
 

 

 

 

 

 

 

Albion Water 
 

 

 

 

 

 
 
 
 
 

Customer code  
of practice 

 
 
 
 
 
 
 

Important information  
for the occupier 

 

 

 

 

 

 

 

 

  

 

 

 

Customer services 
Albion Water Ltd 
78 High Street  
Harpenden 
Herts AL5 2SP 
 

T 0845 604 2355 Customer services 
T 0800 917 5819 Emergencies 
E customerservices@albionwater.co.uk 
 

www.albionwater.co.uk

mailto:customerservices@albionwater.co.uk


 
 

CCPv2 

1 

 
 

 

 

 

 

 

 

CUSTOMER CODE OF PRACTICE  
 

Page 
Introduction 3 
Contact Details 

 
Section 1  4 
Albion Water Limited - Your Sewerage Services Company 
 
Section 2  4 
The Regulatory Framework 
 The Water Services Regulatory Authority 
 The Consumer Council for Water 
 The Environment Agency 
 Improving our Services 

 
Section 3  5 
Our Sewerage and Sewage Disposal Service 
 Storm and Surface Water Sewers, Foul Sewers and Combined Systems 
 Responsibility for Pipework 
 Protection Against Flooding from Public Sewers 
 Sewage Treatment 
 Statutory Sewer Maps 
 Adoption of Private Sewers 
 Connection of Drains or Private Sewers to a Public Sewer 
 Requisitioning and Provision of Public Sewers 

 
Section 4  9 
Powers of Entry and Employee Identification  
 
Section 5  10 
Charges, Bills and Accounts 
 Types of Charges 
 Paying Sewerage Charges 
 Unmetered 
 Metered 
 Help with Metered Bills 
 Agreeing a Payment Plan 
 Paying Charges  

Code of Practice on Payment 
Special Assistance 

 
Section 6  13 
Services for Customers Requiring Special Assistance 
 Register of Customers with Special Needs 
 Services Available 
 Customer Information and Communication 

 



 
 

CCPv2 

2 

Section 7  14 
Complaints  
 
Section 8  14 
Arbitration and Determination  
 
Section 9 16 
Your Guaranteed Standards of Service 
 Keeping Appointments 
 Replying to Correspondence 
 Flooding from Sewers 
 Working in the Street 
 Money Paid in Error 
 Direct Debits 
 Receipts 
 Court Claims 
 Exceptions 

 
Section 10  20 
Useful Contact Details  
 
Appendices  
Appendix 1 Scheme of Charges 22 

Section I How to Use this Guide 24 

Section II General Principles 25 

Section III Customers with a Metered Water Supply 25 

Section IV  Customers without a Metered Water Supply 25 

Section V  Help for Vulnerable Customers 26 

Section VI  Paying Your Bill  27 

Section VII  Applying for a Meter  28 

Section VIII  Further Information  29 

Section IX Our Sewerage Charges  33 

Section X  Contact Details 34 
 
Appendix 2 Payment and Debt 36 
 
Appendix 3 Complaints Procedure 42 
 
 
 
 
  
 
 
 
 
 
 
 
 
 



 
 

CCPv2 

3 

 

INTRODUCTION  
 
1. As a responsible company committed to satisfying our customers, Albion Water Limited 
(“Albion” or “the Company”) aims to provide you with a high quality service and has produced this 
Code of Practice to explain our approach.  

 
2. This Code is for domestic customers, and sets out your statutory rights with regard to the 
sewerage services which we supply to you.  It explains the standards of service which we aim to 
give and who to contact if you have any problems.  Where there is any difference in service 
standards between domestic and commercial customers these are clearly highlighted.  
 
3. This Code also contains appendices detailing our charges and explaining the measures in place 
for dealing with payments and debt, and our procedures for dealing with complaints, including who 
you can contact if you remain dissatisfied after we have attempted to resolve your complaint.  
 
4. This Code has been issued in consultation with the Consumer Council for Water (CCWater - 
London and South East) and approved by the Water Services Regulation Authority (Ofwat). From 
time to time we shall revise the Code, or any subsection thereof, and will take into account 
comments from customers and other interested bodies.  
 
