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About this document 

This is a register of guidance supporting Condition G: Principles for Customer Care in water 
companies' instruments of appointment.  

The guidance provides examples and expectations of how water companies can meet the 
principles of customer care.  

As well as gaining insights from other sources, such as research into customer experience, 
we may consider compliance with the licence condition with reference to this guidance by 
assessing how a water company had taken account of the guidance in its activities to comply 
with this new licence condition.  

This register also includes supporting information to help water companies consider whether 
they are complying with the licence 

Change history 

Version Date of issue Modification to previous issue 

1.0 12 February 2024 First issue 

1.1 09 April 2024 Replaced reference to Core customer information draft guidance with 
Core customer information final guidance (highlighted in table below) 

  

https://www.ofwat.gov.uk/regulated-companies/vulnerability/customer-focused-licence-condition/
https://www.ofwat.gov.uk/regulated-companies/ofwat-industry-overview/licences/
https://www.ofwat.gov.uk/regulated-companies/ofwat-industry-overview/licences/
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 Guidance Supporting information 
Licence 
principles 

G3.1  The Appointee is proactive in its communications so that its customers receive the right 
information at the right time, including during incidents. 
G3.2  The Appointee makes it easy for its customers to contact it and provides easy to access 
contact information.  

 Core Customer Information draft (Ofwat 2024) Information on stream (CCW, 2015) 

Licence 
principles 

G3.3  The Appointee provides appropriate support for its customers when things go wrong and 
helps to put things right. 
G3.4  The Appointee learns from its own past experiences, and shares these with relevant 
stakeholders. The Appointee also learns from relevant stakeholders' experiences and demonstrates 
continual improvement to prevent foreseeable customer harm to its customers.  

 Customer experiences of sewer flooding – a joint report by 
CCW and Ofwat (Ofwat and CCW, 2022) 

Customer experiences (Ofwat and 
CCW, 2023/24) 
 

Improving complaint processes in water – a follow up 
report (Ofwat and CCW, 2021) 

Complaint reporting guidance for non-
household customers (CCW, 2023) 
 

Putting things right: Household complaints practices in 
the England and Wales water industry (Ofwat and CCW, 
2020) 

Complaint reporting guidance for 
household customers (CCW, 2022) 
 

Out in the Cold (Ofwat, 2018) Household customer complaints report 
(CCW, 2022) 

 

Licence 
principles 

G3.5  The Appointee understands the needs of its customers and provides appropriate support, 
including appropriate support for customers in vulnerable circumstances, and including during 
and following incidents. 
G3.6  As part of meeting principle G3.5 above, the Appointee provides support for its customers 
who are struggling to pay, and for customers in debt.  

 Vulnerability guidance – Service for all (Ofwat, 2023) 
 

 

Paying Fair Guidelines  (Ofwat, 2022)  

Listen, Care, Share: Water customers’ experiences during 
Covid-19 (Ofwat, 2021)  

 

 

https://www.ofwat.gov.uk/regulated-companies/vulnerability/core-customer-information-guidance/
https://www.ccwater.org.uk/research/information-on-stream/
https://www.ofwat.gov.uk/wp-content/uploads/2022/05/customer-experiences-of-sewer-flooding-a-joint-report-by-ccw-and-ofwat.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2022/05/customer-experiences-of-sewer-flooding-a-joint-report-by-ccw-and-ofwat.pdf
https://www.ofwat.gov.uk/about-us/customer-research/customer-experiences/
https://www.ccw.org.uk/publication/improving-the-complaints-journey-for-water-customers/
https://www.ccw.org.uk/publication/improving-the-complaints-journey-for-water-customers/
https://www.ccw.org.uk/publication/complaint-reporting-guidance-for-non-household-customers/
https://www.ccw.org.uk/publication/complaint-reporting-guidance-for-non-household-customers/
https://www.ofwat.gov.uk/publication/putting-things-right-ofwat-ccw-report/
https://www.ofwat.gov.uk/publication/putting-things-right-ofwat-ccw-report/
https://www.ccw.org.uk/publication/complaint-reporting-guidance-for-household-customers/
https://www.ccw.org.uk/publication/complaint-reporting-guidance-for-household-customers/
https://www.ofwat.gov.uk/out-in-the-cold/
https://www.ccw.org.uk/publication/household-customer-complaints-report-2022/
https://www.ccw.org.uk/publication/household-customer-complaints-report-2022/
https://www.ofwat.gov.uk/regulated-companies/vulnerability/service-for-all-vulnerability-guidance/
https://www.ofwat.gov.uk/regulated-companies/vulnerability/paying-fair-guidelines/
https://www.ofwat.gov.uk/regulated-companies/vulnerability/paying-fair-guidelines/
https://www.ofwat.gov.uk/wp-content/uploads/2021/07/Listen-Care-Share-Report.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2021/07/Listen-Care-Share-Report.pdf


Ofwat (The Water Services Regulation Authority)  
is a non-ministerial government department.  
We regulate the water sector in England and Wales. 

Ofwat
Centre City Tower
7 Hill Street
Birmingham B5 4UA
Phone: 0121 644 7500
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This publication is licensed under the terms of the Open 
Government Licence v3.0 except where otherwise stated.  
To view this licence, visit nationalarchives.gov.uk/doc/ 
open-government-licence/version/3.

Where we have identified any third party copyright 
information, you will need to obtain permission from the 
copyright holders concerned.

This document is also available from our website at  
www.ofwat.gov.uk.

Any enquiries regarding this publication should be sent  
to mailbox@ofwat.gov.uk.

https://www.ofwat.gov.uk/
mailto:mailbox%40ofwat.gov.uk?subject=
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