing-the-water-uk-metrics-in-d-mex/
https://www.ofwat.gov.uk/consultation/consultation-on-changing-the-self-lay-water-metrics-in-d-mex/
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2. Self-lay water metrics  

In this section we set out our assessment, the views we received from respondents to 
our consultation, and our final decision on which new self-lay water metrics are to be 
included in the quantitative and qualitative components of D-MeX.  

Because these new metrics arise from the Code for Adoption Agreements for English 
companies, they will not apply to companies wholly or mainly in Wales (‘Welsh 
companies’). We address the impact on reporting arrangements for Welsh companies 
in section 3.2.  

2.1 Quantitative component 

What we said in our February consultation 

For the quantitative component, we proposed to include seven of the 16 new self-lay 
water metrics in D-MeX.  

We considered these metrics reflected key stages of service delivery by companies and 
did not include metrics that measured less stretching service delivery activities. We 
have also excluded metrics that relate to activities carried out directly by self-lay 
providers. This decision is made on the grounds that they do not directly measure 
water company activities and are not consistent with the objectives of D-MeX, as they 
do not have any bearing on the service they are receiving from their water company. 

Respondents’ views 

Of those that responded, 13 respondents agreed with our proposal to include seven of 
the 16 self-lay water metrics. 

Affinity Water and SES Water proposed the inclusion of an additional metric (SLPM – 
S6), on the grounds that it measures a step that is considered important in the self-lay 
process. 

Our assessment and decision 

We maintain our position to include seven new self-lay water metrics, as set out in 
appendix 1. 

We consider that the seven metrics are reflective of key activities carried out by water 
companies and are in line with the approach we have taken for other customer groups. 
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We do not consider SLPM-S6 is sufficiently stretching to include in the quantitative 
component as it relates to the issuing of the vesting certificate which we do not deem 
is an activity with sufficient scope to stretch companies to significantly improve 
performance, and also note that its exclusion is consistent with the decisions we 
published in September 2020 for the sewerage adoption metrics in the quantitative 
component of D-MeX. 

We address the removal of transitional arrangements for existing metrics in section 2.3 
of this document. 

2.2 Qualitative component 

What we said in our February consultation 

For the qualitative component, we proposed to include ten metrics in D-MeX.  

In addition to excluding measures that do not represent stretching service delivery, we 
have also excluded metrics that relate to activities carried out directly by self-lay 
providers as they do not directly measure water company activities, and are not 
consistent with the objectives of D-MeX. We consider these metrics are in line with the 
principles set out in the PR19 final determinations, with the same reasoning as applied 
to the quantitative component. 

Because the qualitative element of D-MeX focuses on the quality of customer service 
provided to developer customers as well as the physical service delivery, we considered 
it appropriate that it relate to a broader set of metrics than the quantitative 
component. We also noted that including this range of metrics helps to ensure a 
sufficient sample is provided for all customer types, supporting robust survey sample 
sizes.  

Respondents’ views 

Of those that responded, 11 respondents agreed with our proposals.   

Affinity Water and Severn Trent Water suggested that SLPM-S2/1b should not be 
included because it is a form of acknowledgement metric, and is closely related to 
SLPM-S2/1a, which is not part of our proposed set of metrics. 

South East Water queried whether, if we include a metric in the qualitative component, 
it should also be included in the quantitative component by default. 

Our assessment and decision 
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We maintain our position to include ten new self-lay water metrics in the qualitative 
component, as set out in appendix 1.  

It is our view that SLPM-S2/1b is more than an acknowledgment metric. It is defined as 
a review and gives a proportionate view of experience at this key stage of the adoption 
process. This is also widely supported by other respondents’ views.  

We consider that the quantitative and qualitative components of D-MeX make use of 
the metrics in different ways as stated above, and therefore, it is appropriate that the 
qualitative component encompasses a broader set of metrics than the quantitative 
component. 

We address the removal of and transitional arrangements for existing metrics in section 
2.3 of this document. 