5. This Code of Practice was last approved by Ofwat on 2nd July 2009.  
  
6. Nothing in this Code of Practice affects your rights under law and it does not form a contract 
between you and the Company.  
 
7. If you need to contact the Company in an emergency, please use the following freephone 
number:  

0800 917 5819 
 
The Company‟s main contact number and the Customer Service Helpline is: 

0845 604 2355 
 
If you need to send us a Fax, our number is:  

020 8977 3185 
 
If you would like to contact us by e-mail please use: 

customerservices@albionwater.co.uk  
 
However you choose to contact us, one of our senior executives will respond promptly and 
effectively to your concerns. 
 
 
Signed  
 

David Knaggs 
 
Albion Water Limited  
July 2009  
 

mailto:customerservices@albionwater.co.uk
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SECTION 1  

ALBION WATER LIMITED - YOUR SEWERAGE SERVICES 
COMPANY  
 
1.1. Albion provides water and/or waste water services to individual sites in England and Wales. 

The Company is a wholly-owned subsidiary of Albion Water Group Limited, a private limited 
company.  

 
1.2. This version of the Code is intended for domestic customers at Knowle Village, Fareham, 

Hampshire, where Albion is the appointed sewerage services provider.  Water services 
continue to be supplied by Portsmouth Water who remain your contact point for water supply 
issues (their contact number is included in section 10).  

 
1.3. The population we expect to serve at Knowle Village is around 2,000.  Elsewhere in the UK 

we deliver around 1.5 billion gallons of water for industrial processes, and around 5.5 million 
gallons of drinking water every year.  

 
1.4. We employ a small, highly qualified team to manage the business, and make use of bought 

in services to provide additional expertise and capacity when required. 
 

SECTION 2   

THE REGULATORY FRAMEWORK 
 
2.1. Albion was appointed by the Secretary of State for the Environment to supply sewerage 

services to this site.  Along with all other statutory undertakers we have to comply with the 
terms of a Licence which sets out the rules we must follow in providing the services and how 
we must behave towards our customers and the various regulators who monitor our 
compliance with our legal obligations - obligations which we are committed to meeting.  The 
roles of the regulators are described below, and their contact details are shown in Section 
10.  

 
The Water Services Regulation Authority (Ofwat)  
 
2.2. Ofwat has been set up by the Secretaries of State for the Environment, and for Wales. One 

of its main duties is to protect the interests of customers of all water and sewerage 
companies (known as undertakers) in accordance with legislative provisions and the 
Licences issued to them.  It does this by:  

 imposing limits on the overall increases we can make in our charges.  

 approving our charges and Charges Scheme.  

 monitoring our capital investment to improve our services.  

 establishing the levels of services which we must provide.  

 laying down requirements about the information which we must give to our customers.  
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2.3. This Code of Practice is issued to comply with Licence Condition G, and is approved and 
regularly reviewed by Ofwat. 

 
The Consumer Council for Water 
 
2.4. The Consumer Council for Water (CCWater) is an independent body, established in 2005, to 

represent consumer interests.  It has 5 committees, four in England and one in Wales, the 
Chairmen of which represent the regions on the CCWater Board.  CCWater has a customer 
service team covering your area, based in their Birmingham office (see section 10 for full 
contact details).  

 
2.5. CCWater has legal duties to keep under review matters affecting the interests of customers 

or potential customers of their allocated companies and to investigate complaints.  You may 
refer a complaint to CCWater at any time, but usually it will not begin its own investigations 
until the Company has had the opportunity to resolve it.     

 
The Environment Agency  
 
2.6. The Environment Agency regulates the amount of water which undertakers can take from 

rivers and other inland waters and sets standards for the condition of the waste water 
returned to rivers or the sea after treatment.  

