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About this document  

This document sets out Ofwat’s decision to approve CPW070a / CPM043a with modifications. 
CPW070a / CPM043a includes the establishment of the Bilateral Hub and implementation of 
use of the Bilateral Hub for the C1 process. These Change Proposals will be implemented on 
22 September 2021 and will conclude phase 2 of the bilateral transactions programme which 
was established by an Authority Timetabled Change Proposal, CPW070 / CPM043.  

This document is structured as follows: 

Section 1 – outlines the background to the development of the bilateral transactions 
programme and summarises the amendments which have been made to the Authority 
Timetabled Change Proposal by which the programme has been established. 

Section 2 – provides an overview of the key changes (including to the code architecture) 
and rationale for proposal.  

Section 3 – sets out the costs and impacts of the proposed solution including the impacts 
for customers, Trading Parties and the Market Operator (MOSL). 

Section 4 - details the various engagement with Trading Parties and other key stakeholders 
that MOSL has undertaken during this phase of the programme. It also provides a summary 
of key issues which were identified. 

Section 5 – outlines the Panel’s recommendation that Ofwat approve with modifications 
CPW070a/CPM043a and the rationale for this recommendation. 

Section 6 – sets out our decision to approve CPW070a/CPM043a with modifications and the 
rationale for this. This section also explains why Ofwat has concluded that a statutory 
consultation is not required for this phase. 

Appendix 1 – details the modifications to the proposed legal drafting.  

Unless otherwise specified, the terms used in this document are those defined in the 
Wholesale Retail Code and the Market Arrangements Code as approved by this document. 

  

https://www.ofwat.gov.uk/publication/revised-authority-timetabled-change-proposal-cpw070-cpm043-bilateral-transactions/
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1. Background 

1.1 The communications between Retailers and Wholesalers regarding completion of the 
processes set out in the Operational Terms (e.g. locating, repairing or replacing water 
meters) are known as bilateral transactions. Currently, Trading Parties self-determine 
how these bilateral transactions occur, and therefore the processes for undertaking 
them varies between Trading Parties. A centralised bilateral transactions system was 
considered at market opening but was de-scoped because the implementation of a 
solution would have risked the target market opening date. 

1.2 Evidence gathered by the Digital Strategy Committee (the ‘DSC’) indicated that for the 
period April 2017 to August 2018 there were over 80,000 bilateral transactions in the 
market. By 2019/20, MOSL’s records show that the number of bilateral transactions had 
increased to nearly 250,000. At the time of feedback from the DSC, MOSL was informed 
that some Trading Parties were experiencing 30-40% rejection rates on bilateral 
transactions due to lack of data quality, lack of transparent reporting, lack of a 
standardised way of working and a proliferation of technology. This translates to friction 
and increased manual reconciliation which is costly and inefficient. 

1.3 Further to the above, Ofwat’s 2017-18 state of the market report, ‘Open for Business’, 
identified three main market frictions that have had a negative impact on customers’ 
experiences of the market - for example, obtaining accurate quotes, reliable billing and 
smooth switching. One of these three main frictions relates to poor interaction between 
Wholesalers and Retailers which can make it difficult for Retailers to operate and offer 
services in the market, for example in verification of meter details and other customer 
data. Open for Business also considered that “for the market to function effectively, 
Wholesalers and Retailers need to interact efficiently and reliably, and co-ordinate 
effectively to deliver a good experience for customers. It went on to highlight that “a 
lack of common approach by Wholesalers to service and information provision means 
nationwide Retailers can face increased complexity and costs – particularly where 
portals, policies and processes are inconsistent between Wholesalers”.  

1.4 The lack of consistency across Trading Parties regarding the progression of operational 
processes and the communications relating to these has been identified as having a 
negative impact on customers’ experience of the market. In some instances, these 
variances have also made it difficult for Retailers to operate effectively in the market, 
including by adding unnecessary cost. The lack of common standards for bilateral 
transactions was also noted as contributing to ongoing market frictions in Ofwat’s 2019-
20 State of the Market Report.  

1.5 In our ‘Review of incumbent support for effective markets’ (project RISE), we found 
some evidence that Wholesalers were starting to take a more collaborative approach in 
an attempt to improve the effectiveness of interactions with Retailers and noted that 

https://www.ofwat.gov.uk/wp-content/uploads/2018/07/State-of-the-market-report-2017-18-FINAL.pdf
https://www.ofwat.gov.uk/publication/state-of-the-market-2019-20/
https://www.ofwat.gov.uk/publication/state-of-the-market-2019-20/
https://www.ofwat.gov.uk/wp-content/uploads/2020/08/Review-of-incumbent-company-support-for-effective-markets.pdf
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Wholesalers actively supported MOSL’s development of a solution aimed at better 
managing bilateral interactions between Wholesalers and Retailers.  

The bilateral transaction programme 

1.6 Ofwat raised an Authority Timetabled Change Proposal (then CPW070 – see below for 
further information) to contribute towards addressing cumbersome and inefficient 
Wholesaler-Retailer interactions. It has provided the mandate and set out the requisite 
governance for MOSL to take forward work on a proposed solution to the issues that had 
been identified relating to bilateral transactions. The Authority Timetabled Change 
Proposal, originally provided to the Panel at its July 2019 meeting, gave MOSL the 
mandate to develop a solution prior to amendments being made to the Wholesale Retail 
Code (WRC). The timetable set out the requirement for the solution to be delivered 
across four phases. Phase 1 was the initial programme set up, which created the 
governance structure for the programme (outlined below), and has been completed. 

1.7 The scope of the project as set in the Authority Timetabled Change Proposal is to: 

• investigate the problems with Bilateral Transactions, including concerns about the 
impact current mechanisms for undertaking Bilateral Transactions are having on 
the market; 

• where necessary, develop a solution that will encompass the standardisation of 
Bilateral Transactions that are supported by a technology platform; 

• through the provision of a suitable test environment, enable the testing by Trading 
Parties of the technical aspects to a Solution at appropriate junctures of the Project 
and in any event prior to the submission of the final proposal to the Panel by Ofwat; 

• develop, as appropriate, code modifications to enable the implementation of a 
Solution into the WRC. 

 
Governance 
 
1.8 MOSL has an internal programme board which deals with the day to day running of the 

bilateral transaction programme. A steering group has also been established to feed 
into the MOSL Board, this group holds the programme board and advisory groups to 
account and provides advice where necessary. It made up of MOSL members, Trading 
Parties, the Consumer Council for Water (CCW), Ofwat and an independent Panel 
Member. 

1.9 Three advisory groups and one other group were developed to support implementation 
of the bilateral transactions solution: 

1.10 The Operational Advisory Group: the group responsible for reviewing proposed 
amendments to operational processes falling within the scope of the programme and 

https://mosl.co.uk/document/changes/1919-cpw070-bilaterals-authority-timetable/file
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identifying preferred process amendments where consistency impacts Trading Parties’ 
existing working practices. 

1.11 The Technological Advisory Group: established to review the design of any proposed 
technical system design requirements falling within the scope of the programme and 
identifying preferred design options where consistency impacts Trading Parties’ 
existing systems.  

1.12 The Code Advisory Group: a sub-group of the Panel that is responsible for developing, 
assessing and reviewing proposed code amendments falling within the scope of the 
programme and making recommendations to the Panel. 

1.13 Pathfinders: This group is made up of Trading Parties, a third party integrator and 
subject matter experts. This group was assembled during the programme to advise on 
MOSL’s implementation, assurance and testing plans. 

1.14 Further information relating to the governance arrangements can be viewed on MOSL’s 
website. 

 
Progression of the Authority Timetabled Change Proposal 

1.15 Following completion of phase 1, CPW070 was amended on two subsequent occasions to 
align with the agile approach to delivery of the programme and to introduce the 
necessary amendments to account for the requisite changes to the Market 
Arrangements Code (MAC). The revised versions can be viewed below: 

1. CPW070 – Revised Authority Timetabled Change Proposal - published in October 
2020 – this revision of the timetable introduced a phased approach to delivery of the 
various processes into the Bilateral Hub and extended the overall delivery timeframe 
so that the final phase must be implemented no later than 30 November 2022. 

2. CPW070/CPM043 – Revised Authority Timetabled Change Proposal - published in 
June 2021 – this is the latest revision of the timetable and extended the 
implementation date for phase 2 (this phase) to allow MOSL to focus on quality and 
getting the delivery ‘right first time’. It also incorporated amendments to the MAC 
and introduced a more agile approach to the phased delivery of the outstanding 
processes which will be built into the Bilateral Hub.  

1.16 The bilateral transactions programme is progressing towards completion of phase 2 
which includes submission of this Change Proposal (CPW070a/CPM043a) to Ofwat for a 
decision to be made.  

https://mosl.co.uk/services/market-improvement/programmes-and-projects/bilateral-transactions-programme/team-and-governance
https://mosl.co.uk/services/market-improvement/programmes-and-projects/bilateral-transactions-programme/team-and-governance
https://www.ofwat.gov.uk/wp-content/uploads/2020/10/Authority-Timetable-Change-Proposal-Bilaterals-CPW070-v2.pdf
https://www.ofwat.gov.uk/publication/revised-authority-timetabled-change-proposal-cpw070-cpm043-bilateral-transactions/
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1.17 As detailed above, subsequent processes will follow through the various phases with 
Change Proposals suffixed b, c, d etc., as required – there is no set number of phases 
that the programme will deliver. However, the timetable set by CPW070/CPM043 
requires that the Final Report for the final phase must be submitted to Ofwat no later 
than 30 November 2022. Implementation of the final phase will conclude the bilateral 
transactions programme. 
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2. The Change Proposals - CPW070a / CPM043a 

2.1 This phase (phase 2) of the bilateral translocation programme establishes the Bilateral 
Hub and implements use of this for the C1 process – verification of meter details or 
meter supply arrangements. The Bilateral Hub includes a centralised reporting solution 
which will ultimately remove the requirement for Wholesalers to self-report against the 
C1 Operational Performance Standard (OPS). This phase requires a large number of 
code changes to effectively achieve this. 

2.2 MOSL worked with the Operational Advisory Group to assess and prioritise the bilateral 
processes for development within the Bilateral Hub. It was determined that the C1 
process would be the first process to be developed within the Bilateral Hub due to this 
process creating a high volume of requests. In addition, it was noted that this process 
has a relatively high resource impact for Trading Parties. The Final Report states that 
Trading Parties were supportive of the decision to prioritise this process. 

2.3 MOSL, working with Trading Parties and their IT delivery partner (CGI), has developed 
the technical solution to establish the Bilateral Hub and the C1 process within this. A 
number of code changes are required to set out the existence and functionality of the 
Bilateral Hub and to mandate use of this by Trading Parties for the C1 process.  

2.4 The technological solution and the proposed code drafting amendments have been 
developed to reflect the outcomes agreed by the various groups within the governance 
framework. The technological solution provides Trading Parties with the option to use 
the low volume interface, which is a web-based portal, or the high volume interface 
which integrates with their own systems and permits a high volume of Transactions. 
Trading Parties and other stakeholders have also had the opportunity to feed into this 
process through the other engagement channels. Further detail is provided in section 3 
below.  

2.5 The Final Report highlights that each of the code documents which have been created 
or amended have been reviewed internally by MOSL subject matter experts (SMEs), 
MOSL legal counsel, and have had input from Ofwat. All code amendments were also 
reviewed and recommended by the Code Advisory Group (CAG) in line with programme 
governance.   