2.3 Approach for existing metrics 

We propose to apply an approach to existing metrics that are affected that is consistent 
with our decisions in September 2020 on the new sewerage adoption metrics. This is as 
follows.  

Under transitional arrangements established by Water UK, some existing metrics will 
continue to be reported against in future, for example where customers received a 
quote under the previous levels of service. Because we do not want these customers to 
be disadvantaged, we do not propose removing existing metrics from D-MeX. Instead, 
we will allow these metrics to remain until no transactions relate to them. Under the 
calculation approach for the quantitative component of D-MeX, metrics that have zero 
activities reported against them do not affect the D-MeX score.  

For the qualitative component, we consider customers should continue to have a 
chance of being selected for interview each month if they complete a relevant 
transaction with a water company. In the long term, this may lead to several outdated 
metrics in D-MeX being listed with zero activities against them. While we do not 
consider this to be a material issue as these metrics will not affect D-MeX scores, we 
may consider to formally remove them at a future date if there is a sufficiently low risk 
to customers from doing so.  

To support fair and consistent comparisons, companies are to continue to ensure that 
individual transactions are not reported against multiple metrics. This approach will 
apply to all existing metrics that may be superseded or replaced by new metrics 
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3. Implementation and reporting 

In this section we set out our assessment and decision on when these new metrics will 
apply and how companies are to report them in the 2021-22 period and beyond. 

3.1 Implementation date 

What we said in our February consultation 

In our February consultation we said that while the PR19 final determinations say that 
we expect changes to performance commitments to apply from the beginning of the 
next reporting year “as a default” we recognised there may be reasons to not do this, 
including alignment with other reporting arrangements. As companies have been 
reporting on metrics since January 2021 and the risk to customers from poor levels of 
service, we consider these to be sufficient grounds for implementation of changes to 
this performance commitment. In this case, we expect to apply the revised self-lay 
water metrics from 1 April 2021.  

We do not consider this will excessively increase administrative burdens on companies 
given they have or will report against these metrics to Water UK. 

Respondents’ views 

Fourteen respondents supported our proposals.  

Anglian Water argued for the postponement of implementation to 1 July 2021, on the 
grounds that the proposed timetable may necessitate the introduction of manual 
processes that could introduce errors. 

Our assessment and decision 

We do not agree with delaying changes to D-MeX. Companies wholly or mainly in 
England (‘English companies’) have been reporting against the full suite of new self-lay 
metrics since 1 January 2021 under the Code for Adoption Agreements, and as such we 
do not consider that the formal implementation of D-MeX will lead to a significant 
additional administrative burden. We also believe that this approach is the most 
appropriate to ensure all customer groups are included from April 1 2021 protecting 
customers from the risk of poor performance.  
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3.2 Reporting approach 

What we said in our February consultation 

• Quantitative component: As with all performance commitments, companies will 
report their performance for the quantitative component of D-MeX in their 
annual performance reports following the calculation methodology set out in the 
PR19 final determinations. 

• Qualitative component: As set out in the D-MeX guidance for the 2020-25 
period, companies should provide our survey agent with a list of relevant 
transactions completed in the relevant month by the 10th of the following month 
and they should ensure that it includes all metrics that apply from 1 April 2021.  

• Impact on Welsh companies: The new water adoption metrics do not apply to 
Welsh companies. As a result, based on the proposals in this consultation, we 
expect Welsh companies to continue to report against the existing water metrics 
in D-MeX as set out in their performance commitment appendices. 

• Annual reporting: In our September decision document for the NAV and 
sewerage adoption metrics in D-MeX, we said that, for the 2020-21 reporting 
year, companies were to separately calculate their performance against the 
metrics that apply in each half-year period and calculate an annual score from 
an average of these two half-year scores. This was because we were 
implementing these new metrics from 1 October 2020. 

For the avoidance of doubt, because we are implementing these changes from the 
beginning of the reporting year, we are not proposing a similar split-year approach for 
the reporting of the self-lay water metrics in 2021-22 and future years. All self-lay water 
metrics should be reported as a single annual score in the 2021-22 reporting year. 

