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Note of PR24 collaborative customer research steering group meeting 

9 January 2023 

 

1. Actions from last meeting 

The group noted there remains an open action for companies to approach CCW and Ofwat if 

any ad-hoc meetings or advice is required. 

There are no other open actions. 

 

2. ODI rates research: Modelling update 

Paul Metcalfe (PJM Economics) updated the group on progress (presentation circulated to 

steering group members 9th January).  

Companies will shortly receive their own data from the ODI rates fieldwork.  The modelling 

approach has been peer reviewed by Stefan Hess, and the draft valuations have been 

validated and are not expected to change substantially.  The data will be accessed via 

Accent Research’s secure platform and will contain several files, which companies were 

asked to note will require several GB of storage. The files will include instructions on how to 

store the files and analyse the data further (e.g. specific segments) if required. 

Next steps will be final analysis and reporting subject to further peer review by Stefan Hess, 

and for this to shared with companies, alongside the mapping of valuations to PCs to finalise 

ODI rates to finish in late spring 2023. 

Question Response 

Water companies will use these outputs to 
develop ODI rates and for cost benefit 
analysis for their business plans.  
Should companies wait until ODI rates 
mapping is completed later in spring or can 
they use the outputs of this data to inform 
what they want to do? 
 

The data which companies will get over 
next few days is not the same as the final 
marginal mapped benefit estimates (more 
easily interpretable in terms of ODI rate 
incentives) which will be expected to be 
released between March and May 2023. 
However, this early data gives an indication 
of where mapped estimates will end up and 
companies can start sharing with experts 
internally as needed. 
Ofwat will use mapped national estimates 
for ODI rate setting unless there are good 
reasons for why the results of an individual 
company may legitimately be materially 
different.   
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3. ODI rates research: mapping update  

Since the December Steering Group meeting, the Outcomes Working Group, which includes 

representative from water companies, has met to explain and discuss the mapping process.  

They will continue to meet and have detailed discussions about methodology, providing this 

Steering Group with updates. 

There is an Outcomes Working Group meeting with water companies w/c 9th January to 

discuss some outstanding issues with the data provided by water companies on supply 

interruptions.  

Indicative marginal benefits for the first batch of PCs – those which map more straight 

forwardly onto PC definitions – will be available in February 2023, the second batch to follow 

in March and then the final batch in May.  

Question Response 

Please could Ofwat/CCW confirm when the 
meetings about demand data are – they 
may be different representatives on the 
Outcomes Working Group to those 
attending these Steering Group meetings? 

Invites will be sent to members of this 
Steering Group as well as the Outcomes 
Working Group.  
 

What is the difference between water 
supply interruptions and unplanned 
interruptions for Batch 3 PCs? 

Batch 3 should say unplanned outages, and 
not unplanned interruptions. 

 

4. Affordability and Acceptability guidance: clarification questions  

Companies were invited to raise any clarification questions about the guidance published on 

13 December 2022. 

Question Response 

Will the Guidance be updated to reflect 
latest Defra thinking that they are not 
currently minded to progress the proposed 
Single Water Affordability Scheme? 

The Guidance still stands on this – 
companies should split their sample for the 
survey and for the qualitative research. For 
each plan shown, respondents either see 
the proposed bill with the SWAS or with the 
company alternative social tariff reflected in 
the bill changes. Should there be an 
announcement confirming there will not be 
a SWAS, Ofwat/CCW will reflect on this and 
issue a notice as to what the appropriate 
modification is. 
 

How do the qualitative research sample 
sizes relate to Hafren Dyfrdwy?  

Ofwat/CCW met with Hafren Dyfrdwy 
before the Guidance was published and 
discussed and agreed that sample sizes for 
Hafren need to be proportionate to the size 
of their customer base.  Ofwat/CCW are 
happy to discuss further if needed. 

Companies are anticipating that their 
research service suppliers will have 
clarification questions on the guidance.  Is 

Yes. We will work up FAQs and publish 
them.   
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there any intention to share questions and 
responses across the group? 
   

Should customers who have taken part in 
other water company research be included 
in the customer lists for sampling?  
 

Yes – samples should be as inclusive as 
possible. 

Should customers who have opted out of 
marketing communications be excluded 
from customer lists? 

Yes, if the wording of the ‘opt out’ question 
specifically mentions market research.  If it 
is more general, and only refers to 
marketing communications or similar, this 
does not specially cover market research. 

Should all customers be contacted or a 
sub-set of them? 
 
 
 

Contact a random sample sufficient to 
achieve the research purpose.  It would be 
disproportionate to contact the whole 
customer base at the start, unless there is 
good reason to think this would be 
necessary to achieve the required sample 
size (i.e. the customer base is very small).  

Are companies expected to test materials 
and cognitive load working with their ICGs?   

Yes – to make sure the information makes 
sense in terms of cognitive load. 

What about the amount of information that 
could be shown, in terms of whole range of 
things to show people. 
 

The Guidance is to focus on the 6 common 
PCs (6 for WaSCs, 3 for WoCs) plus up to 6 
enhancements where customers have 
choices about phasing of the delivery of 
services and bill impacts over the longer 
term. The aim of this to limit the amount of 
information people see to a set of core 
services which are known to reflect 
customer priorities, plus things that 
customers can influence in the research.  
Performance data for the 6 PCs is 
published on CCW’s website.  The 
Guidance is that the performance data 
shown to research participants would reflect 
recent service performance. 
 

There are some survey style questions at 
end of the qualitative research. Should 
these be asked for each plan or do they 
cover everything?  
 

They should be asked for each version of 
the business plan that has been shown to 
them. 
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5. Next steps  

• Further work on econometric modelling – data to companies later this week 

• Mapping – finalise demand data and produce Batch 1 estimates for the Outcomes 

Working Group in February 

• Next Steering Group meeting 13th February 

 

 

 