Code architecture  

Individual documents  

2.6 It was recommended by the CAG that the current ‘parts’ in the Operational Terms 
should be recreated as individual subsidiary process documents as each process is 
reviewed and incorporated into the Bilateral Hub. It is proposed that the Operational 

https://mosl.co.uk/change/changes/bilaterals-interface-solution-2#pills-recom
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Terms document is retained to set out the overarching principles and rules for the 
bilateral processes (the nature of the proposed amendments to the Operational Terms 
and the rationale for these is detailed below).  

2.7 The final recommendation report states that the CAG’s rationale for this approach is as 
follows:  

• The current Operational Terms document is considered to be unwieldly, inclusion of 
even more detailed process steps for each of its operational processes would 
lengthen the document further; 

• Individual documents dedicated to each part of the Operational Terms would be 
easier for Trading Parties to use for training and reference purposes; and  

• This approach would be consistent with the current use of standalone CSDs which 
set out specific steps for common market activities.  

2.8 The proposal to create separate documents for each of the current ‘parts’ of the 
Operational Terms was published on MOSL’s website. The Final Report states that MOSL 
did not receive any negative feedback about the proposed code architecture change 
from any Trading Parties. 

Code Subsidiary Documents vs Operational Subsidiary Documents 

2.9 The CAG originally intended that the new individual process documents which would 
each contain a ‘part’ of the Operational Terms would be referred to as Code Subsidiary 
Documents (CSDs). However, following discussion with Ofwat, the CAG agreed that the 
subsidiary documents of the Operational Terms should be referred to as Operational 
Subsidiary Documents (OSDs), rather than CSDs. This is because by definition CSDs 
provide more detail and context to the market processes which are set out in the 
Market Terms. Therefore, any new documents which are subsidiary to the Operational 
Terms require a different name to avoid any definitional contradictions.  

Summary of key proposed changes and rationale 

2.10 Due to the volume of changes that are required for CPW070a/CPM043a, MOSL has kept a 
change log which details each proposed code amendment and the rationale for this, 
this change log can be viewed in the Final Report. A summary of the key proposed 
amendments and the rationale for these has also been detailed below. 

The Wholesale Contract 

Section Proposed code amendment Rationale 

Schedule 1 
Acknowledges the creation of Operational 
Subsidiary Documents (OSDs) and their 
proposed incorporation into the code 

Update to the Wholesale Contract to 
introduce OSDs. This enables a clear 
distinction between subsidiary 

https://mosl.co.uk/document/market-codes/777-wrc-part-1-objectives-definitions-and-principles-v19-0-clean/file
https://mosl.co.uk/change/changes/bilaterals-interface-solution-2#pills-recom
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Section Proposed code amendment Rationale 

architecture as Schedule 1, Part 7 to support 
the Operational Terms. 

documents that sit under the Market 
Terms (CSDs), and subsidiary documents 
that sit under the Operational Terms 
(OSDs). 

Schedule 1, part 1 – Objectives, Principles and Definitions 

Section Proposed code amendment  Rationale 

Part A: 1.4 
Objectives 
– Market 
Terms 

Addition: ‘enabling other functions of the 
Competitive Market by facilitating 
interactions between the Contracting 
Wholesalers and Contracting Retailer; and’. 

To ensure that the Bilateral Hub is 
incorporated into the Market Terms 
Objective to provide clarity that the 
Bilateral Hub should be considered when 
proposing and making changes to the 
WRC.  

Part B 

Existing definitions amended and new 
definitions added to: 

• codify the creation of the Bilateral 
Hub, 

• to enable Requests to be raised and 
progressed through the Bilateral 
Hub and be reported on, and  

• to enable operational processes 
(other than the C1 process) to 
continue to progress outside of the 
Bilateral Hub until such time that 
they may be developed for use 
within it. 

The creation of the Bilateral Hub and use 
of this Hub for the C1 process requires 
new terms to be defined within the WRC; 
and existing terms to be redefined.  

Various 

Acknowledges the creation of OSDs and 
their proposed incorporation into the code 
architecture as Schedule 1, Part 7 to support 
the Operational Terms. 

Introducing OSDs enables a clear 
distinction between subsidiary 
documents that sit under the Market 
Terms (CSDs), and subsidiary documents 
that sit under the Operational Terms 
(OSDs). 

Business Terms 

Section Proposed code amendment  Rationale 

Various 
Removal of unnecessary references to 
CSDs. 

The definition of Market Terms inherently 
includes the CSDs. This proposed change 
corrects an inconsistency across the WRC 
whereby sometimes reference is included 
to CSDs and sometimes not.   

Various 
Additional wording included to clarify that 
Trading Disputes only relate to Data Items 
under CSD 0301: Data Catalogue.  

To make it clear that Disputes regarding 
Bilateral Data Items will not fall under the 
definition of Trading Dispute. Disputes 
regarding operational processes are 
currently considered Non-Trading 
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Section Proposed code amendment  Rationale 

Disputes. Whilst processes are the same 
under Unified Disputes Process, 
clarification added that this consideration 
has not changed. Trading Disputes 
involve settlement affecting Data Items 
only. 

Operational Terms 

Section Proposed code amendment  Rationale 

Introduction 
Amendments to the structure, 
streamlining and amendments for 
clarification. 

The introduction has been streamlined 
and structured to improve clarity, shorten 
the document where unnecessary non-
rule based wording exists, and more 
closely align the structure to that of other 
code documents. For example, the 
“General Introduction” has been moved to 
the new “Introduction” section and 
separated into the “Purpose” and “Scope”. 
This aligns the structure of the code with 
other code documents and ensures that 
the "purpose" clearly sets out that the 
Operational Terms should be followed 
both in the case of processes performed 
in the Bilateral Hub and process currently 
performed using Forms, and also set out 
the requirement for Trading Parties to 
always use the Bilateral Hub where the 
relevant process is available via the 
Bilateral Hub. The new “Scope” section 
details the architecture of the Operational 
Terms. 
 
Amendments have also been made to 
remove some non-rule based provisions 
as the Operational Terms should be 
concise, clear, ruled based, and focussed 
on bilateral interactions. Removal of such 
provisions makes the code more concise 
and improves readability, allowing greater 
focus on the existing drafting and new 
Bilateral Hub related drafting that directs 
towards actual rules and responsibilities 
of Trading Parties. 

Introduction 
Introduce reference to new Operational 
Subsidiary Documents (OSDs). 

To introduce the new OSDs which are 
required for the processes that are 
available within the Bilateral Hub and 
ensure that the revised code architecture 
is clear. 
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Section Proposed code amendment  Rationale 

1.1.2 

Sets out that all Requests shall be 
progressed through the Bilateral Hub 
although Forms shall be used where the 
relevant process is not available via the 
Bilateral Hub. 

To mandate use of the Bilateral Hub 
where the process is available via the Hub 
and to be clear where Forms should be 
used.  

1.1.3, 1.1.4, 
1.1.5 

Introduces a requirement for MOSL in 
conjunction with Trading Parties to 
develop the Bilateral Hub Submission 
Guidance for submission to Ofwat by 1 
September 2021 for approval. There is also 
a requirement for Retailers and 
Wholesalers to adhere to this guidance 
and must work cooperatively when 
planning to submit a higher than usual 
volume of Requests. 

To ensure that there is an interim solution 
to provide sufficient governance for 
dealing with bulk submission of Requests 
via the Bilateral Hub. 

New section 
2, 2.1 

Creation of new section 2 ‘Roles and 
Responsibilities of Trading Parties’. The 
following original introduction subsections 
have been moved to sit under this new 
section 2 as numbered subsections;  ‘B. 
Communication and provision of 
information between the Wholesaler and 
Retailer’, ‘H. Publication of Wholesalers 
Network Area’,  ‘Customer Relationship’ 
(renamed from ‘D. Non-Household 
Customer Contact’), ‘E. Timescales, out of 
hours services and performance 
monitoring’, and ‘G. Non-Household 
Customer Transfers whilst there is an 
Outstanding Service Request (including on 
exit)”. 

Improved structure. Introduction 
separated into distinct, numbered 
subsections (similar to other code 
documents) which will help with 
navigation and referencing, improves 
clarity and conciseness, improves flow, 
and reduces scope for duplication of 
principles and concepts.  

New section 
2, 2.2  

‘J. Forms’ subsection from the original 
Operational Terms (section ‘J’) has been 
moved into the new section 2 ‘Roles and 
Responsibilities of Trading Parties’ and 
renamed ‘Bilateral Hub and Forms’. 
Additional wording introduced to establish 
the requirement for Trading Parties to use 
the Bilateral Hub where the relevant 
process is available via the Bilateral Hub. 
‘P. Sending and receiving notices, 
notifications, Forms and other written 
communication ‘subsection from the 
original Operational Terms also moved 
under ‘Bilateral Hub and Forms’.  

‘J. Forms’ is the logical area of the original 
introduction where the concept and 
requirements of the Bilateral Hub should 
be introduced. Section ‘P. Sending and 
receiving notices, notifications, Forms 
and other written communication’ 
introduces concepts that apply within and 
outside of the Hub and this content flows 
naturally from the concepts set out in ‘J. 
Forms’, so the rationale for this change is 
similar to other restructuring changes 
(improved clarity, reduced duplication, 
conciseness, improved navigation). 

New section 
2.4.3 

Additional text added that Trading Parties 
shall inform their customers that in raising 
a Request, information may be shared with 
any associated Trading Parties as 
necessary during the completion of this 
Request and that any associated Trading 

Important GDPR principle that needs to 
be included. This customer focussed 
section is a logical location to set this out. 
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Section Proposed code amendment  Rationale 

Parties may contact their customers to 
process the Request. 

New section 
2.5  

The general principles of SLAs have been 
taken out of CSD 0002 and added to this 
section. Including e.g. reasons for 
Deferrals, principle requirements of SLAs, 
Start Triggers (i.e. start days / times) and 
End Triggers (i.e. end days / times) for 
SLAs. 

It is necessary to set out generic 
principles relating to SLAs in a code 
document that is higher in the order of 
precedence than CSD 0002 as CSD 0002 
is focussed on those SLAs which have an 
associated charge through Operational 
Performance Standards. This section in 
the Operational Terms works effectively 
for inclusion of these generic SLA 
principles because it already references 
the concept of SLAs as "timescales" 
(undefined in the previous version of the 
Operational Terms).  

New section 
2.6 

In section 2.6, Non-Household Customer 
Transfers whilst there is an Outstanding 
Service Request (including on exit), 
wording that places an obligation on MOSL 
to cancel an Outstanding Service Request 
has been removed. 

The clause is unhelpful and confusing. 
Requests have always been managed 
bilaterally between the Retailer and 
Wholesaler with minimal or no interaction 
and oversight by MOSL and consistent 
with this approach MOSL will not be 
responsible for cancelling Requests in the 
Bilateral Hub. To ensure clarity over 
responsibilities as the Bilateral Hub is 
implemented, this wording has been 
removed.  

2.6.2, 2.6.3, 
2.6.4, 2.6.5, 
2.6.6 

Additional text to clarify that where a 
Retailer is using the low volume interface, 
open ORIDs (Outstanding Service 
Requests) will be Transferred to the 
Incoming Retailer following a customer 
switch and on a case by case basis 
following Transfers under CSD 0003 
(Volume Transfer and Volume Data 
Update) or CSD 0004 (Interim Supply 
Process). This high-level principle is 
included in the Operational Terms, with 
further detail provided around relevant 
ORID status to be added in CSD 0102 
(Registration: Transfers). (Registration: 
Cancellations and Erroneous Transfer), 
CSD 0003 (Volume Transfer and Volume 
Data Update) and CSD 0004 (Interim 
Supply Process) will also be updated. 
 