Respondents’ views 

Twelve respondents supported our proposed approach to reporting.  

Thames Water asked for clarification that all quantitative metrics would be reported as 
single year averages in 2021-22. 

Bristol Water also supported our proposal, but requested that we consider bringing 
forward the delivery of companies’ final survey scores, to avoid impacting the reporting 
and assurance timetables for their annual performance reports. 

Wessex Water requested confirmation that any applications received before 1 January 
2021 should be counted under the old metrics for the life of that application, and 
anything received from 1 January 2021 is to be included under the new self-lay water 
metrics. 

https://www.ofwat.gov.uk/regulated-companies/price-review/2019-price-review/final-determinations/
https://www.ofwat.gov.uk/publication/developer-services-measure-of-experience-d-mex-guidance-for-the-2020-25-period/
https://www.ofwat.gov.uk/publication/developer-services-measure-of-experience-d-mex-guidance-for-the-2020-25-period/
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Fair Water Connections (FWC) argues that the existing and proposed metrics will need 
to function in conjunction with each other until all schemes initiated prior to January 
2021 have been completed. 

Our assessment and decision 

We maintain our position that all self-lay water metrics should be reported as a single 
annual score in the 2021-22 reporting year. 

We do not consider that there are sufficient grounds for altering the delivery timetable 
of company survey scores. The timetable allows the necessary time required to finalise 
results and accommodates the process for annual performance reports. 

We expect to apply the revised self-lay water metrics from 1 April 2021, and will 
continue to allow reporting against the old metrics in line with the transitional 
arrangements set out in section 2.3. 

In response to Wessex Water and to clarify how reporting should be undertaken we 
have included a worked example below: 

For a transaction relating to the review of a Point of Contact proposal received: 

• prior to 1 April 2021, the transaction should be measured against the original FD 
metrics, in this case: W20.1 Self-lay PoC report < 500 plots or W21.1 Self-lay PoC 
report > 500 plots, as appropriate. 

• after 1 April 2021, the transaction should be recorded against the updated self-
lay water metrics (see Appendix 1), SLPM1/2 review PoC proposal. 
 

• All relevant transactions should be submitted in line with the processes and 
timescales set out in the D-MeX reporting guidance. 

3.3 Other issues raised by respondents 

3.3.1 Survey exclusion periods 

Fair Water Connections asked us to review the ‘deduplication’ arrangements for self-lay 
providers, arguing that, in order to increase the numbers of self-lay providers being 
surveyed, the rules around exclusion periods need reviewing.  

https://www.ofwat.gov.uk/publication/developer-services-measure-of-experience-d-mex-guidance-for-the-2020-25-period/
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Our response 

Exclusion periods are the length of time following an interview before a customer will 
be contacted again, and are designed to prevent individual developer customers from 
being surveyed excessively. In response to recommendations made by our survey agent 
following the D-MeX shadow year, we reduced the repeat survey exclusion period for all 
developer services’ customers from six to two months, in relation to any water 
companies where they have not been interviewed in the last six months. We maintain a 
repeat survey exclusion period of six months in relation to a customer and the water 
company about which they were interviewed. Overall design decisions for D-MeX made 
in the PR19 final determinations are not in scope of this consultation. 

3.3.2  Inconsistencies with NAV metrics 

Independent Water Networks says that we have included a point of connection (PoC) 
metric for self-lay water, but did not include the equivalent for NAVs, and request that 
we review adding this metric into D-MeX.  

Our response 

In our October 2020 decision we adopted a number of metrics following an assessment 
by Jacob’s assessment. (‘Review of Water UK Service Levels for PR19 D-MeX Incentive: 
Review of NAV metrics’ This included metrics that had been mapped to the point of 
connection stage of the delivery process and therefore our view remains that those 
metrics are appropriate. ). We also consider this to be outside the scope of this 
consultation 

3.3.3 Delivery dates 

Independent Water Networks also considers there would be merit in revisiting, with 
Water UK, how incumbents negotiate delivery dates with their developer services 
customers. 

