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Background 
Ofwat’s ‘no worse off’ principle is a cornerstone customer-protecting requirement that applies 

whenever a small water company, such as us, is granted a licence to serve a new development or 

area in place of the incumbent water company. 

In essence, the principle mandates that every customer supplied by the small water company 

must end up at least as well placed, in terms of both price and service quality, as they would have 

been had the incumbent continued to serve them. 

This protection is written into our instrument of appointment (licence). It is assessed by Ofwat 

both at the application stage for new appointments and variations, and on an ongoing basis. 

Purpose 
The purpose of this assessment is to provide Ofwat with our current performance together with 

our draft action plan outlining the steps we are taking to ensure our customers are no worse off. 

To meet our regulatory obligations and improve outcomes for our customers, this plan will be 

communicated to all our employees and embedded in our operational systems.  

Scope 
Our assessment is for the period 1 April 2025 to 31 March 2026. 

Our final plan is presented following discussions about our draft plan with Ofwat during May 

2026. 

Director Assurance Statement 
I confirm that in conjunction with the submitted Annual Performance Report, I have reviewed and 

approve the accompanying Final Action Plan. 

I am satisfied that this plan demonstrates a clear and deliverable commitment to ensuring that 

customers are no worse off, and that appropriate actions, controls, and monitoring arrangements 

are in place to achieve this outcome. 

 

 

Gregory Addison-Smyth  

Managing Director  

mua Water Limited 
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Customer service performance 
Licence Condition G  
Customers are at the core of what we do. Our commitment to delivering outstanding customer service is reflected in our mission and values. In 

complying with licence condition G, we deliver six principles for customer care that can be found in the Customer Statement within our Annual 

Performance Report 2025-26.  

Social tariffs  

Ofwat data identified that NAV customers on social tariffs in 2024-25 was significantly lower than the regulator expected, indicating that NAV 

customers may be worse off than they would be if they were served by incumbents. On average, six percent of incumbent water company 

customers are on social tariffs, which is a separate tariff to the WaterSure tariff. 

In comparison, 1.26% of our residential customers are on our Social Tariff and 3.36% on our WaterSure Tariff. 

Performance area Current status Requested actions to ensure no worse off Company response and commentary 

Social tariffs 

Currently, 1.26 

% of our 

residential 

customers are 

on our social 

tariff. 

 

Your plans to identify additional 

customers eligible for your social tariff 

and your proposed actions to move them 

onto this tariff.  

 

This should demonstrate that you will (or 

have) establish(ed) and implement(ed) 

clear, effective policies, procedures and 

systems, along with embedding a culture 

to identify customers who need extra 

help with paying their bills and are taking 

proactive action to offer them support. In 

your response, you should specify your 

actions and timing for completing these 

actions. 

Commentary: 

We are committed to improving our social tariff uptake.  

 

We proactively identify customers eligible for our social 

tariffs and support them to move into these tariffs. 

 

Completed actions that are ongoing to March 2027: 

• Our Billing team proactively identifies customers eligible 

for our social tariff. 

• When customers contact our Billing team, the team talks 

through their water usage, household type and 

appropriate payment levels. 

• If a customer raises concerns about the payment amount 

– or we are aware that they are on a low income or a 

vulnerable household – the customer is asked to apply for 

our Social tariff 
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 • We promote our social tariffs and WaterSure on our 

website. 

• We have an electronic application form on our website for 

customers to apply for a social tariff  

• On our water webpage, we have the contact number and 

email address for our Billing team clearly displayed next 

to the headline ‘Need help with your bills’? 

• We have a section under FAQs for ‘I’m struggling to pay 

my water bills, can you help?’ 

• Within our bills, we include information about financial 

support for households struggling to pay their bills (see 

appendix A.2). 

 

Additional actions that will be complete by March 2027: 

We will continue with all the above actions. 
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Guaranteed Service Standards (GSS) 

The Guaranteed Standards Scheme sets out the minimum guaranteed standards of service that customers can expect from their water and 

sewerage company.  

 

Performance area Current status Requested actions to ensure no worse off Company response and commentary 

Guaranteed 

Service Standards 

(GSS) 

Compliant with 

the uplifted 

minimum GSS 

payments.  We 

republished our 

revised 

Customer Code 

of Practice on 

our website in 

January 2026. 

 

All standards 

met during 

reporting 

period – no 

payments 

made. 

 

An explanation of how you have 

updated your processes to reflect the 

new uplifted minimum GSS payments 

which came into force in England from 

1 October 2025.  

 

An explanation of how you are making 

customers aware of the GSS and the 

compensation they could be entitled 

to. 

Commentary: 

We have updated our Guaranteed Standards of Service to 

reflect the new uplifted minimum GSS payments which 

came into force in England from 1 October 2025. 

 

We exceed the GSS requirements in the following ways:  

• When there is a planned supply interruption, we update 

our website with this information in the network status 

updates section. 

• If there is an unplanned interruption or we issue a water 

quality notice, we’ll keep customers updated on our 

progress towards restoring supplies/quality via a 

dedicated page on our website, which we’ll promote via 

our social media channels. Where possible, we provide an 

indication of the likely length of an incident. 