Drafting added to confirm that where 
Retailers are using the low volume 
interface they shall be able to view and 
access specified ORID Data relating 
Requests that were closed or cancelled 
within the preceding 12 months. 

To clarify the circumstances in which 
open ORIDs shall be Transferred to the 
Incoming Retailer and which information 
relating to closed and cancelled requests 
will be available following a Transfer. 
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Section Proposed code amendment  Rationale 

New section 
3  

Section 3 becomes “Use of Accredited 
Entities to undertake activities”.  

Insertion of section numbers and titles to 
aid navigation and this section now 
groups information regarding 
accreditation. 

New section 
4, 4.1.4 

New section 4 added: “Wholesale Charges, 
requesting Wholesale services, and service 
of statutory notices”. Additional text has 
also been added to state that a quotation 
for non-standard services must first be 
confirmed as accepted by the Retailer, 
before that non-standard service can 
proceed. 

It is important to differentiate between 
non-standard and standard charges for 
non-standard and standard Wholesale 
Services respectively in terms of how they 
are accepted by the Retailer. Standard 
charges are deemed to be accepted at 
the point of a Retailer raising a Request. 
Non-standard charges are not; there 
needs to be additional confirmation from 
the Retailer before work commences. This 
is additionally important in ensuring that 
trigger for the Wholesaler to commence a 
non-standard service is clear. 

Process C1 

Process has been removed from the 
Operational Terms and included in OSD 
0701: Bilateral Common Processes and 
OSD 0704: Bilateral Process for Part C – 
confirmation and verification of supply 
arrangements. 

Process C1 (Verification of meter details 
or supply arrangements) has been taken 
out of the Operational Terms (main) to sit 
within OSD 704 (Bilateral Processes for 
Part C – Confirmation and verification of 
supply arrangements). Further processes 
from Part C shall follow suit as they are 
developed into the Bilateral Hub. This 
approach will better distinguish and 
ensure clarity between processes to be 
performed within and outside the 
Bilateral Hub, which will facilitate an 
easier transition for users, especially 
given the nature of drafting changes 
required to transition Process C1 into a 
Bilateral Hub process. It is envisaged that 
once all Bilateral Hub processes are 
brought online, the Operational Terms will 
be a streamlined central reference point 
that sets out generic roles and 
responsibilities and establishes the 
operational processes. The OSDs shall set 
out the detailed process steps in smaller, 
easier to navigate, more user friendly, 
technical documents. 

New document: OSD 0701: Bilateral Common Processes 

Section Proposed code amendment  Rationale 

All 
New OSD created to contain commonly 
repeated processes that will exist in the 
Bilateral Hub: 

Reduce the complexity, length, and 
duplication of across the code documents 
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(a) Initiate & Submit Request,  
(b) Accept or reject 
(c) Request for Additional Information 

& Provide Additional Information 
(d) Re-submission 
(e) Confirm CMOS update and Close 

Request 
(f) Cancel Request 
(g) Submit Trading Party Comments 
(h) Attachments 
(i) Time-out process 
(j) Deferrals (time limited to 30 days 

before an additional deferral is 
required).  

relating to commonly repeated processes 
within the Bilateral Hub. 

New document: OSD 0704: Bilateral Process for Part C – confirmation and 
verification of supply arrangements 

Section Proposed code amendment  Rationale 

All 

New OSD to set out the C1 process for the 
Bilateral Hub which incorporates the 
current C1 Process steps. The process 
diagram is also included within this OSD. 

See section above – Code Architecture, 
Individual documents (paragraphs 2.6-
2.9) for rationale. 

2.3 
Existing SLAs have been merged and 
include the two Business Days for CMOS to 
be updated. An SLA table has been added. 

The SLAs have been merged to simplify 
these and the table has been included for 
ease of reference. 

Market Terms 

Section Proposed code amendment  Rationale 

1.1.2(d) 

Addition of ‘enabling other functions of the 
Competitive Market by facilitating 
interactions between the Contracting 
Wholesalers and Contracting Retailer; and’  

To reflect the amendments made to the 
Market Terms Objective in Schedule 1 
Part 1: Objectives, Principles and 
Definitions to ensure that the Bilateral 
Hub is incorporated into the Market 
Terms Objective. 

1.2.4(g) 
(Operate, 
maintain 
and develop 
processes 
and 
systems) 

Extends an existing duty on MOSL to ensure 
that all communications are in the format 
and to the standards set out in the Market 
Terms and (now also) Operational Terms.  

To ensure a consistent approach is taken 
to remove unnecessary references to 
CSDs across all docs (as CSDs are deemed 
part of the Market Terms), and reference 
to the Operational Terms necessary as 
the OSDs now prescribe some MOSL 
notifications and communications. 

2.2.4, 3.2.4 
Extends existing duty on Retailers and 
Wholesalers to make all communications in 
the format and to the standards and 

Some communications between Trading 
Parties and MOSL are now set out in OSDs 
which are part of the Operational Terms. 
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Section Proposed code amendment  Rationale 

timescales required by the Market Terms 
and (now also) the Operational Terms. 

Section 4, 
Part D 
(Market 
Design)  

This section has been split into two: 
Part D1 contains the existing Part D 
provisions which have been amended in 
some cases to ensure it is clear that this 
part only applies to CMOS. 
 
New Part D2 largely mirrors applicable 
sections of D1 adapted for Bilateral Hub 
purposes. Sections include timing of data 
transactions and other events, data, 
operations and access (including 
establishing and maintaining the Bilateral 
Hub), data catalogue by reference to new 
CSD 0601.  

Unlike Parts A, B and C that have been 
amended to ensure the Bilateral Hub 
applies, Part D1 has been minimally 
edited and all Bilateral Hub provisions 
gathered in Part D2 which enables 
greater clarity and makes the document 
more future proof.  
Trading Parties will be obliged to use the 
Bilateral Hub, either using a high or low 
volume interface 
Section 4.21.2(e) provides that MOSL will 
provide support. However, because the 
service management interface will not be 
ready for this phase (as it is for CMOS – 
4.2.5(d)), MOSL will still provide support, 
but flexibility has been provided for in the 
drafting to allow MOSL to offer this by 
phone or email, etc. for the interim 
period. 

4.3.8(d) Removed. 

All other provisions relating to 
Outstanding Service Requests in 
Transfers are dealt with in CSDs – this 
was the only exception. For consistency, 
this section has been removed from the 
Market Terms and moved to CSD 0003 
(section 3.1.12) 

CSD 0001: Market Entry Assurance and Market Re-assurance 

Section Proposed code amendment  Rationale 

Definitions 

Added bilateral specific documents to the 
definitions: 

• Bilateral Hub Assurance Declaration 
• Bilateral Hub Assurance Form 
• Bilateral Hub Test Script Pro-Forma 

Amendments to some existing definitions. 

New documents have been created to 
incorporate the Bilateral Hub into the 
Market Entry Assurance / Market Re-
assurance processes, they need to be 
defined. Amendments to existing 
definitions have been made to provide 
greater clarity as to their purpose. 

1.7 
Added the bilateral specific documents to 
the list of documents provided by MOSL to 
support the processes in CSD 0001. 

New documents were created to 
incorporate the Bilateral Hub into the 
Market Entry Assurance / Market Re-
assurance processes therefore they need 
to be included in the list. 

2.2.18 

This section imposes obligations on MOSL 
to do certain things once an Applicant has 
satisfied the Trading Conditions. This 
includes providing access to the Central 

Clarification added as Requests are now 
one of the important functions of the 
Central System.  
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Section Proposed code amendment  Rationale 

Systems. Amendment to add Requests to 
functions of Central Systems. 

3.4.4 (c) 
and (g) 

This section sets out required Market and 
Interface Training. Bilateral Hub training 
added to list of Market and Interface 
Training. 

Added for clarity. 

3.7, 3.8 
New sections for Bilateral Hub Assurance 
Declaration and Bilateral Hub Assurance 
Form. 

The purpose of each Market Entry 
Assurance / Market Re-assurance 
document is set out in an individual 
section in CSD 0001; these new sections 
have been added to for consistency and to 
ensure that the purpose of the new 
bilateral documents is included. 

3.10.7, 
3.10.8 

Amendments to include provisions relating 
to testing of the Bilateral Hub. 

To account for testing of the Bilateral Hub 
as part of the Market Entry Assurance / 
Market Re-assurance processes. 

4.1.31, 
5.3.27 

Market testing / Market Re-assurance 
updated to include reference to bilateral 
processes. 

Updated because previous testing would 
have been insufficient for the purposes of 
Bilateral Hub.  

5.2 
Amendment to the table detailing trigger 
events for Market Re-assurance. 

To include triggers relating to the 
Bilateral Hub and clarify where triggers do 
not relate to the Bilateral Hub. 

CSD 0002: Market Performance Framework 

Section Proposed code amendment  Rationale 

Definitions  
Removed Deferral Event, Permitted Deferral 
from definitions. 

To have one definition for Deferral rather 
than several. Deferral to be defined in 
Schedule 1, Part 1 as: ‘a permitted 
deferring of a Request; as set out in 
Section 14 in OSD 0701’ 

Definitions Amends definition of KPI. 
To show difference between KPIs 
(chargeable SLAs) and the newly defined 
SLA.  

4.1.1 
Amendment to state that section 4 shall not 
be applicable to processes incorporated in 
the Bilateral Hub. 

Processes that are incorporated in the 
Bilateral Hub are provided for in new 
section 5. 

4.2 

Some sub-sections under 4.2 have been 
deleted and moved to the Operational 
Terms. 
 

Sections moved as the SLAs are now 
sitting in the Operational Terms, so it is 
appropriate to the have start and end 
trigger and other related provisions sit in 
one place.  

4.2.2, 4.2.3 
Some amendments made to account for 
Deferrals in the Bilateral Hub. 

To reflect the amendments to the Deferral 
process in the Bilateral Hub. 
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Section Proposed code amendment  Rationale 

4, table 2 
Section 4, Table 2 (Operational 
Performance Standards) amended to 
remove reference to C1 process.  

Moved to sit within section 5 which picks 
up processes that are live in the Bilateral 
Hub. Section 4 will remain relevant to 
processes not yet included in the Bilateral 
Hub. Once all processes move over to 
centralised reporting section 4 will be 
removed entirely.   

New 
section 5 

Inserts drafting specific to the Bilateral Hub 
processes. 

Section 4 will remain to provide for self-
reporting therefore section 5 was created 
for process that have been developed for 
the Bilateral Hub. Once all processes 
move over to centralised reporting, 
section 4 will be removed and section 5 
will remain. 

New 
section 
5.1.2 

Introduction of drafting to provide that if, 
during the first 6 months following 
implementation of CPW070a/CPM043a, the 
Bilateral Hub Operational  
Performance Standards and Bilateral Hub 
Operational Performance Standard  
Charges is unavailable or not working, 
Ofwat may notify MOSL and Trading Parties 
in writing to require the Wholesaler to self-
report as if section 4 applies, save for each 
Wholesaler shall use best endeavours to 
make the calculation in accordance with 
the rules and values set out in Section 5. 

It is assumed that the Bilateral Hub will 
perform the required reporting however, 
this drafting has been included to enable 
Ofwat to switch on a self-reporting within 
the first six months of implementation 
should it transpire that the centralised 
reporting system will not work. This 
drafting will be removed in one of the 
later phases. Whichever method of 
reporting is used, Wholesalers will still 
incur OPS charges for failing to meet 
SLAs. 

