
Page | 0  
 

 
 

 

 

 

 

 

Our Standards of Service and Policies 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

www.wessexwater.co.uk 

Wessex Water Wholesale Services 



Page | 1  
 

Our Promise to You and Your Customers 

We are committed to delivering a high level of service to all retailers and their customers. 

We aim to: 

 deliver excellent standards at all times 

 put things right as quickly as possible 

 compensate you and your customer if we fail to keep our promise 

 offer a range of cost reflective and innovative tariffs. 

Our promise for retailers is underpinned with a 'no quibble' guarantee and compensation payments 

that are among the highest in the industry. 

We recognise that some of your customers rely heavily on water and sewerage services. For these 

customers we offer enhanced services. 

 

Andy Pymer, Managing Director Wessex Water Services Ltd. 
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1.0 Introduction  

Wessex Water are a regional water and sewerage business serving 2.8 million customers across the 

south west of England including Dorset, Somerset, Bristol, most of Wiltshire and parts of 

Gloucestershire and Hampshire.  

Our aim is to give all Retailers and their customers excellent standards of service by providing high 

quality water and environmental services that protect health, improve the environment and give 

customers good value for money.  

We are recognised by our regulators as one of the leading water and sewerage companies in 

England and Wales.  

The Wessex Water Region 

 

 

If you would like to know more about Wessex Water, please visit our website. 
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2.0 Wholesale Services Contact  

2.1 Meet the Team - We operate a small dedicated team committed to making the retail water 

market a success for all participants through excellent standards of service and delivery.   
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3.0 Our Standards of Service and Approach 

3.1 Delivering Excellence and Putting Things Right – Our Guarantee to You 

When working with us you can expect to receive industry leading standards of service. In addition to 

the Market Operational Terms and Performance Standards (OPS) we have our own standards of 

service for delivering work requests, dealing with planned and unplanned changes in service, and 

responding to any water quality issues. If we don’t deliver on our standards, we are committed to 

working with you and your customers to put things right.  

Our services backed by our guarantee can be found throughout this document. 

We’ll respond to you within: 

  

 4 WORKING HOURS   1 WORKING DAY 

This indicates the number of working hours or working days within which we’ll respond to you. 

We’ll pay you if we fail: 

£50  £100 
This indicates the amount we’ll pay you if we fail to keep our promises. 

How your payments will be made: 

A AUTOMATIC PAYMENT C CLAIM 

We make some payments automatically but others you will need to claim on behalf of your customer.  

All compensation will be credited monthly to your wholesale account with us. 

Points to note: 

 Our timescales start on the day we receive your request or correspondence. 

 Compensation payments payable to customers are credited to Retailers accounts in the 

following month in which they occurred. 

 Where we are not able to identify customers affected by sewerage flooding, pressure issues 

and supply interruptions, customers can claim payments through their retailer. 

 Any claims must be made within 3 months. 

 Penalty Payments:  where we fail to make an automatic payment within the stated time we 

will make penalty payments.  Please refer to the tables for details.  Where you need to claim a 

payment, we’ll credit it monthly to your account.  If we fail to do that you are entitled to a 

penalty payment. 

 Disputes:  any disputes arising in relation to guaranteed standard payments may be referred 

to OFWAT for determination.  Its decision is binding. 

 Please see the guaranteed standards terms and conditions document on our website for 

more information. 
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 live information on planned interruptions to services and unplanned events that may affect your 

customers in our region. 

If your customer contacts us directly for an unplanned change to their service or any other contact, we 

will let you know via the portal. 

Each work request raised with us will be assigned a unique work request number so that you can 

easily find it in the portal or quote this number when contacting us. 

You can of course add your own internal reference when raising a request with us and this will be 

available against the request for you to search against.  

If you experience a problem using the portal or would like to know more, please contact our wholesale 

service desk. 
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3.10 Market Data – Working with you and the industry 

We have a dedicated market and asset data team who look after all of our market data transactions.  

The team routinely review and update data in both our systems and CMOS to ensure that the data we 

provide is as accurate as possible.  We don’t delay, if the data needs updating we will carry out the 

necessary work as soon as possible. 

We are always in support of market activity in this area including initiatives and areas of focus 

identified in the market performance operating plans.  We take a proactive approach to improving 

market data and often challenge ourselves above our market obligations. 

We see many aspects of market data as an industry led collaboration to improve and a key part of our 

working relationship with Retailers to make improvements together. 

If you would like to talk to us about any aspects of market data, please get in contact.   
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4.0 Our Policies 

Our policies are designed to offer industry leading standards of service to all retailers and their 

customers.  Innovation and continuous improvement are key to our approach. 

We aim to make our policies clear and concise so that you can expect a consistent approach and 

delivery of services from us every time. 