 
Improving our Services  
 
2.7. Albion was set up in the mid 1990s to be at the forefront of competitive challenge to the 

existing water companies in England and Wales.  As the first newly licensed water company 
since the privatisation of the water industry in 1989, it is committed to the delivery of high 
quality services to customers, using techniques and processes which minimise the impact of 
our activities on the environment.  We aim to do more than simply meet the legal standards 
set by Government for the industry, and to consistently out-perform the existing water 
companies 

 
2.8. The Boards of Albion and its parent company have access to a wide range of industry 

experts to advise it on all aspects of its business which affect customers.  
 
 

SECTION 3  
 
OUR SEWERAGE AND SEWAGE DISPOSAL SERVICE  
 
3.1. We maintain a system of sewers (to become public following due adoption process) which 

takes the waste water from your property‟s connection to the public sewer for treatment and 
disposal. The system of pipes which carries the waste water is called the sewerage system. 
 

3.2. We must provide and maintain an adequate sewerage system for our sewerage region. 
 
 
Storm and Surface Water Sewers, Foul Sewers and Combined Systems 
 

3.3. The sewerage system in your area is likely to be of one of two types, either: 
(a) a dual system whereby storm and surface water drains to one sewer pipe and foul water 
from your property drains to another separate pipe; or 
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(b) a combined system where both storm and surface water and foul water from your 
property drain to the same sewer pipe. 
 
Responsibility for Pipework 
 

3.4. The pipework which comprises the sewerage system can be categorised in four ways: a 
drain; a lateral drain; a public sewer; or, in the case of un-adopted pipes, a private sewer 
system. 

 
 

3.5. A drain is a pipe which conveys foul or storm water from one property to a sewer.  
Responsibility for the drain up to the point of connection with the sewer lies with the owner of 
the property.  In the case of properties completed after May 2004, undertakers can adopt the 
„lateral‟ drain linking a demarcation chamber at the property boundary to the public sewer. 
 

3.6. A private sewer is a pipe which collects and conveys foul or storm water from several 
properties.  A private sewer may connect to a public sewer or a private sewage treatment 
works.  Responsibility for a private sewer lies jointly with the owners of the properties which 
it serves. 
 

3.7. A public sewer is one which has been vested in the Company and is shown as such on a 
statutory sewer map.  We are responsible for public sewers. 
 

3.8. In most cases our sewers are situated in roads or public open places.  In certain 
circumstances, however, our sewers may run through private land, in which case we have a 
right of access for maintenance and legal protection against you building over, or near, our 
sewer.  Where we need to lay or maintain pipes in your land we will observe a Code of 
Practice for working in private land.  A copy of the Code of Practice for Pipe-Laying is 

Manhole           Public Sewer 

Drain 
 
  Public Sewer                     Property Boundary 

Properties 

Demarcation Chambers 
Drains 

Lateral Drains 

Road 

Lateral Drains & Sewers 
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available free of charge by telephoning our Customer Service Helpline.  Ofwat has a duty to 
investigate complaints about the company‟s exercise of works powers on private land, 
unless it considers that the Company has not had sufficient opportunity to do so. 
 
Protection Against Flooding from Public Sewers 
 

3.9. We regard sewer flooding as unacceptable, and aim to provide adequate capacity in our 
sewers to protect homes from flooding.  Extreme weather will always create some flooding 
risk as it is not always financially feasible or environmentally sustainable to provide sewers 
of sufficient capacity to cope with any amount of rain.  The aim of our capital investment 
programme is to protect homes against flooding from storms which are so severe that, on 
average, they put properties at risk of flooding once in 10 years.  Flooding from sewers can 
also occur for other reasons, such as blockages. 
 

3.10.  If there is a sewer blockage or a pumping station breakdown which threatens to flood 
domestic premises, we aim to have a representative on site as quickly as possible and to 
start work within 8 hours.  If there is a problem with the sewerage system, please call our 
Emergency Helpline on 0800 917 5819. 
 

3.11. If you are affected by a sewer flooding call our Emergency Helpline.  We will help with any 
clearing up necessary as a result of sewer flooding.  We aim to complete a clear up within 12 
hours for internal flooding and 24 hours for external flooding.  The clear up can include 
pumping out, hosing down, litter picking, and cleaning floors and contaminated areas with 
disinfectant.  If any damage has been caused, contact your insurance company as soon as 
possible.  We are not liable for any damage caused by sewer flooding unless we have been 
negligent. 
 