New 
section 5, 
Table 3 

Introduces the simplified performance 
standard charges. The current OPS C1a  
timeframe (was which was previously 10 
Business Days) and C1b (timeframe which 
was previously 5 Business Days) have 
been combined and the two Business Days 
currently provided in the Operational Terms 
to update CMOS has been incorporated into 
the new C1 KPI  equalling a total of 
12 Business Days to complete the C1 
process. 

Table created to detail the SLAs for 
processes that have been developed into 
the Bilateral Hub. The SLAs for the C1 
process have been combined for 
simplification purposes. 

CSD 0003: Volume Transfer and Volume Data Update 

Section Proposed code amendment  Rationale 

Definitions 
Incorporates new CSD 0601 into this CSD by 
amending the definitions section. 

In this CSD, some Data Items are defined 
in CSD 0601 rather than CSD 0301. 
Amendment added for clarity.  

2.1.5(e), 
3.1.5(c) 

Additional drafting to confirm that the 
Volume Update Plan document shall set out 
the method by which all relevant Data 

Whilst the automated process for dealing 
with Volume Transfer in the context of 
open ORIDs is not being implemented 
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Section Proposed code amendment  Rationale 

Items (including historic Data Items where 
relevant) and any Outstanding Service 
Requests that have been raised through 
the Bilateral Hub relating to the Supply 
Points shall be notified or otherwise made 
available. 

during this phase of the project, this 
amendment is being made to ensure that 
the obligation still exists for MOSL to do 
something should such eventuality occur 
in the interim. The amendment is drafted 
to provide flexibility over the means of 
achieving the outcome in the interim. 

2.1.12, 
3.1.12 

Insertion of additional drafting relating to 
Outstanding Service Requests in respect of 
Affected Supply Points on Transfer Dates. 

As the automated process for dealing with 
Volume Transfer in the context of open 
ORIDs is not being implemented during 
this phase of the project, these sections 
have been amended (2.1.12)/inserted 
(3.1.12) to set out that all parties are 
expected to work together regardless of 
the method set out in the Volume 
Transfer Plan document as they would do 
in the context of 'normal' (out of the 
Bilateral Hub) Outstanding Service 
Requests. 

2.1.23, 3.1.6 

Sections 2.1.23 / 3.1.6 set out an obligation 
on MOSL to ensure that ‘the Central 
Systems have the functionality to apply a 
high-volume change of Data Items to 
implement the outcome of each Volume 
Transfer’. Exceptions may apply. Additional 
drafting added to clarify that this may 
include circumstances which require the 
transfer of ORIDs.  

The automated process for dealing with 
Volume Transfers is not being 
implemented during this phase. This 
clarification ensures that a volume 
transfer of ORIDs is permitted to be dealt 
with on a case-by-case basis.  
At the moment there is no formal means 
to transfer operational requests when a 
Non-Household Customer changes 
Retailer. 

CSD 0004: Interim Supply Allocation Process 

Section Proposed code amendment  Rationale 

Definitions 
Incorporates new CSD 0601 into this CSD by 
amending the definitions section. 

In this CSD, some Data Items are defined 
in CSD 0601 rather than CSD 0301. 
Amendment added to clarity.  

3.3.5, 3.4.9 

Imposes an obligation on MOSL to inform 
the Trading Parties of the method by which 
all relevant Data Items / Outstanding 
Service Requests raised through the 
Bilateral Hub will be provided to them. This 
is applicable to both the Offers and 
Allocation process.  
 

The automated process for transferring 
open Requests, etc. is not being 
implemented in this phase. However, 
there remains a need for an obligation on 
MOSL to do something in this space. This 
additional drafting provides flexibility over 
the means of achieving the outcome.  
 
This is a holding obligation which will be 
revisited in the round once the process 
has been formally developed in the 
Bilateral Hub in order to set out further 
detail on access, notifications, etc. 
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4.1.1, 5.1.1 

Builds on existing MOSL obligations that 
data held within the Central Systems will be 
available to clarify that this will include an 
Outstanding Service Requests where these 
have been raised through the Bilateral Hub. 

To clarify that MOSL is also responsible for 
transferring Outstanding Service 
Requests to the Incoming Retailer. 

CSD 0006: Trading Party Administration and Notification Process 

Section Proposed code amendment  Rationale 

Definitions 
Incorporates CSD 0601 into this CSD by 
amending the definitions section. 

In this CSD, Data Transactions should be 
understood as Data Transactions set out 
in both CSD 0301 and CSD 0601 

2.2.17, 4.2.3 

As part of the ‘set up of Trading Party user 
accounts’ and ‘updating existing user 
accounts’, proposed changes included to 
specify the user set up process for Bilateral 
Hub users. 

Interim wording introduced as the 
functionality to create users specifically 
on the Bilateral Hub will be included in 
later phases. 

3.2.5 

Specified that Wholesalers cannot share 
Bilateral Hub Reports with other 
Wholesalers. Other ‘Reports’ which includes 
Settlement Reports may be shared (by 
agreement) between Wholesalers.  

Drafting to reflect that this data sharing 
feature will not be part of the Bilateral 
Hub for this phase. 

CSD 0007: Business Continuity Management 

Section Proposed code amendment  Rationale 

Definitions 
Incorporates CSD 0601 into this CSD by 
amending the definitions section. 

In this CSD, Data Transactions should be 
understood as Data Transactions set out 
in both CSD 0301 and CSD 0601. 

Section 
1.2.1 

Scope amended to include reference to the 
Bilateral Hub. 

This CSD will include the business 
continuity management for the Bilateral 
Hub. 

CSD 0102: Registration: Transfers 

Section Proposed code amendment  Rationale 

Definitions Clarifies CSD 0601 will apply to this CSD.  
Provides clarity to users that this CSD 
references Data Items set out in both CSD 
0301 and CSD 0601. 

2.2.13 

Clarifies that in instances where an 
Outstanding Service Request has been 
initiated through the Bilateral Hub MOSL 
shall ensure that any ORID with a Request 
Status of ‘SUBMITTED’, ‘INPROGRESS’ or 
‘COMPLETED’ shall be transferred and 

To provide the Incoming Retailer with 
visibility of Outstanding Service Requests. 
At this stage of implementation, MOSL 
have prioritised the transfer of 
Outstanding Service Requests in the low 
volume interface in order to provide 
visibility of customer-initiated Transfers 
(the most common transfer process). 
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Section Proposed code amendment  Rationale 

notified through in the low volume 
interface of the Bilateral Hub. 

Although functionality relating to the high 
volume interface has not been developed 
at this time, it is highlighted that it was 
previously the responsibility of the 
relevant Trading Party to transfer 
Outstanding Service Requests therefore 
the ability for MOSL to do this within the 
low volume interface of the Bilateral Hub 
improves upon the current position.  

CSD 0103: Registration: Cancellations and Erroneous Transfers 

Section Proposed code amendment  Rationale 

Definitions Clarifies CSD 0601 will apply to this CSD.  
Provides clarity to users that this CSD 
references Data Items set out in both CSD 
0301 and CSD 0601. 

3.2.8 

Clarification that where there has been an 
Erroneous Transfer of any SPID which has 
an Outstanding Service Request, MOSL 
shall ensure that the Outgoing Retailer’s 
responsibility for any ORID with a Request 
Status of ‘SUBMITTED’, ‘INPROGRESS’, or 
‘COMPLETED’ is reinstated through the 
Bilateral Hub with effect from the date of 
the successful Erroneous Transfer 
Application.  

To place an obligation on MOSL to ensure 
that Outstanding Service Requests are 
reinstated to the correct Retailer from 
correct time following an Erroneous 
Transfer. As there is reference to Central 
Systems in this clause, there is a need for 
clarity regarding the circumstances in 
which MOSL will ensure that the Outgoing 
Retailer’s responsibility for the ORID will 
be reinstated with effect from the Date of 
the Erroneous Transfer Application. The 
drafting is currently flexible to provide 
MOSL with flexibility over the means of 
achieving this. 

CSD 0302: Standing Reports and Data Extracts 

Section Proposed code amendment  Rationale 

Introduction, 
19.1.5 Clarifies CSD 0601 will apply to this CSD. 

Provides clarity to users that this CSD 
references Data Items set out in both 
CSD 0301 and CSD 0601. 

10.4.1 

Amendments to include within the scope 
of reports that they will also summarise 
Wholesaler performance against SLAs for 
Requests where processes are available in 
the Bilateral Hub. 

Addition that ensures the Operational 
Performance Standards Peer Comparison 
Report will also, where appropriate, 
include information on Wholesaler 
performance against SLAs within the 
Bilateral Hub. 

11.4.1, 11.4.2 

Report scope has been updated to include 
the Bilateral Hub Operational Performance 
Charges Report which is a Report 
containing the total Bilateral Hub 

The Market Performance Standard 
Charges Report, now named 
Performance Standard Charges Report, is 
being amended to include the Bilateral 
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Section Proposed code amendment  Rationale 

Operational Performance Standard 
Charges incurred during the Month by the 
Wholesaler and the total amount payable. 

Hub OPS Charges as well as the standard 
Market Performance Charges 
information. The Report will now 
constitute two separate files, one file as 
per the current report which sets out the 
MPS Charges, and a new file that sets out 
the Bilateral Hub OPS Charges (where 
applicable). The second file will only be 
made available to Wholesalers. For 
Retailers, the only thing changing about 
the Market Performance Standard 
Charges Report is the name (Retailers 
will be able to view summary information 
regarding performance within the 
Bilateral Hub as part of the OPS Peer 
Comparison Report. The phrasing in the 
"Reports scope" section in the amended 
Performance Standard Charges Report 
has been based on phrasing for the 
Market Dataset Reports, which also 
comprise a number of separate 
files/reports under one umbrella. 

11.6.2 
New table to set out the content of the 
Bilateral Hub Performance Standard 
Charges Report. 

To provide clarity regarding the contents 
of the report. 

New section 
17  

Introduction of the Bilateral Hub SLA 
Detailed Report (provides data in relation 
to performance against specific SLAs 
during the reporting period) and the 
Bilateral Hub SLA Summary Report 
(summarises performance against all SLAs 
during the reporting period), new section 
17 details: 

• The timetable for provision and to 
whom they will be provided; 

• The scope of the reports; 
• The file names; and  
• The contents of the reports. 

There is a need to define the availability, 
content and scope for the new reports to 
be provided from the Bilateral Hub, this 
also ensures consistency with the 
information provided for other report 
types. 
 

 
CSD 0400: Common interface technical specifications 
 

Section Proposed code amendment  Rationale 

Definitions, 
2.5.1, 8.1.1 

Clarifies CSD 0601 will apply to this CSD.  
Provides clarity to users that this CSD 
references Data Items set out in both CSD 
0301 and CSD 0601. 

Various 
Amendment to in relation to XML and JSON 
interfaces. 

To provide clarity on the functionality of 
these specific interfaces. 
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Section Proposed code amendment  Rationale 

4.3 
Clarification that Digital Signature is not 
applicable to the Bilateral Hub. 

The Bilateral Hub encryption is designed 
to happen at transport level using a 
Digital Certificate instead of a Digital 
Signature. 

4.4 
Clarification that Anomaly Detection is not 
applicable to the Bilateral Hub. 

Amendment for clarity, the Bilateral Hub 
will not have the functionality to monitor 
the volume of Data Transactions 
submitted through the high volume 
interface. 