We are always keen to hear to your feedback.  Please contact us if you would like to discuss our 

policies in more detail. 
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If the leak was our responsibility to repair, we will award an allowance for the leak duration 

(Uncapped) and for the full consumption above the normal daily consumption / discharge.   

Pipework ownership can sometimes be complex and can often cause confusion with customers.  

Please visit our website for general guidance on pipework responsibility and ownership. 

Calculation components 

Leak Duration days - The leak duration will be calculated as the number of days from the estimated 

start date of the leak to the date of repair. 

Total Volume / Discharge m3 - The total volume / discharge will be calculated as the meter reading 

on the date of repair minus the meter read before the estimated start date of the leak. 

Normal Daily Water Consumption m3 - We calculate the normal daily water consumption from 

historic reads prior to the start of the leak.   

Normal Daily Sewerage Discharge m3 - Normal daily sewerage discharge is calculated as the 

normal daily water consumption calculation above multiplied by the return to sewer % for the supply 

point. 

In the absence of sufficient meter reads, we may use an alternative period to calculate normal daily 

volumes/discharges or ask you for additional meter reads. 

If your customer has received an allowance before 

If your customer has received a previous allowance from us and is eligible to apply for another 

allowance, we will require evidence from you to demonstrate how your customer has monitored their 

consumption for leaks since the last allowance was received.  

We believe one of the simplest ways to monitor for leaks is to increase the number of meter reads.  

We will expect for subsequent allowance applications to see evidence of monthly meter reads. 

Don’t forget that your customer could consider renewing their pipework and we may be able to 

reconnect them to our stop tap free of charge. 

Additional information for allowances 

We may on occasion ask for additional information to process an application.  This could include 

additional meter reads and evidence of repairs. 

Provided that we have all of the information we need to make a decision, we will process your 

application and let you know the outcome as soon as possible. 
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4.4 Disconnections and Reconnections 

 

Our approach to disconnection and reconnection requests follow the processes described in the 

Operational Terms.   

 

For customer disconnection requests, we would always advise customers in discussion with their 

Retailer to carefully consider the future use of their supply.  Supply pipes that are temporarily 

disconnected for a prolonged amount of time can lead to problems if they are to be reconnected and 

used again.  In some circumstances a permanent disconnection may be more appropriate. 

 

We receive a number of customer requested disconnection requests direct from customers as 

permitted within the Operational Terms.  As soon as we have contact, we will let you know and keep 

you informed on progress.  On occasion, some of these requests are from tennants at the end of a 

tennancy.  In this situation, we will refer customers to you as their Rertailer to ensure there are no 

future problems for the landlord or new tenants before we proceed with any request.  

 

Disconnections for Non-Payment 

 

Our approach to all work requests is to complete them as soon as possible and to the highest 

standard.  If we can isolate a supply on request by means of a simple locking device on our first visit, 

this will be a standard disconnection. 

 

If we need to carry out any modification of pipework/apparatus to disconnect a supply, this will a non-

standard disconnection request.  In this situation, we will follow the Operational Terms process and 

work to providing you with a date of disconnection as soon as possible. 

 

If a disconnection request poses a risk to animals (often this will be for a trough supply), we need to 

notify the appropriate agencies in advance so that the welfare of any animals are not put at risk.  This 

will also be a non-standard disconnection and follow the same process. 

 

If we cannot complete a disconnection request, our wholesale service desk will let you know as soon 

as possible with reasons why. 

 

Please see the section on non-standard requests for more information. 

 

Working With You 

 

If we are performing a non-standard disconnection request for you due to non-payment, we will 

always let you know the planned date and give you the opportunity to attend where possible.  If we 

attend site on our own, we will always encourage your customer to get in contact with you as soon as 

possible. 

 

Protecting Water Quality – Our Network and Your Customers Supply 

 

If a supply has been temporarily disconnected for a prolonged amount of time, we may need to carry 

out flushing and sampling works before the supply is reconnected.  This is to ensure that water quality 

remains at the highest standard.  We will let you know at the earliest opportunity if there is a delay in 

reconnecting your customers supply.   

 

The longer the supply has been disconnected, the higher the risk of issues with water quality.  To help 

you set expectations with your customer, any supply that has been disconnected for over a month 

may require us to undertake water quality work before it is reconnected.  It is essential that we 

maintain water quality at all times therefore we may undertake water quality work for any reconnection 

if we identify a risk regardless of the duration that the supply has not been in use. 

 

 

Don’t forget we have signed up to the 

accredited entities scheme in the Wessex 

region to give you even more options. 
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The offer of a free connection to our water main (See assistance with metering a premise) is limited 

to standard connections.  Please see the section on non-standard work requests.   