3.12. If you are not insured or your insurers decline to help, please contact our Customer Services 
Helpline.  We can arrange for a specialist contractor to assist. 
 

3.13. If your home is flooded, you are entitled to a payment equal to your annual sewerage 
charges under our Guaranteed Standards Scheme (see Section 9).  You may also be 
entitled to payment equal to 50% of your annual sewerage charge if you suffer external 
sewer flooding.  Any dispute as to liability can be referred to Ofwat whose decision is final. 
 
Sewage Treatment 
 

3.14. The sewage effluent which we discharge to inland or tidal waters must comply with statutory 
conditions.  The Environment Agency sets these conditions and checks to ensure that we 
meet them.  Results of its samples are recorded in a public register. 
 

3.15. All sludge from a sewage treatment works must be disposed of in accordance with statutory 
requirements and Government licences. 
 

3.16. We operate our sewage treatment works in accordance with good practice, but sewage 
inevitably smells.  We try to reduce the smell as much as possible but cannot guarantee to 
eliminate it altogether.  If smells are causing you a problem please call our Customer Service 
Helpline or write to Albion, at the address given in Section 10. 
 
Statutory Sewer Maps 
 

3.17. It is our duty to produce a map showing the location of every public sewer or disposal main 
which is vested in us or which is likely to become vested.  You have the right to inspect this 
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map.  If you would like to examine the map, please call our Customer Service Helpline and 
we will advise you where the relevant map can be inspected. 
 

3.18. If you wish us to provide you with information from the map rather than inspect it yourself, 
there may be a charge for this service (details of this charge are contained in Appendix 1). 
 
Adoption of Private Sewers 
 

3.19. If your home is served by a private sewer, you can apply for us to adopt it so that we, rather 
than you, become responsible for its operation and maintenance.  Generally, we will not 
adopt a private sewer unless it conforms with the standards to which we construct public 
sewers or the persons responsible for the sewer are prepared to undertake any necessary 
work to bring the sewer up to standard at their own expense.  You can appeal to Ofwat if you 
consider that we have refused to adopt a sewer unreasonably or have imposed 
unreasonable conditions. 
 

3.20. If you are buying a property, insist that your solicitor asks whether the sewer serving it is 
adopted.  If it is not, you may be responsible for its maintenance, repair or replacement and 
you may want to check its condition. 
 
Connection of Drains or Private Sewers to a Public Sewer 
 

3.21. You are entitled to have your drain or private sewer connected to our public sewers, subject 
to certain practical requirements.  Also you will have to pay our expenses involved in making 
the connection. 
 

3.22. You will need to supply us with details of the drain or private sewer to be connected and how 
the connection will be made.  We will let you know within 21 days whether we can accept 
your proposals and what the costs will be.  We can refuse permission if we consider that the 
mode of connection or the condition of the connecting pipe would prejudice our sewers.  If 
you disagree with our decision the matter may be referred to Ofwat for determination. 
 

3.23. You will have to pay: 
(a) a charge for our inspecting the work or undertaking it ourselves. 
(b) a contribution to our costs of providing the overall sewerage system.  Further information 
on this charge - the sewerage infrastructure charge - appears in Appendix I. 
 

3.24. Once you have paid the charges you must give us 14 days notice of the day you, or your 
builder, propose to do the work so that we can inspect it to ensure that it meets our 
standards. 
 

3.25. If we opt to make the connection to the sewer ourselves, any dispute about the costs we 
charge for making the connection may be referred to Ofwat for determination. 
 
