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Each company gets an annual score based on two satisfaction surveys and an adjustment:

We are reviewing its design and incentives for the 2024 price review (PR24), which will apply 
from April 2025 to March 2030.

What is C-MeX? – the design

C-MeX is the customer measure of experience. It was first introduced at the 2019 price review 
(PR19), and came into effect in April 2020. 

Currently, it applies to the largest water companies in England and Wales and is designed to 
incentivise them to improve the service they provide to residential customers.

Customer service survey (50%)
Based on 0-10 ratings from a monthly 

satisfaction survey of customers that have 
contacted their water company

Billing contacts
(25%)

Operational contacts
(25%)

Customer experience survey (50%)
Based on 0-10 ratings from a monthly 

satisfaction survey of random members of the 
public

-3 points if fewer than 5 communications channels (of which 3 online) are offered

C-MeX score 
0 to 100
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What is C-MeX? – the financial incentives

Currently, a company’s C-MeX payments 
are calculated by multiplying its 
incentive rate by its annual residential 
retail revenue.

Each year, companies above the median 
score can earn payments up to +6% of 
residential retail revenue while 
companies below the median score can 
lose up to -12%.

Companies can also earn higher 
performance payments, taking their 
payments up to +12% of residential retail 
revenue if they pass three gateways (see 
next slide).

We apply C-MeX payments every year 
through adjustments to the company’s 
allowed revenues, which limit how much 
companies can charge their customers.

C-MeX is currently a relative incentive. This means that the size of a company’s incentive 
payments depends on its C-MeX score relative to those of other companies.
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What is C-MeX? – higher performance payments

So far, no company has performed beyond the cross-sector threshold based on the UK 
Customer Satisfaction Index (UKCSI) upper quartile, although some companies have got close.

Top 3 
performer in 
C-MeX scores

Below average 
total 

complaints
(per 10,000 

connections)

Beyond a cross-sector 
threshold based on the 

upper quartile of the 
UKCSI

(adjusted by spread of scores in C-MeX)

Higher 
payments
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Currently, companies can access higher performance payments of between +6% to +12% of 
residential retail revenue if they pass all three gateways:
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Our approach to policy development

Strong and 
effective 

incentives

Practical and 
proportionate

Robust 
comparisons and 

measures

Focus on the 
long term

Deliver greater 
environmental 

and social value 
Reflect a clearer 

understanding of customers 
and communities

Drive improvements 
through efficiency 

and innovation
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Initial focus of our review – high-level issues

Coverage of customers
Currently, half of C-MeX relates to customers that have recently contacted their company, 
including those with operational incidents (25%) and billing issues (25%) while the other half 
relates to a random sample of a company’s customers. This generally means that customer 
groups that are likely to experience high-impact events have a greater impact on each 
company’s score. Each group will have its own diverse characteristics.

Should we change the coverage and balance of different customer groups with C-MeX, 
taking account of our wider regulatory tools which may be more effective?

Incentive design
Currently, C-MeX allocates payments between companies based on how they perform relative 
to other companies.

We could change C-MeX so that payments are instead based on absolute targets for each 
company, which could be the same.

Cross-sector benchmarks
Currently, companies can access higher outperformance payments if, among other criteria, 
they perform beyond a threshold based on the upper quartile of the UKCSI. 

So far, no company has achieved this, although some have got close.

How should we use evidence of customer experience in other sectors to challenge water 
companies to improve their customer service?
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Timelines

December 2022

Confirm we will 
retain and review 
C-MeX in the PR24 
final methodology

February – May 2023

Engage with 
stakeholders on high-

level design issues

Summer 2023

Publish companies’ 
C-MeX 

performance for 
2022-23

Summer 2023 – Spring 
2024

Potentially engage with 
stakeholders on detailed 
implementation issues

May – June 2024

Consult on proposals in 
the PR24 draft 
determinations

Summer 2024

Publish companies’ 
C-MeX performance 

for 2023-24

April 2025

Changes to C-MeX
take effect

December 2024

Publish decisions in 
the PR24 final 

determinations



Annex
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C-MeX in the context of our regulatory tools

Stretch the 
sector

Backstop / 
minimum 
standards

‘Average’ customers
Worst-served / hard to 

reach customers

Outcome delivery 
incentives

C-MeX Targeted reviews 
(‘Beast from the East’)

Guaranteed 
standards scheme

M
onitoring and reporting

Enforcement

Customer-focused licence condition


	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9