 

The offer of a free upgrade to a pulsed supply or AMR meter (see improving access to meters) will 

normally be the choice of the customers Retailer however, Wessex Water reserves the right at any 

time to choose which option is most suitable.   
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Sampling 

We will set up a sampling programme based on an internal risk assessment, to monitor compliance 

with your consent and for wholesale charging. 

We have a legal right to carry out monitoring and enforcement activities under the Water Industry Act 

1991.   

Changes 

Where your customer is looking to change a process and they believe this will alter the quantity or 

quality of your effluent, you must inform us in advance of the change by submitting a variation of 

trade effluent consent (G/02 form).   

We encourage pre-application discussions through the G1 process. 

We will periodically review your customers trade effluent consent to ensure that it protects public 

health, our assets, the environment and that it is suitable for your business.  This may involve some 

changes of conditions in the existing consent.  Where this is the case, we will inform you and your 

customer at the earliest opportunity. 
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4.7 Water Supply Regulations 

 

Introduction 
 
We’re legally required to ensure all the water we supply is clean and safe and we must follow strict 
regulations regarding its treatment and the monitoring of water quality. 
 
This legal duty means we must also ensure that anyone connected, or connecting, to our network, 
installing or altering existing plumbing systems, also follows the regulations and keeps to the national 
standards. 
 
They are called The Water Supply (Water Fittings) Regulations 1999. The regulations are designed to 
prevent waste, misuse, undue consumption, erroneous measurement and contamination of drinking 
water.  They do this by describing how plumbing must be maintained, what materials must and must 
not be used, and the backflow prevention devices required. 
 
It’s the responsibility of water companies to enforce these regulations in their supply region and this 
policy sets out how we manage this and support our consumers in achieving compliance.  The Water 
Regulations Advisory Scheme (WRAS) provides support to water companies with their enforcement 
duties. 
 
The fittings regulations govern what owners are allowed to do within a property and are for everyone’s 
benefit. The fittings regulations are available to view online, free at www.legislation.gov.uk 
 
The regulations do not just prevent the contamination of the public water network, but also 
contamination occurring within premises themselves via cross connections and backflow. 
 

Responsibilities of designers, installers, premises owners and occupiers 
 

All those who own or occupy premises receiving a mains water supply from Wessex Water, have a 
legal duty to make sure their plumbing system meets the requirements of the fittings regulations. This 
includes only installing products and using materials that meet the requirements of Regulation 4.  This 
states that every fitting installed must be made to an appropriate quality and standard suitable for use 
with the mains water supply.   
 
Anyone planning plumbing work must also check Regulation 5. This is a list of different types of work 
requiring our consent before it can begin. 
 
For further details of the notification process, including notification forms, please visit  
 
wessexwater.co.uk/help-and-advice/your-water/plumbing 
 

Plumbing Inspections 
 
We operate a risk-based inspection programme involving proactive visits to premises with mains 
water connections. We determine this by considering the material use of the premises. We also react 
to water quality incidents reported to us. 
 
Once a property has been selected for inspection, we’ll send a letter explaining the need for the 
inspection. If we don’t hear back, an appointment is scheduled, and the details sent in writing. Prior 
notice may not be given if we have been informed of a serious breach of the fittings regulations or we 
are responding to a water quality contamination incident. 
 
Premises are assigned fluid categories based on the material use of the premises and the potential 
fluids that may be present. 
 
www.legislation.gov.uk/uksi/1999/1148/schedule/1/made 
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The risk categories of premises are shown below. 

 

 
 

During our visit 
 
Our inspector will carry out an assessment of all accessible pipework, fittings and appliances using 
mains water to check for compliance with the fitting’s regulations. 
 
Any aspects of the plumbing that do not meet the regulations will be recorded as contraventions and 
discussed with the owner or occupier.  We’ll send a written report containing all contraventions identified 
and the required improvement work to make them compliant.  This will also include a date by which the 
work must be completed. 
 
A follow up visit will be arranged to ensure the required work has been carried out.   Action will be taken 
if work has not been carried out appropriately. For higher risk, more serious contraventions, it may be 
necessary to disconnect the water supply immediately to protect the public water network.  If the owner 
or occupier fails to carry out the work within the specified timescale and has not contacted us to agree 
a reasonable extension, we will exercise our legal powers under the Water Industry Act 1991. This may 
include one or more of the following: 
 
• instructing a contractor to undertake the required work 
• disconnecting the water supply 
• formal caution 
• prosecution. 
 
Any costs incurred by any of the above enforcement activities will be recharged to the owner or occupier.  
In all cases, the response will be proportionate to the seriousness and persistence of the breach and 
assessed on a case-by-case basis. 
 
Keeping Retailers Informed 

 

We will keep you informed at every step of the regulations process including copies of any 

notifications/correspondence that we send to your customer. 
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