Requisitioning and Provision of Public Sewers 
 

3.26. If you live in an area which is not served by a public sewer, you cannot demand that we 
provide one at our expense.  However, if you and your neighbours - or your local authority - 
asks for a sewer to be provided we will provide one, but you and the other applicants - or 
your local authority - will have to pay any difference between the income we receive from 
charges for the disposal of waste water to the sewer and our reasonable costs in providing 
the sewer in each of the following 12 years.  Alternatively, you can ask to pay for mains 
using the discounted aggregate deficit method, which is a single statutory commuted sum. 
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The Water Industry Act 1991 states that this is an amount equal to the sum of the estimated 
relevant deficits for each of the 12 years following the provision of the main, in each case 
discounted to a net present value.   
 

3.27. We will also want some security from you before doing the work.  For our part, we must 
provide the sewer within 6 months of your agreeing that we do so.  Unless you agree to an 
extension of time, if we break this deadline and you sustain loss or damage as a result, you 
may have a legal claim against us.     
 

3.28. Any dispute in respect of the amount we require you to pay; or the undertakings or securities 
we expect you to give; or any extension to the period of six months within which we must 
provide a public sewer; or the places at which private sewers or drains communicate with the 
public sewer may be referred to Ofwat. 
 

3.29. Under Section 101a of the Water Industry Act 1991 new public sewers can be required to be 
provided by Albion to serve existing properties with private waste water disposal facilities.  
This can only happen where the following criteria are met: 
a) the properties must be domestic and built before 20 June 1995; and 
b) two or more properties must be experiencing amenity or environmental problems, e.g. 
odour, flooding of land or property, pollution of watercourses; and 
c) the problems must not be caused by inadequate maintenance of the existing private 
disposal system. 
 

3.30. If a new sewer is provided, an individual householder would be responsible for payment of a 
sewerage infrastructure charge and sewer connection charge; installing and paying for a 
drain to connect her or his home to the new sewer; making safe any private disposal system 
no longer required; and paying sewerage charges to Albion Water once a connection has 
been made. 

 
 

SECTION 4  
 
POWERS OF ENTRY AND EMPLOYEE IDENTIFICATION  

 
4.1. We have statutory rights of entry to your premises or land to investigate, take samples and 

to carry out surveys or work relating to the provision of sewerage services.  Except in an 
emergency, we will call at a reasonable time and, if exercising our statutory right of entry, we 
will give you appropriate notice (normally 7 days).  If we have not given you that notice you 
have the right to refuse us entry. 
 
Employee Identification 
 

4.2. All of our employees who may need to visit you carry identification which they will show you 
before asking to be allowed in to your house. 
 

4.3. The identification card you will be shown carries the employee‟s photograph, name, the 
Company logo, and our 0800 917 5819 telephone number which can be used to call to 
check that the person works for us.  The employee will also carry a large print card giving 
her or his name and the 0800 917 5819 telephone number. 
NB: Employees of our partner companies may not be carrying an Albion identity card but 
they should carry their own company‟s identity card and a statement confirming that they are 
representing Albion (on Albion‟s headed paper). 
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Where we make an appointment to visit you, we can operate a password system.  When we 
make the appointment on the telephone you will be asked whether you want to give us a 
password for our visiting employee to use so that you know the person who calls works for 
us. 
If you have any doubts concerning the person visiting you, do not let them into your home 
before you have clarified that they are a bona-fide representative of Albion, by telephoning 
0800 917 5819. 
 

4.4. If you have reason to doubt that a person calling on you does not work for us, DO NOT LET 
THE INDIVIDUAL/S INTO YOUR HOUSE.  NO EMPLOYEE OF ALBION WILL MIND IF 
YOU ASK THEM TO WAIT OUTSIDE WHILE YOU TELEPHONE THE NUMBER ON THEIR 
CARD TO CHECK THAT THEY ARE WHO THEY SAY THEY ARE. 
 

4.5. REMEMBER: NO CARD...... NO ENTRY! 
 
 

SECTION 5  
 
CHARGES, BILLS AND ACCOUNTS  

 
5.1. Details of charges and tariffs for the current year; liability to pay charges; how we apply 

charges; and infrastructure charges are contained in our Charges Scheme which is 
reproduced in Appendix 1. 
 
Types of Charges 
 

5.2. While there are a number of different tariffs, there are basically two types of charges for 
sewerage services: 
(a) metered charges if your water is supplied through a meter; and 
(b) unmetered charges if your water is not supplied through a meter - which are based on 
the old rateable value of a property or an assessment for more recent properties. 
 