7.3 
Amendment to clarify that retrieval of 
unsolicited MOSL notifications is not 
applicable to the Bilateral Hub. 

Because MOSL will not issue unsolicited 
notifications in the Bilateral Hub. 

7.5 

Extension of data retention section to 
incorporate the Bilateral Hub. Limitation to 
one year retention following closure of a 
Request is included for ‘customer data’. 

The Bilateral Hub will hold personal data 
therefore the data retention provision 
needs to be extended to account for this. 

8.1.1 

Amendment to include that Trading Parties 
are responsible for running their own virus 
checks and to provide for rejection of Data 
Transactions by MOSL where it detects a 
virus. 

To confirm the actions and 
responsibilities of those involved. 

8.1.1 

Amendment to specify that the error 
handling scenarios - no response received 
from Trading Party confirming collection of  
synchronous / asynchronous responses 
does not apply to the Bilateral Hub. 

This is not applicable for the Bilateral 
Hub. 

9.1.4 
Amendment to clarify that the section 9 
provisions relating to documentation do not 
apply to the Bilateral Hub. 

The relevant documentation will not be 
created for the Bilateral Hub. 

CSD 0401: Transactional interface for Trading Parties having a high volume of Data 
Transactions 

Section Proposed code amendment  Rationale 

Definitions, 
1.1.3(c) and 
2.1.2, 2.2.5, 
3.1.1 (g) 

Clarifies CSD 0601 will apply to this CSD. 

Provides clarity to users that this CSD 
references Data Items set out in both CSD 
0301 and CSD 0601. 

2.2.5 (b), 
2.2.6, 2.4.1 

Clarifications that there will be an 
asynchronous response from MOSL for XML 
interfaces and a synchronous response 
from MOSL for non-XML interfaces. 

Trading Parties will only be able to 
retrieve responses relating to XML 
interfaces, not all interfaces, otherwise 
MOSL response will be provided as part of 
the synchronous response. 

2.1.3, 2.1.4, 
2.2.1 (c), 
2.4.1, 3.1.1 
(g) 

Amendments to incorporate that a 
Document can include more than one Data 
Transaction in the Bilateral Hub. 

Dependent on the interface used, there 
may be instances where the Bilateral Hub 
allows for more than one Data Transaction 
to be submitted in one Document 
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Section Proposed code amendment  Rationale 

therefore the drafting needs to reflect 
this. 

2.3.4 Amendment to delete duplicated sections. 
It is unnecessary to repeat the same 
information twice. 

2.1.5, 2.2.7, 
2.4.1, 3.1.1 
(c) 

Amendments to specify where the drafting 
is only applicable to XML interfaces. 

For clarity. 

CSD 0402: Transactional interface for Trading Parties having a low volume of Data 
Transactions 

Section Proposed code amendment  Rationale 

Definitions, 
1.1.1(b), 
2.2.5 

Clarifies CSD 0601 will apply to this CSD. 
Provides clarity to users that this CSD 
references Data Items set out in both CSD 
0301 and CSD 0601. 

2.1.3 

Amendment to ensure that the interface 
will include Role Based Access Control 
where required so that Trading Parties and 
MOSL can allocate appropriate privileges to 
users based on their role within their 
organisation. 

As not all interfaces require role-based 
access control to access/use them. 

2.2.6, 2.3.4, 
2.4.1 

Amendment to ensure the drafting reflects 
that there will be a synchronous response 
from MOSL for all Data Transactions 
submitted through the lower volume 
interface. 

To be clear which interface will provide 
which type of response. 

2.2.7, 2.4.1 

Deletion of the requirement for MOSL and 
the Trading Party to ensure that all data 
processing results are positively 
acknowledged. 

This is not a requirement in CMOS or the 
Bilateral Hub. When a user submits a 
Transaction they will get an automatic 
response back. 

New 
section 
3.1.1(d) 

To confirm that the technical requirements 
in 3.1.1(c) do not apply to the Bilateral Hub. 

Users of the Bilateral Hub will not send an 
asynchronous response confirming 
receipt and MOSL will not store all 
confirmations of receipt received from 
Trading Parties to ensure that a 
chronological processing history is 
recorded and that any outstanding 
actions for the Bilateral Hub therefore the 
provisions in 3.1.1(c) need to be excluded. 

New CSD: CSD 0601: Bilateral Data Catalogue 

Section Proposed code amendment  Rationale 

All 
New CSD which sets out Data Items and 
owners necessary for the functioning of the 
Bilateral Hub. Equivalent to CSD 0301. 

The Bilateral Hub works with Data 
Transactions, which require specific Data 
Items. This document gathers the Data 
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Section Proposed code amendment  Rationale 

Transactions and Data Items used in the 
Bilateral Hub in a similar fashion that CSD 
0301 gathers Data Transactions and Data 
Items used in CMOS. 

Market Arrangements Code 

Section Proposed code amendment  Rationale 

Schedule 1 New/amended definitions. 
Amendments required to align the 
definitions with those introduced in the 
WRC. 
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3. Impacts 

3.1 The full business case (FBC) sets out MOSL’s assessment of the impacts of delivering a 
bilateral solution, including the costs and benefits.  

3.2 The FBC details that in February 2020, MOSL issued a request for information to help 
understand and measure the potential operational benefits from a bilateral solution. It 
is stated that the responses demonstrated that companies are managing bilateral 
transactions in a wide variety of ways and that the majority of Trading Parties expressed 
strong support for a programme to improve bilateral transactions.  

3.3 The Final Report highlights that the Trading Parties were consulted on the FBC, which 
was also approved by the MOSL Board. The costs and impacts are discussed below. 

Customer impacts 

3.4 The Bilateral Hub has been developed as a solution to contribute towards a reduction in 
market frictions relating to progression of bilateral transactions, which is expected to 
deliver improved outcomes for end customers.  

3.5 When consulted in February 2020, CCW was reported to have considered that 
implementation of a bilateral solution ‘should ultimately improve communication 
around customer service complaints’. The Final Report states that CCW is also 
supportive of proposals for the C1 process and consider that these proposals can have a 
customer impact in the form of improved bill timeliness and accuracy. It said that this 
impact will be beneficial given that billing and charges issues, particularly where 
inaccurate estimates are used, account for large number of complaints to CCW. CCW 
also thought that the proposed changes encourage better use of customer data to make 
contact and ensure that the Retailer can retain ownership of the Request which should 
result in a better customer experience.  

3.6 CCW has worked with MOSL and encouraged them to illustrate how some customer 
journeys would change once key features of the Bilateral Hub and C1 specifically were 
implemented. These are illustrated in Appendix 5 of the Final Report. 

3.7 A summary of the prospective beneficial impacts for customers is provided below: 

• Quicker arrangement of meter fixes, which should facilitate more accurate asset data, 
this in turn provides:  

o More accurate billing data; 
o Removes potential blockers for a switch to a new Retailer;  
o More efficient account closure and more accurate final bills; and 
o Retailer access to meaningful data when the customer is making service 

changes (e.g. allowances or tariff changes) or other enquiries 

https://mosl.co.uk/document/bilaterals-programme/business-case/2352-bilaterals-full-business-case/file
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• Increased visibility of status and progression of Requests will support more efficient 
updates to customers; 

• Reduced rates of rejection of Requests could also contribute to improved customer 
services; and  

• More efficient complaint management due to access to SPID related transaction history. 
 

Proposed changes in CPW070a/CPM043a to implement the C1 process into the Bilateral Hub 
could improve the customer experience when a Request is raised because: 
 

• There will be a more detailed and ’time-stamped’ process steps which: 
o Helps to maintain Trading Party focus on SLAs and KPIs; 
o Provides a new source of performance data which can be used for peer comparison, 

this in turn can drive continuous improvement; 
o Provide an enquiring customer with assurance that a Request they initiated is being 

taken forward in a timely manner. 
• The ability to cancel a Request remains within the control of the Trading Party that raised 

it, this will assist in ensuring that customer initiated Requests raised by Retailers within 
the Bilateral Hub cannot then be cancelled by the relevant Wholesaler following their 
initial acceptance. 

• The C1 process includes a deferral time limit of six weeks which will encourage Trading 
Parties to proactively review the deferral reason to check whether this is still valid or 
whether the Deferral should be removed, in turn this could reduce delays in the 
progression of Requests. 

• The Bilateral Hub will provide the facility for Outstanding Service Requests, and the 
progress made against these, to pass from the outgoing to the Incoming Retailer. This will 
provide for a much more seamless customer experience. 

Trading Party impacts 

Costs 

3.8 Trading Parties may incur integration costs, depending on the method of integration 
they decide to adopt for the Bilateral Hub. They can either use the high volume or low 
volume interfaces. The FBC highlights that Trading Parties that choose to use the high 
volume interface will incur integration costs, whereas those that elect to use the low 
volume interface will not incur integration costs because they will use a web-based 
portal which does not integrate with their own systems. 

3.9 Larger companies that handle the most Requests are reported as preferring to integrate 
via the high volume interface, often through third party integrators. Currently out of 68 
Trading Parties, 54 will use the low volume interface and 14 will use the high volume 
interface. Some Trading Parties are also said to be considering transferring to the high 
volume interface at a later date. 

3.10 Where a Trading Party is using the high volume interface they will incur integration 
costs. MOSL has clarified that it is not possible to accurately estimate Trading Party 
integration costs as they will vary depending on a number of factors including, but not 
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limited to, size of the Trading Party and if they intend to use a third party integrator. 
The Final Report suggests that in engagement with the 14 members of the Technology 
Advisory Group there were estimated costs of between £60k and £250k per Trading 
Party, with an estimated payback period of approximately two years (meaning that the 
cost savings would offset the integration costs within this timeframe).  

3.11 In addition to integration and other implementation costs, Trading Parties will incur 
ongoing operational costs to ensure that their business processes align with the 
requirements of the codes. Trading Parties may incur some costs relating to training 
staff to use the Bilateral Hub. It is however highlighted in the Final Report that the 
system has been developed in such a way that training requirements should be low and 
MOSL are assisting Trading Parties with this, for example by producing training videos. 

Benefits 

3.12 Although Trading Parties are likely to incur costs, which will vary dependent on the 
interface they elect to use, it is highlighted in the business case that the financial 
benefits from efficiency savings following implementation are valued at a conservative, 
mid-case, figure of £1.2 million per annum across the market. There are also significant 
non-financial benefits which have been identified. These include: 

• Increased auditability of performance by customer segment; 
• Improved consistency and confidence in OPS reporting; 
• Improved ability to conduct market trend analysis; 
• Improved ability to identify future roadmap projects / continuous improvement 

opportunities; 
• Reduced complaints leading to improved customer satisfaction; 
• Improved market data quality; 
• Reduced barriers to market entry; 
• Reduced barriers to growth (e.g. easier to expand into new wholesaler areas); and 
• Increased market simplification.  

MOSL impacts 

3.13 The final recommendation report outlines the programme and project delivery costs 
which are being incurred by MOSL. 

3.14 The programme costs for the 2020/21 financial year were slightly under budget at £1.11 
million (the budget was £1.157 million). MOSL is also tracking the total programme 
spend so far for the current financial year against the approved budget of £1.49 million, 
the amount spent to date documented in the Final Report was £352,199.  

3.15 It is noted in the Final Report that project costs have been front-loaded and it is 
expected that there will be considerable re-use of early work (for example, the common 
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processes set out within OSD 0701) which is anticipated to increase efficiency for 
processes that are implemented in later phases of the programme. MOSL has 
highlighted that because of the volume of re-use of early work, it is not possible to 
identify the individual costs for each process which is being developed in the Bilateral 
Hub. 

