
 

 
 
 
 
 
3 November 2022 
 
By email: charging@ofwat.gov.uk 
 
 
Dear Ofwat 
 
Thank you for providing us with the opportunity to respond to the consultation on charging 
innovation to support affordability. We are very aware of the impact of the cost-of-living 
crisis on our customers, and welcome Ofwat’s consideration for innovation in ways we can 
support them through this difficult time, and into the future. Reducing water demand is also 
a high priority for us, to mitigate climate change and population growth impacts and 
continue to ensure resilient supplies. The below response covers our overall thoughts on 
questions 1-5 of the consultation. 
 
We agree in principle that tariff innovation could potentially be used to support both 
environmental and affordability issues. However, we are concerned about trying to address 
both affordability and environmental goals simultaneously. Innovative charges may help to 
reduce customer bills, but we are concerned about the potential for these charges to 
incentivise reductions in essential use for our most vulnerable customers. We do not want 
to encourage this behaviour as it may increase anxiety about bills and consumption. This is 
not the answer to the industry’s environmental goals. Therefore, we believe affordability 
challenges are best addressed through social tariffs, as these provide support fairly and 
effectively. Alongside this, we are considering how we can help our customers reduce water 
waste, and therefore bills e.g. from internal leaks. 
 
Additionally, introducing tariffs on a trial basis will only impact those in the trial. Whilst it 
will help to inform transformation for our future customer base, it will have very little 
impact on affordability for our customers currently facing the cost-of-living crisis. 
Affordability challenges increase and decrease within economic cycles, so we need to be 
able to manage these issues in the short term. However, climate change and growth are 
long term issues which could be addressed more effectively through innovative tariff 
options which help permanently change consumer behaviour.   
 
Peak demand charges may be useful in ensuring resilient supplies during certain periods, 
such as heatwaves, but they are predominately focusing on managing a short-term supply-
demand balances, and not long term environmental and affordability goals from changing 
behaviours   Time of use charges were also not well received by our customers when we 
e    pic earlier this year. 
 
As highlighted by figure 3, a small proportion of customers have significantly higher use, 
which is likely discretionary. We would like the opportunity to focus tariff trials on  