Our response 

We consider this is outside the scope of this consultation, acknowledge the concerns 
and will bear this in mind when reviewing feedback from developers. 

https://www.ofwat.gov.uk/publication/review-of-water-uk-service-levels-for-pr19-d-mex-incentive-review-of-nav-metrics/
https://www.ofwat.gov.uk/publication/review-of-water-uk-service-levels-for-pr19-d-mex-incentive-review-of-nav-metrics/
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3.3.4 Complexity 

Wessex Water raised a concern that the new quantitative metrics contribute to an 
overall increase in the complexity of D-MeX. 

Our response 

We consider that, because our approach to selecting the new self-lay water metrics has 
not led to an increase in the overall number of metrics when compared to the seven 
metrics originally included at Final Determination, there has not been an undue 
increase in complexity. 

3.3.5  Inconsistent definitions 

Wessex Water suggests that changing the self-lay water metrics in D-MeX will mean 
inconsistent definitions apply across the price review period, which will result in 
reduced comparability, and harm the ability to identify underlying trends in 
performance. 

Our response 

Whilst we acknowledge definitions will not be wholly comparable, our view is that the 
changes to definitions are necessary to better reflect the services provided to self-lay 
providers arising from the Code for Adoption Agreements. We consider that our 
approach to making changes to the D-MeX metrics (see section 1.2) will ensure D-MeX 
remains fit for purpose, and is in the best interests of customers. 
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4. Next steps 

4.1 Communicating our decisions 

These changes to D-MeX are effective from 1 April 2021 and replace the Water UK 
metrics that were set out in the C-MeX and D-MeX policy appendix of the PR19 final 
determinations. 

For each relevant company, we publish a notice setting out the changes that now apply 
to that company’s PR19 Outcomes performance commitment appendix as a result of 
our decisions. We include these notices on a webpage that summarises all changes and 
corrections made to companies’ PR19 performance commitments during the 2020-25 
period, including our decisions relating to D-MeX. 

Where appropriate, we also amend references on our website so that the impact of our 
decisions is clear and transparent to stakeholders. 

4.2 Regulatory reporting and reconciliation 

We will reflect all relevant changes arising from our decisions when we finalise the 
Regulatory Accounting Guidelines and PR19 reconciliation rulebook in 2021-22.  

https://www.ofwat.gov.uk/publication/pr19-final-determinations-customer-measure-of-experience-c-mex-and-developer-services-measure-of-experience-d-mex-policy-appendix/
https://www.ofwat.gov.uk/regulated-companies/price-review/2019-price-review/pr19-outcomes-performance-commitments-changes-and-corrections/


Changing the Water UK metrics in D-MeX – our decisions 

14 

Appendix 1: Self-lay water metrics 

Quantitative component 

Metric Description  Proposed 
to include? 

SLPM – S1/1  Initial Application review No 
SLPM – S1/2 Review PoC proposal Yes 
SLPM - S2/1a Review Design Application No 
SLPM – S2/1b  Water Company to Review SLP design application No 
SLPM - S2/2a  Provide design Yes 
SLPM - S2/2b  Water Company to Provide design acceptance Yes 
SLPM – S3 Review / revise Water Adoption Agreement Yes 
SLPM – S4/1 Source of Water Delivery Date Yes 
SLPM – S4/2 Provide sample results and submit construction records No 
SLPM – S5/1a Review request and carry out Final Connection Yes 
SLPM – S5/1b  Review application and agree date of Final Connection No 
SLPM – S5/2  Complete connection and provide information to the Water 

Company 
No 

SLPM – S6  Issue vesting certificate No 
SLPM – S7/1 Validate notification and provide consent to progress with 

connection 
Yes 

SLPM – S7/2 SLP to notify Water Company that the connection is made No 
SLPM – S7/3 Install ‘screw in’ meter and record details No 
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