3.16 In addition to the costs detailed above, the Final Report outlines a number of 
programme delivery and operational impacts for MOSL. The programme delivery 
impacts include impacts associated with MOSL working with its IT partner, CGI, to 
develop the technological solution. As part of the development, and prior to use of the 
Bilateral Hub being mandated, testing of the functionality is an essential part of the 
development process to identify defects, bugs and other changes which may be 
required. In addition to the testing by Trading Parties there has been internal MOSL 
‘User Acceptance Testing’.  

3.17 The operational impacts for MOSL include the requirement for MOSL (working with its IT 
delivery partner, CGI) to provide ongoing operational support. It is noted that one of the 
operational impacts will be an increase in Trading Party support requests and bug 
reporting which MOSL will need to action and respond to. Another example of an 
operational impact for MOSL is that it will have access to a much richer set of 
performance indicators which it considers is likely to lead to more queries from Trading 
Parties about bespoke reports and is an opportunity for MOSL to undertake more market 
data analysis. Appendix 3 of the Final Report is an internal impact assessment which 
outlines the anticipated impacts across MOSL. 

CMOS impacts 

3.18 The Bilateral Hub will be integrated with CMOS to enable some Data Items within 
Requests to be auto-populated. To achieve this, the Bilateral Hub will maintain a CMOS-
replica database which will be refreshed on a nightly basis to reflect any changes that 
have been made in CMOS.  

3.19 The Final Report details that there have been costs incurred to integrate the Bilateral 
Hub with CMOS. However, it is noted that these costs cannot be separated from the 
overall project costs.  

 

https://mosl.co.uk/change/changes/bilaterals-interface-solution-2#pills-recom
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4. Consultation and engagement 

4.1 A request for information (RFI) was not considered to be necessary for CPW070a / 
CPM043a due to the ongoing and wide-ranging engagement with key stakeholders 
(including Trading Parties, service providers, third party integrators and customer 
representative groups) throughout this phase of the bilateral transaction programme. 
MOSL has engaged extensively with the industry and other stakeholders through 
different channels, detailed below.  

4.2 Engagement via the various channels has enabled MOSL to quickly and efficiently 
gather views from a representative sample of Trading Parties and other stakeholders. 
MOSL has also used its engagement channels to share information regarding the 
development of CPW070a / CPM043a and to ensure that documents have been available 
for review so that there has been an opportunity for Trading Parties and other 
stakeholders to comment and feedback. 

4.3 Ofwat retains the right to undertake a statutory consultation on any proposed change(s) 
to the WRC. We have concluded that a statutory consultation is not required for 
CPW070a / CPM043a, the rationale for this is decision is provided in section 6 of this 
document. 

Summary of industry consultation and engagement  

Advisory groups  

4.4 Three advisory groups and one other group were developed to support implementation 
of the bilateral transactions solution. These groups have met regularly and through 
these meetings have contributed to the development of the current proposals. There is 
a range of representation on the advisory groups; there are currently more than 60 
regular individuals, representing 26 companies, sitting across them. The engagement 
completed through these groups contributes to a wide range of views being collated 
and considered. It should also be noted that these meetings are also open to guests 
who have occasionally attended to support the discussions. Further information about 
membership can be found here. 

4.5 The Final Report outlines the role of each of the groups throughout this phase, as 
follows: 

• Operational Advisory Group (OAG): Trading Party subject matter experts who 
engage with MOSL to test assumptions around operational-related issues, such as 
Bilateral Hub functionality and the C1 process redesign. The Final Report highlights 

https://mosl.co.uk/services/market-improvement/programmes-and-projects/bilateral-transactions-programme/advisory-groups
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that this group was instrumental in developing the detailed process steps for the C1 
process in the Operational Terms; 

• Technology Advisory Group (TAG): To consider wider IT architecture and 
implementation challenges relating to the bilateral transactions programme; 

• Code Advisory Group (CAG): A formal subgroup of the Panel established to ensure 
that process changes are interpreted accurately and reflected in revised code 
documentation. The group has proposed, edited and reviewed code amendments for 
22 code documents as part of CPW070a / CPM043a. The CAG has helped identify 
code inconsistency, duplication, potential non-compliance and proposed alternative 
drafting as necessary; and  

• Pathfinders Group (PG): This group is made up of Trading Parties, a third party 
integrator and subject matter experts. It was assembled during the programme to 
advise on MOSL’s implementation, assurance and testing plans.  

Publication of documents 

4.6 MOSL has a dedicated page on its website where key documents relating to the bilateral 
transaction programme are published. This page has been updated regularly to include 
new and revised documents relevant to the programme and development of CPW070a / 
CPM043a.  

4.7 Upon publication of documents on the dedicated webpage, the Final Report confirms 
that a notification has been sent out to the members of a dedicated mailing list to 
advise of this. This has provided an opportunity for these documents to be reviewed and 
for feedback to be submitted to MOSL.  

4.8 The Final Report highlights that MOSL has actively encouraged interested stakeholders 
to sign up the mailing list through other engagement channels for example, during 
one-to-ones and though various forums.  

4.9 Examples of key documents which have been published on MOSL’s website include: 

• Proposed code drafting amendments – following the CAG’s review of proposed code 
amendments, red line versions of the codes were added to the MOSL website. These 
documents were updated at regular intervals where the CAG agreed further 
revisions. Publication of these documents provided Trading Parties and others with 
an opportunity to ask questions and provide feedback in relation to the proposed 
drafting.  

• Summary pack – the Final Report indicates that once the OAG and CAG agreed on 
proposals in relation to the C1 process, these most significant changes were 
summarised and rationalised in a ‘summary pack’ which was issued to all Trading 
Parties on 17 March 2021. The Final Report also highlights that the pack detailed 
how issues could be raised and the process for escalating these if required. No 
issues are said to have been raised following the circulation of the summary pack.  

https://mosl.co.uk/services/market-improvement/programmes-and-projects/bilateral-transactions-programme/key-documents
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Assurance and integration  

4.10 The Final Report states that MOSL has developed a detailed market assurance process 
to gauge the market’s overall state of readiness ahead of implementation of CPW070a / 
CPM043a. As part of this work, MOSL has put in place a number of assurance 
‘checkpoints’: 

 

Checkpoint Action required and response rates Response rate 

Checkpoint 1 

Trading Parties were required to respond to a survey 
which included questions about their engagement 
with the bilateral transactions programme, their 
awareness and preparedness, current system 
integration intentions (i.e. low or high volume) and to 
whether they planned to use a third party integrator 

Responses accounted 
for 99% of the Supply 
Points in the Market 

Checkpoint 2 

Trading Parties were required to submit an access 
pro-forma providing certificate and IP address details 
so that MOSL could provide access to the Bilateral 
Hub 

100% response rate 

Checkpoint 3A 

Trading Parties were required to submit an 
assurance form detailing their 
process/resource/systems management alongside 
GDPR and business continuity approaches 

100% response rate 
although some forms 
are yet to be signed 
off 

Checkpoint 3B 

Trading Parties are required to sign and return a 
declaration and a test script pro-forma to evidence 
completion of a number of test scenarios. Ofwat and 
MOSL have issued a joint letter relating to completion 
of this checkpoint. 

Responses due by 
30 July 2021 

 
4.11 In addition to the checkpoints, MOSL has undertaken the following steps to assist with 

integration and assurance: 

• Early site of technical specifications and code documentation have been provided to 
Trading Parties using HVI to enable them to develop the necessary integration; 

• Weekly technical drop-in sessions have been held since December 2020 to provide 
Trading Parties with the opportunity to clarify their understanding of transactional 
design and to give MOSL the opportunity to flag upcoming changes and defects; 

• Trading Party integration and ‘cut-over’ checklists have been provided - 100% of 
Trading Parties are said to have responded; 

• A Pre-production test environment (which is updated regularly) has been made 
available for Trading Parties to develop and test against; and 

• MOSL has established an observations and defects logging process which was 
shared with the Pathfinder Group. This log helps MOSL identify and resolve 
unexpected behaviour in the Bilateral Hub once users identify it. 

 

https://www.ofwat.gov.uk/wp-content/uploads/2021/07/Bilateral-Transactions-update-Ofwat-and-MOSL-letter-to-CEOs.pdf
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Surveys 

4.12 During this development of CPW070a / CPM043a, the Final Report highlights that MOSL 
has issued surveys to Contract Managers, examples of these surveys include:  
 
• The survey completed as part of ‘checkpoint 1’ (see ‘assurance and integration’ 

above for further detail); and 
• A survey requesting ‘day one’ user numbers - this survey was issued in April 2021 to 

seek information from Trading Parties about number of users that it intends will 
access the Bilateral Hub simultaneously on ‘day one’ and the maximum number of 
users per day. The Final Report notes that MOSL has used this information to ensure 
the Bilateral Hub will have the necessary capacity for the number of anticipated 
users. 

Contract Manager meetings and one-to-ones 

4.13 The Final Report outlines that regular Contract Manager meetings have been held. 
These meetings have been used to review the bilateral transaction programme plan and 
any recent changes, discuss any issues of contention, to provide visibility of future 
milestones and as an opportunity for questions to be asked. It is stated that these 
meetings were originally held every six weeks although the frequency was increased to 
monthly from January 2021. The Final Report states that these meetings are also 
recorded and circulated to Contract Managers following each meeting. 

4.14 In addition to the Contract Managers meetings, MOSL has offered Trading Parties the 
opportunity to have one-to-one sessions with member(s) of the MOSL team. It is stated 
that over 20 one-to-ones with Trading Parties had been held at the time of publication 
of the Final Report. Discussions during these sessions are reported to have ranged from 
broad updates to assistance with specific technical questions.  

Training 

4.15 MOSL has aimed to make the Bilateral Hub as quick and easy to use as possible to 
minimise the training requirements. The Final Report indicates that MOSL has tried to 
achieve this by ensuring that the process is as logical as possible and that there are on-
screen help options at multiple points.  

4.16 MOSL has confirmed that some printed training material will be provided. However, the 
majority of training will be in the form of short video clips that give an overview to using 
the system, guides to each process and ‘tips and tricks’-style videos. The Final Report 
indicates that this approach was supported by the OAG and attendees of the Contract 
Managers planning updates meetings. 

 



CPW070a / CPM043a – Phase 2 - Bilateral Transaction Programme: Decision document 

33 

Query management 

4.17 MOSL has used the same service desk-style ticketing system (‘Halo’) that it uses for 
CMOS related questions to deal with queries from Trading Parties regarding the 
bilateral transaction programme (to include for example, questions about code drafting 
or the Bilateral Hub). This has enabled MOSL to appropriately direct queries, keep track 
of responses and response times. MOSL has also categorised queries into various topics 
to understand which of these topics have generated the highest number of queries 
throughout this phase of the programme.  

Key issues identified and solutions 

4.18 The Final Report highlights that two key issues have been identified during engagement 
with Trading Parties throughout phase 2 and details the solutions which have been 
developed to address these. The two key issues relevant to CPW070a / CPM043a are 
detailed below, please also see our comment on the interim solutions in section 6 of this 
document. 

4.19 The Final Report also includes information relating to key issues which are not relevant 
to this phase of delivery and which will be considered and responded to separately from 
CPW070a / CPM043a. Further detail is provided below. 

Bulk Submission 

4.20 During development of the solution, it was identified that the high volume interface 
which can be used to submit Requests is equivalent to a bulk submission tool. The 
interactions between the ability for the high volume interface in the Bilateral Hub to be 
used as a bulk submission tool and the Ofwat decision on CPW067 – bulk submission via 
MS Excel were identified by the CAG. 

