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1. Introduction 

 
1.1 CCW is the independent voice for water consumers in England and Wales. Since 2005, 

we have helped thousands of consumers resolve complaints against their water 
company, while providing free advice and support. All of our work is informed by 
extensive research, which we use to champion the interests of consumers and influence 
water companies, governments and regulators. 

 
1.2 Our independent review of water affordability set out a range of recommendations to 

enhance the support provided to financially vulnerable households, and to raise 
awareness of that support. These included an expectation that improving water 
affordability should be considered by water companies, Ofwat and CCW when exploring 
future options for alternative tariffs and charging. We welcome this consultation in 
response to the review’s recommendation and in light of the cost of living crisis, the 
recent pressures on water into supply and the prospect of significant investment needed 
in PR24 and beyond. 

 

1.3 We welcome the steps proposed by Ofwat to give companies a greater ability to consider 
how charges may be better used to address affordability issues whilst also providing the 
right pricing signals that reflect the continuing costs of supply. We are supportive of 
companies being allowed to innovate in this space, subject to the principles outlined in 
the consultation, without being at odds with the charging rules and/or their licences. We 
are hopeful that companies will develop new trials in this regard and welcome Ofwat’s 
direction that they should seek early engagement with CCW on proposed trials and work 
constructively with us in developing and implementing plans. 

 

1.4 The consultation paper indicates that the current rules allow for charging innovation but 
in Ofwat’s 2021 one-off information request, you did not find innovative approaches to 
setting charges. We hope that responses to the consultation tease out what barriers may 
exist to companies developing innovative tariffs. 
 

 

2. Our response 
 
 

Q1 Do you agree that companies should be looking at how they can introduce charging 
innovation to support affordability, as well as supporting environmental goals?  
 
We agree. As the consultation document highlights, affordability pressures are currently high but 
there is a need for investment in the sector which is likely to drive bills even higher. If there is scope 
for charging frameworks to be dual purpose, from both the customer affordability perspective and 
meeting environmental goals, we are very supportive. 
 
The changes proposed in the consultation document and the statutory consultation on changes to 
charging rules are helpful as they remove any doubt that tariff innovation may not comply with the 
rules.  
 

Q2 Do you have any comments on our regulatory framework for protecting customers, in the 
context of charging innovations?  
 
The protections listed are quite generic and do not necessarily consider all of the aspects that we 
think are relevant for charging innovations. For charging trials, there wil l be winners and losers with 
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those in the latter category probably more unwilling to take part in a trial. So companies will need to 
consider how to protect those customers to ensure the trial is not undermined by self-selection. 
 
Companies’ impact assessments should evaluate the extent to which the trialled charging 
innovation, if rolled-out company wide, could have implications for revenue under or over recovery 
in any given year, revenue forecasting incentive mechanism (RFI) true-ups and any related penalty. 
  
 
Q3 Do you have any comments on our proposed principles for good practice charging trials?  
 
We agree with the principles that Ofwat has outlined. 
 
On the principle that the trialled tariff innovation is acceptable to the customers in the trial, we think 
the principle should be broader than that, and be ultimately acceptable to all. 
 
It is important that customers, particularly those in vulnerable circumstances, are supported. The 
principles recognise this and the need for customers to be supported by financial assistance 
schemes where appropriate. However it might it be useful to indicate that companies develop a 
process for enabling customers to be excluded from trials where not doing so may exacerbate 
financial vulnerability (in spite of support interventions) or result in significant distress or anxiety to 
the customer.  
 
Care will, of course, need to be taken in any trial to ensure that any support provided or exclusions 
from participation do not have a distortive impact on the success or failure of the trial, and that any 
impacts are recognised in reported findings. 
 
In terms of communication with customers participating in trials, companies will also need to explain 
clearly what will follow the trial and evaluation process, i.e. whether their charges will immediately 
revert to former arrangements or they might have an option to retain them, pending evaluation and 
a decision on wider roll out. 
 
 
 Q4 Do you have any comments on Ofwat's role in supporting good practice charging trials?  
 
The consultation paper highlights that in previous trials that there has been scepticism on the part of 
customers about the motivations of companies in running such trials which were deemed to be with 
the primary objective of increasing revenue. We welcome that Ofwat sees its role as providing 
reassurance that this would not happen through its communications. We would also be willing, as a 
trusted voice, to provide reassurance to customers about the validity of tariff trials and the customer 
protections in place. 
 
We think that there is merit in companies that are planning tariff trials to engage early with both 
Ofwat and CCW. We think that this can only benefit the ultimate design of the trial but also the 
credibility of the trial from the customer perspective. 
 
Q5 Do you have any comments on the discussion regarding our charging rules and related 
regulatory compliance? 
 
We welcome the step to make it explicit in the charging rules that charging trials would not be in 
breach of the requirement for charges to have consistent principles and approaches. We think that 
there also ought to be clarity on the interaction of the tariff innovations with the revenue forecasting 
incentive mechanism. If unexpected consequences of an innovation were to lead to greater revenue 
volatility and more significant departure from allowed revenue this would need to be taken into 
account. We see this being a pre-requisite of companies’ impact assessments. 
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Enquiries  

Enquiries about this consultation should be addressed to:  
 

 
Policy Manager 
CCW 
E-mail:   
Tel:  
 