• We aim to read each customer’s water meter once every 

six months.  

• We also encourage customers to submit meter readings in 

their online account if they want to track their usage more 

closely.  

• We’ve also developed new functionality to make it easier 

for customers to find out whether we’re their supplier, as 

well as our network status updates postcode search tool 
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https://www.ofwat.gov.uk/publication/guaranteed-standards-scheme-gss-summary-standards-conditions/
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which provides details on planned and unplanned outages 

impacting supplies. 

 

Completed actions that are ongoing to March 2027: 

We are making customers aware of GSS and the 

compensation they could be entitled to through: 

• Our Customer Code of Practice, published on our website 

• Writing directly to customers to explain that they’re 

eligible for compensation and how they will receive the 

compensation payment 

 

Additional actions that will be complete by March 2027: 

In addition to the above actions: 

• We will let customers know about supply interruptions via 

SMS.  
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Priority Services Register (PSR) 

We accept that the average PR19 PSR reach for incumbent water companies is 12.8%. Our current reach of 12.18% compares well and is good 

evidence for complying with Licence Condition G, with 29 households registered on our PSR. 

Performance 

area 
Current status Requested actions to ensure no worse off Company response and commentary 

Priority Services 

Register 

Currently, 

12.18% of our 

bill payers are 

registered for 

the PSR 

Your plans to identify additional customers 

who are eligible for the PSR.  

 

This should demonstrate that you will (or 

have) establish(ed) and implement(ed) 

clear, effective policies, procedures and 

systems, along with embedding a culture 

to identify vulnerable customers and are 

taking proactive action to offer them 

support. You should refer to the Priority 

services registers – standards for water 

companies in England and Wales from 1 

April 2025 to ensure your plans will meet 

our expectations.  

 

In your response, you should specify 

actions and your timing for completing 

these. 

 

Copies of external documents (e.g. 

household bills and/or marketing material) 

to demonstrate how you currently raise 

awareness of the PSR with your customers. 

Commentary: 

We are committed to growing our PSR beyond the levels 

achieved by incumbent companies during the 2020-25 

period, in line with Priority services registers – standards for 

water companies in England and Wales from 1 April 2025. 

 

We have embedded a culture to identify vulnerable 

customers and are taking proactive action to offer them 

support.  

 

We’re aware many customers don’t recognise themselves as 

being vulnerable – and could even feel insulted at the 

thought of us classing them as vulnerable.  

 

In our customer-facing communications, we’re mindful of 

the language we’re using. For example, on our PSR 

webpage, we purposely don’t use the term ‘vulnerable 

customer’ or ‘vulnerability’. Instead, we give examples of 

why people might need extra help from us and the types of 

services we can offer.  

 

Completed actions that are ongoing to March 2027: 
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We plan to identify additional customers who are eligible 

for the PSR through:  

• Our new occupier welcome postcard (see appendix 

A.1) 

• Our online billing portal 

• Our opening and cyclical bills (see appendix A.2) 

• Our water customer webpage 

• Our ‘Looking after you’ customer webpage 

• Our dedicated PSR webpage 

 

Additional actions that will be complete by March 2027: 

We will continue with all the above actions. 
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Complaints 

Performance 

area 
Current status Requested actions to ensure no worse off Company response and commentary 

Complaints 

 

No complaints 

received, either 

generally or 

with specific 

focus on bills or 

billing, either by 

phone or in 

writing. 

An explanation of how you are using the 

insights gained from your customer 

complaints data to improve your overall 

business practices and therefore, your 

customer service.  

 

You should refer to our guidance on 

improving customer service and support 

during incidents when considering how to 

plan for and manage incidents to deliver  

improved experiences and outcomes for 

customers. 

Commentary: 

We use the insights gained from our customer complaints 

data to improve how we operate and how we serve our 

customers. 

 

We’ve pre-drafted plans for crisis communications, drought 

and severe weather – all of which we’ll continue to evolve 

as our company matures – reflecting best practice captured 

within Ofwat’s Improving customer service and support 

during incidents report.   

 

Completed actions that are ongoing to March 2027: 

• We report on all inbound customer enquiries, monitoring 

why people have called us and the nature of their enquiry.  

• We share a summary of this information with our Senior 

Leadership team every month, so that we’re all aware of 

our call volumes, why people are calling us and how we’re 

continuing to maintain our 100% resolution rate.  

• While we have a published complaints procedure within 

our code of practice, we’ve not had a customer raise a 

complaint through our procedure to date. 

• If there is an unplanned interruption or we issue a water 

quality notice, we’ll keep customers updated on our 

progress towards restoring supplies/quality via a 

dedicated page on our website, which we’ll promote via 
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our social media channels. Where possible, we provide an 

indication of the likely length of an incident. 

 

Additional actions that will be complete by March 2027: 

In addition to the above actions:  

• Although we didn’t receive any complaints in 2025-26, we 

would provide a substantive response to written 

complaints or queries within 10 working days after we 

receive it. 

• Should we receive any customer complaints, we will 

review them and determine the themes by root cause 

analysis. 
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Appendix A: Customer communications  
 

1. New occupier welcome postcard 
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2. Customer bills 
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