4.21 When returning the most recent recommendation on CPW067 to the Panel, Ofwat 
expressed concern about: 

• Whether the customer benefits had been fully considered;  
• Permitted uses for bulk submission; 
• Agreement of service level agreements, noting the potential for disputes resulting in 

delays for customers if an agreement could not be reached under the proposed 
solution;   

• How adherence to service level agreements (SLAs) would be monitored; and  
• Ofwat also asked the Panel to consider the links to the bilateral transactions 

programme, and whether to incorporate bulk submission within the bilateral solution. 

4.22 Ofwat considers that the concerns outlined in the decision on CPW067 apply equally to 
the Bilateral Hub where bulk submission is permitted via the high volume interface. 

https://www.ofwat.gov.uk/wp-content/uploads/2021/04/CPW067-second-submission-Decision-Document.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2021/04/CPW067-second-submission-Decision-Document.pdf
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4.23 To address the outstanding concerns without delaying implementation of this Change 
Proposal (the benefits of which for customers will far outweigh the impacts of any bulk 
submission) an interim solution has been developed. This is as follows: 

• To strengthen the Operational Terms to discourage bad faith behaviour like stockpiling 
Requests; 

• To insert a requirement for MOSL, working in conjunction with Trading Parties, to 
develop guidance on the bulk submission of Requests via the Bilateral Hub. This 
guidance will need to be submitted to Ofwat for approval no later than 1 September 
2021; and 

• Whilst guidance may allow for the revision of SLAs should a bulk transfer take place, 
there will be no amendments to CSD 0002 meaning that whilst the interim solution is 
in place, Wholesalers will be required to meet the SLA stipulated in CSD 0002 or 
receive an OPS charge. 

4.24 The interim solution was discussed by the CAG who were supportive of this approach. 
Although an interim solution has been developed and will be implemented through 
approval of CPW070a / CPM043a, an enduring solution is required to ensure there is 
adequate governance around the use of bulk submissions to prevent customer 
detriment. We expect a revised and enduring solution to be included in the phase which 
follows implementation of CPW070 / CPM043. 

Centralised automatic reporting 

4.25 The Final Report highlights that MOSL does not anticipate that it will be able to fully test 
centralised OPS reporting until the Bilateral Hub is populated with live Requests. This 
risk was highlighted to the CAG which recommended a temporary solution within CSD 
0002 that would allow for Ofwat to request that Wholesalers revert to self-reporting for 
the C1 process should any defects be discovered in centralised OPS reporting after 
implementation of CPW070a / CPM043a.  

Other issues 

4.26 Some Wholesalers have asserted that requiring a pre-arranged site visit for some 
processes (e.g. B5 -Meter repair/replace) leads to longer completion times and that 
such replacements can often be done with little to no advance notice and therefore any 
technician can visit the site at any time within the SLA period. However, the Final 
Report details that Retailers at the Operational Advisory Group, MOSL and CCW have 
challenged the premise that Retailers and customers should not be given the option to 
book a site visit because it might inconvenience a Wholesaler, particularly where 
processes might interrupt their supply. The B5 process does not form part of this phase 
of the programme and as such it will be revisited in a later phase.  
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4.27 The other issue which has been raised by some Wholesalers, and which will be revisited 
at a later date, is that Wholesalers should be able to raise a Request on behalf of a 
Retailer. The Final Report highlights that MOSL has challenged this premise as it would 
blur the lines between Trading Parties’ responsibilities. MOSL also highlighted that it 
would be practically difficult to programme this in the Bilateral Hub and proposed that a 
solution could be to request that the Operational Advisory Group considers whether the 
ability for Wholesalers to initiate a process should be developed if this does not already 
exist as a counterpart to a Retailer-initiated process. 
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5. Panel Recommendation 

5.1 The Panel has had early sight of documentation throughout the development of the 
solution for this phase of the programme. This approach was taken to provide the Panel 
with sufficient time to consider and reflect upon the information presented to it. This 
was considered necessary because of the number and complexity of code changes 
being proposed and therefore the number of documents it has been asked to consider.  

5.2 At its meeting on 29 June 2020, the Panel recommended, with a vote of 12 in favour and 
one against, that Ofwat approve CPW070a / CPM043a with an implementation date of 22 
September 2021. The Panel recommended these Change Proposals for approval on the 
basis that they further the following Principles and Objectives of the MAC and WRC 
including, efficiency, proportionality, transparency, seamless markets and non-
discrimination. 

5.3 The Panel’s recommendation included an additional housekeeping change to resolve an 
incorrect cross-reference in the Operational Terms. 

5.4 The Panel Members that were supportive of the proposals considered that 
implementation would result in more efficient bilateral transactions and improved 
outcomes for customers, including through a more seamless service. The Final Report 
details that another Panel Member considered that there will be much greater visibility 
and transparency of data and activities undertaken, which would support performance 
monitoring and tackling different market behaviours accordingly. 

5.5 One Panel Member, although supportive, challenged whether there would be a post 
implementation review to test whether the intended benefits are being realised. In 
response to this query, MOSL highlighted that testing relating to customer benefits to 
date indicated that benefits in excess of those anticipated within the FBC could be 
realised, MOSL also proposed to regularly update the Panel in relation to the project 
benefits. Further, it was confirmed by the MOSL programme team that at previous 
assurance checkpoints Trading Parties had been asked to consider their readiness in 
terms of systems, people and processes to mitigate delivery risks. The same Panel 
Member also questioned how MOSL may cope with a surge of queries following 
implementation of the Bilateral Hub for the C1 process. MOSL confirmed that it has 
internal resource and additional external resource to complement this, if required, to 
mitigate the risk of delayed responses.  

5.6 There appeared to be general consensus amongst Panel Members that there had been 
sufficient time and opportunity for Trading Parties to engage and raise queries or 
concerns regarding the impacts throughout this phase of development, not least 
through the representatives on the various advisory groups. A Panel Member 
considered that the level of industry engagement, including scheduled ‘checkpoints’, 
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had been sufficiently transparent and proportionate to allow for any considered impacts 
to be raised. Another added that a consultation would not be likely add anything 
significant beyond the insight the programme already received from Trading Parties 
during the development of the proposed solution. 

5.7 The Customer Representative Panel Member was supportive of the proposals which they 
consider will, in the round, have an overall positive impact on the customer journey.  

5.8 The one Panel Member who was not supportive of the proposal queried whether there 
have been adequate impact assessment to ensure that implementation of the proposed 
solution would deliver benefits for all customers. Specifically, this Panel Member 
thought that the proposals relating to bulk submission and mandating pre-arranged 
Wholesaler appointments rather than allowing them to work without appointments 
being arranged in advance may have potential to result in detrimental impacts for some 
customers. MOSL noted the concern raised by this Panel Member and outlined that 
there has been engagement with Trading Parties including through checkpoint 3A 
where all Trading Parties had received and returned an impact assessment in relation 
to people, processes and systems. Another Panel Member acknowledged the concerns 
raised but did not consider that they were material enough to warrant delaying the 
proposals. 
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6. Our decision and reasons for our decision 

6.1 We have considered the issues raised by the Change Proposals and the supporting 
documentation provided in the Panel’s Final Report and have decided to approve 
CPW070a / CPM043a with modifications. We have concluded that the implementation of 
these Change Proposals will better facilitate the principles and objectives of the WRC 
and MAC detailed in WRC, Schedule 1 Part 1 Objectives, Principles and Definitions and 
Schedule 1 MAC, Principles and Definitions, and is consistent with our statutory duties. 
Delivery of the Bilateral Hub is also expected to contribute to the resolution of a key 
market friction - cumbersome and inefficient Wholesaler-Retailer interactions – which 
should improve the functioning of the market and deliver improved outcomes for 
customers.  

Modifications 

6.2 Ofwat has decided to approve these Change Proposals with modifications to ensure that 
it is clear that where Requests are in progress prior to implementation of a Change 
Proposal under CPW070 they will not be transferred over to the Bilateral Hub. A 
modification to the Operational Terms and Market Terms has been made to provide 
clarity that any Requests which are initiated prior to the implementation of changes 
under CPW070 should continue to follow the process as set out in the version of the WRC 
which precedes the mandatory use of the Bilateral Hub for that operational process.  

6.3 The legal drafting modifications can be found in appendix 1 of this document. 

Principles and Objectives 

6.4 We agree with the Panel’s assessment against the Principles and Objectives of the WRC 
and the Principles of the MAC. We have detailed below how we consider the following 
Principles and Objectives to be furthered through implementation of these Change 
Proposals. 

Efficiency:  We consider that the proposed solution will deliver efficiency benefits to 
customers and the market. Trading Parties will be able to more efficiently and 
effectively transact with one another to progress Requests, which should contribute to 
resolving cumbersome Wholesaler-Retailer interactions, delivering time and cost 
savings. These time and cost savings will benefit customers who may see Requests 
progressed quicker and queries or complaints responded to in shorter timeframes. 
These benefits will initially be realised for the C1 process which is the first to be 
available for use within the Bilateral Hub. However, these Change Proposals lay the 
foundations for the Bilateral Hub functionality which will be used for the development of 
future processes during subsequent phases of the bilateral transaction programme. 
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The code architecture, including creating separate OSDs for each ‘part’ of the 
Operational Terms should support efficient code navigation. For example, the C1 
process is supported by the new OSD 0704 which sets out the process steps and 
applicable SLAs in one document for ease of reference.  

The integration of the Bilateral Hub with CMOS to achieve auto-population of some 
fields will likely help to maintain and improve data quality. This should also contribute 
to reducing the number of data entry errors which can help to decrease the number of 
rejected Requests, thereby supporting more efficient progression of Requests through 
to completion. 

The Bilateral Hub will ultimately remove the requirement for self-reporting under the 
Market Performance Framework for the C1 processes initially, with other processes to 
follow as they are developed within it during later phases. This will make the reporting 
and monitoring processes more efficient for both Trading Parties and MOSL. The ease of 
access to this information, supported by improved accuracy, can be used to identify 
performance issues and drive market improvement initiatives. Improvements which 
can be achieved from better reporting and monitoring of Trading Party performance 
followed by effective market responses will contribute to better customer outcomes. We 
also encourage MOSL to consider how the Bilateral Hub might be used to generate 
systematic feedback from Retailers that could be used to further develop the Retailer 
measure of experience (R-MeX) into a more robust - and possibly financial - measure to 
strengthen incentives on Wholesalers to improve performance.   

In addition to the above, where the low volume interface is being used, the Bilateral 
Hub will transfer Outstanding Service Requests to the Incoming Retailer following a 
customer switch and on a case by case basis following a volume Transfer or where a 
customer is allocated a new Retailer through the interim supply process. This feature of 
the bilateral solution improves upon the existing arrangements relating to the transfer 
of Outstanding Service Requests as it significantly reduces the risk that Requests may 
be lost or not transferred by the exiting Retailer. Further, the specified ORID Data from 
the preceding 12 months’ for a Supply Point will be visible to an Incoming Retailer 
where they are using the low volume interface, this could contribute to that Retailer 
being able to deliver an improved quality of service as they will be able to use historical 
information to inform its decisions when seeking to resolve issues or requests from 
customers. 

Proportionality: Whilst the development of this phase of the solution has been a large 
and resource intensive task, given the benefits that implementation of the Change 
Proposals will deliver for customers and the market, we consider that the proposed 
solution is proportionate to address the identified issues. Specifically in relation to the 
C1 process, it is proportionate for this to be the first process to be implemented into the 
Bilateral Hub due to the nature of the process and high volume of Requests which are 
submitted. It is noted in the Final Report that the phases which will follow should re-use 
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much of the work that has already been completed and therefore the resource and 
costs to deliver subsequent phases should be lower. 

Transparency: Transacting Requests for the C1 process (with the other processes to 
follow in later phases) through the Bilateral Hub will make it clearer to Trading Parties 
the information that they are required to send and receive to successfully complete 
Requests. MOSL will also be able to report and publish performance data which has 
been collected in a standardised way which will increase the transparency of this 
information and potentially result in more accurate MPS and OPS reporting. 

Whilst there are a large amount of amendments to the drafting of the codes and new 
code documents have been created, these documents have been drafted and 
structured to be as transparent as possible.  

Seamless markets: A lack of a consistent approach to bilateral transactions has had a 
negative impact on customers because of the challenges that this lack of consistency 
has resulted in for Retailers. Implementation of these Change Proposals will provide a 
more seamless customer experience across Wholesaler Areas because Trading Parties 
will be able to use one system to progress all C1 process Requests (to be followed by 
other processes). 

Non-discrimination: The Bilateral Hub will deliver a standardised solution and 
processes that will enable a level playing field for Retailers and Wholesalers to operate 
in. 

Comment on interim solutions 

6.5 Ofwat has approved two interim solutions as part of CPW070a / CPM043a, the interim 
bulk submission solution and the temporary solution to revert to self-reporting should 
the centralised reporting within the Bilateral Hub be ‘unavailable or not working’. 

6.6 The interim solution for bulk submissions requires the draft guidance to be submitted 
to Ofwat no later than 1 September 2020. We will work with MOSL to ensure that this 
guidance document is approved ahead of implementation of these Change Proposals. 
Trading Parties should note that compliance with the bulk submission guidance 
document is a codified requirement. Although an interim solution has been developed 
and will be implemented through approval of CPW070a / CPM043a in relation to bulk 
submissions, an enduring solution is required to ensure there is adequate governance 
around the use of bulk submissions to avoid customer detriment. We expect a revised 
and enduring solution to be included in the phase which follows implementation of 
CPW070 / CPM043. 

6.7 We have also approved a temporary solution within CSD 0002 that allows Ofwat to 
request that Wholesalers revert to self-reporting should the centralised OPS reporting 
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within the Bilateral Hub be ‘unavailable or not working’ within the first six months after 
implementation of CPW070a / CPM043a. This solution is interim and has been approved 
as a measure to ensure that reporting against OPS can continue should there be any 
defects identified with the centralised solution shortly following implementation of the 
live Bilateral Hub.  

Conclusions regarding statutory consultation 

6.8 The Authority timetable makes it clear that Ofwat may undertake a statutory 
consultation in accordance with sections 66DB and 117G of the Water Industry Act 1991 
(the ‘Act’) prior to making its decision on whether to approve, reject or return the 
proposal to amend the WRC to the Panel. 

6.9 Although a request for information was not completed for CPW070a / CPM043a, we note 
that there have been numerous opportunities and ways for industry members and 
customer bodies to engage with this Change Proposal. This has included via 
participation in the various governance groups, attending forums by which programme 
updates were communicated, attending one-to-one meetings with MOSL and being 
provided with support to enable the requisite assurances. MOSL has also shared 
technical documents to assist Trading Parties and their third party integrators with 
integration and held technical drop in sessions which have provided time for Trading 
Parties to raise technical queries or concerns and an opportunity for MOSL to respond to 
these.  

6.10 In addition to advisory groups and various other forums, we note that documents 
relating to the programme, including proposed code drafting have consistently been 
published and notifications have been sent to alert members of the mailing list. As of 24 
June 2021, the Final Report states that there were 881 people signed up to this mailing 
list, suggesting that the published documents have been shared widely. These 
notifications have brought recipients’ attention to there being revised documents 
available for review and has provided an opportunity for comments to be provided on, 
for example, the proposed code drafting and the proposed code structure.  

6.11 MOSL acknowledges that the advisory groups are constituted of a sub-set of the wider 
Trading Party community. However, the feedback from these groups, supported by the 
other engagement channels and the opportunities provided to the wider Trading Party 
community to comment on published proposals, demonstrates that there has been a 
high degree of wide-ranging engagement throughout this phase of the programme. 
MOSL has worked with CCW to understand the customer journey improvements which 
will be achieved through use of the Bilateral Hub and CCW sits on the steering group 
which has assisted in ensuring the customer perspective has been considered 
throughout this phase. The engagement which has been completed is at least 
equivalent to, if not greater, than the engagement achieved through a traditional 
request for information and, alongside the analysis MOSL undertook as part of the FBC, 
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has helped to establish the potential impacts of the proposals on Trading Parties and 
customers. The extent of this engagement has enabled us to conclude that there has 
been sufficient consultation with Trading Parties such that a statutory consultation on 
CPW070a / CPM043a is not necessary. 

6.12 It should be noted that Ofwat may decide that future phases of the bilateral programme 
require consultation.  

Decision notice  

6.13 In accordance with paragraph 7.2.9 and 6.3.7 of the Market Arrangements Code, the 
Authority approves these Change Proposals with modifications. 

Georgina Mills 
Director, Business Retail Market 
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A1 Legal drafting for modifications to the Change 
Proposals 

A1.1 Amended drafting is shown in red.  

Operational Terms 

1.2 Scope 

These Operational Terms make provision for operational activities and set out the process 
steps to be followed in order for Trading Parties to complete these operational activities. 
Unless the contrary intention appears, operational activities that have commenced and are 
not completed prior to the implementation of the relevant process into the Bilateral Hub shall 
be continued in accordance with the previous operation of this Wholesale Retail Code 
applicable immediately prior to the relevant implementation date (as set out in the table 
below). 

Part Description Process Bilateral Hub 
Implementation 

Data 
A: New 
Connection 

Sets out the process by which the Retailer 
applies to be Registered to a New Supply Point 
if it is not arranging the connection. 

A6 N/A 

B: Metering Sets out the processes for metering work such 
as the installation, accuracy testing, repair or 
replacement of faulty meters and changes of 
model, size and location of meters. 

B1 N/A 

B2 N/A 

B3 N/A 

B4 N/A 

B5 N/A 

B6 N/A 

B7 N/A 

B8 N/A 

B9 N/A 

B10 N/A 

B11 N/A 

B12 N/A 

B13 N/A 
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B14 N/A 

B15 N/A 

B16 N/A 

B17 N/A 

C: Confirmation 
and verification 
of supply 
arrangements 

Sets out the processes for verification of 
meter details or supply arrangements, 
applications for the Registration of Gap Sites; 
identification of missing Service Components, 
Deregistration of a Supply Point with no 
corresponding physical Disconnection or 
removal of a Service Component, and  
amendments to the VOA   BA Reference or 
UPRN at a Supply Point. 

C1 Y 22 September 
2021 

C2 N/A 

C3 N/A 

C4 N/A 

C5 N/A 

C6 N/A 

C7 N/A 

D: Planned 
activities and 
affected 
services 

Sets out processes for notifying the Retailer 
and Non-Household Customers of long-term,  
short-term  and  reactive activities  affecting  
the  supply  of  Water Services and/or 
Sewerage Services and of the areas affected 
by such activities. 

D1 N/A 

D2 N/A 

D3 N/A 

E: Unplanned 
events and 
incidents 

Sets out processes relating to identifying 
Sensitive Customers, implementing and 
maintaining  Public  Health Related  Site 
Specific  Arrangements,  identifying  and 
managing unplanned changes to Water 
Services   and/or   Sewerage   Services, 
particularly  as  regards  communications 
between    the    Wholesaler    and    the 
Retailer  in  relation  to  potential  drinking 
water quality incidents, Sewer Flooding and  
Other  Public  Health  Risks  such  as pollution    
incidents    or    unconsented Trade   Effluent   
discharges,   managing droughts,  dry  
weather  conditions  and other  circumstances  
which  give  rise  to water shortage, and 
Emergencies. 

E1 N/A 

E2 N/A 

E3 N/A 

E4 N/A 

E5 N/A 

E6 N/A 

E7 N/A 

F: Monitoring, 
investigations, 
complaints and 
enquiries 

Sets out processes for Wholesaler visits to     
Eligible Premises for certain monitoring or 
investigation purposes or visits not covered by 
other processes, enquiries or complaints 
received from Non-Household Customers, 
including enquiries in relation to the 
application of the Water Fittings Regulations, 
and Water Fittings Regulations notifications 
received by the Retailer. 

F1 N/A 

F2 N/A 

F3 N/A 

F4 N/A 

F5 N/A 

F6 N/A 



CPW070a / CPM043a – Phase 2 - Bilateral Transaction Programme: Decision document 

45 

G: Trade Effluent Sets out processes for the obtaining of Trade 
Effluent Consents or variations to an   existing 
Trade Effluent Consent, Trade Effluent 
monitoring, the discontinuation or 
termination of Trade Effluent Consents and 
Trade Effluent enquiries. 

G1 N/A 

G2 N/A 

G3 N/A 

G4 N/A 

G5 N/A 

G6 N/A 

H: Allowances, 
assessment 
requests and 
applications 

Sets   out processes for the Retailer applying 
for allowances or Volumetric Adjustments in 
respect of Wholesale Charges, the Wholesaler 
reviewing and/or notifying of changes to 
allowances in   respect of Wholesale Charges, 
a Contribution Offer in respect of installing a 
meter at an Unmeasured or Assessed  Service  
Component at a Supply  Point,  review of 
Unmeasured Supply Points or Assessed 
charges, and applications for a  change of 
Tariff or incentive payment. 

H1 N/A 

H2 N/A 

H3 N/A 

H4 N/A 

H5 N/A 

H6 N/A 

H7 N/A 

I: 
Disconnections 

Sets out processes for both Temporary 
Disconnections and Permanent 
Disconnections, gaining entry to an Eligible 
Premises for the purposes  of Disconnection 
using  the Wholesaler's powers of entry, and 
any subsequent reconnection following a 
Temporary Disconnection. 

I1 N/A 

I2 N/A 

I3 N/A 

I4 N/A 

I5 N/A 

I6 N/A 

I7 N/A 

I8 N/A 

I9 N/A 

I10 N/A 

I11 N/A 

I12 N/A 

I13 N/A 

2.2 Bilateral Hub and Forms 
2.2.1 Trading Parties are required to use the Bilateral Hub created and maintained by the 
Market Operator in accordance with the Market Terms to raise, progress and complete 
Requests, and communicate relevant information and updates relating to any Request, where 
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the relevant process is available and the Request has been commenced via the Bilateral Hub. 
Where a process is not available through the Bilateral Hub, or the relevant process was 
commenced and has not yet been completed prior to the implementation date of the relevant 
process (as set out in the table at Section 2.1 above) Trading Parties shall use Forms. 

Market Terms 

4.20 Scope 
4.20.1 This Part D2 of the Market Terms sets out the high level requirements for the Bilateral 
Hub and summarises the key matters for Requests effective in the Bilateral Hub and 
applicable to bilateral processes. It contains references to a number of CSDs which contain 
the more detailed processes and duties. Unless the contrary intention appears, Requests that 
have commenced and have not been completed prior to the implementation of the relevant 
operational process into the Bilateral Hub shall be continued and completed in accordance 
with the previous operation of this Wholesale Retail Code applicable immediately prior to the 
relevant implementation date (as set out in the table at Section 1.2 of the Operational Terms). 
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