5.3. The chargeable rateable value of the property is: 
(a) rated properties – the Rateable Value of the property 
(b) unrated properties – where a property does not have a rateable value specifically 
assigned to it, and the Company has not exercised its rights under the Water Industry Act 
1991 to charge by reference to volume, an assessed charge will be set 
(c) where two or more separate properties with Rateable Value are merged to form one 
property (flats being returned back to one house for example) the chargeable Rateable 
Value of new single property will be the same as the combined Rateable Values of the 
previously existing properties. 
Full details of charges and tariffs are contained in Appendix 1. 
 

5.4. If you are paying unmetered charges, you can choose to have a meter installed and pay 
metered charges.  You will need to contact your water undertaker, Portsmouth Water, if you 
wish to do so (Section 10 contains their contact details). 
 
Paying Sewerage Charges 
 
Unmetered Charges 
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5.5. Unless a customer has agreed a different payment arrangement with the Company, 
unmetered charges are payable in two equal instalments, on 1st April and 1st October.  
 

5.6. The Company offers regular payment plans for unmetered charges: 
(a) the standard plan is for payment by 12 instalments, with payment being due on the first 
day of each month. 
(b) payment by a maximum of 10 instalments between April and January is also possible (if 
you ask to use this option after April, the charges due will be apportioned on a monthly basis 
so that they are settled by January).  Payment is due on the first day of the month. 
(c) if you need to pay more frequently, alternative plans may be available on request.  
 
Metered Charges 
 

5.7. The Annual Standing Charge element of metered charges is payable in advance, and the 
volumetric part is payable in arrears (based on meter readings taken by Portsmouth Water) 
and, unless you have agreed a different payment arrangement with the Company, they are 
payable within 28 days of a bill being issued. 
 

5.8. Metered bills are usually issued on occupation or on 1 April (including the Annual Standing 
Charge) and, thereafter, every six months (or quarterly in the case of some commercial 
properties). The Company aims to base every bill on meter readings taken by Portsmouth 
Water. 
 

5.9. The Company reserves the right to procure meter readings and issue bills on a more regular 
basis. 
 

5.10. The Company operates a special meter payment plan for metered customers.  Under the 
plan you agree to pay a fixed amount each month.  At the end of each year the Company will 
review the account and make any adjustments to the required monthly payment if water use 
(on which our bills are based) has changed and the amount being paid is too high or too low. 
 

5.11. If the account is in credit, you can choose to have the over-payment refunded or carried 
forward to reduce next year‟s payments.  If not enough has been paid, the debt will be added 
to the following year‟s bill and monthly payments re-set to repay the outstanding balance and 
that year‟s charges over the next 12 months. 
 

5.12. Alternative plans for paying metered charges are available on request.  Monthly or more 
frequent plans are also available for re-paying any arrears of metered charges and for the 
assessed volume charge or any other tariff system.  
 
Help with Metered Bills 
 

5.13. The Government has decided that certain metered customers should receive help with their 
bills so that they do not reduce water use below the levels they need (the WaterSure 
scheme). 
 

5.14. To qualify for help, in addition to paying metered charges, you must also be in receipt of one 
or more of the following benefits (or have someone else living in your household in receipt of 
the benefit): 
(a) under Part VII of the Social Security Contributions and Benefits Act 1992 - council tax 
benefit, housing benefit, income support (and its successor, the income related 
employment support allowance); 
(b) under section 1(4) of the jobseekers Act 1995 – income based job-seekerôs allowance; 
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(c) under section 8 of the Tax Credit Act 2002 - the new Working Tax Credit; 
(d) under sections 10 and 11 of the Tax Credit Act 2002 - the Child Tax Credit (except for 
families in receipt of the family element only); 
(e) under the State Pension Credit Act 2002 - Pension Credit. 
 

5.15. The person in receipt of the benefit must then have either: 
(a) three or more dependent children under the age of 19 normally living with them; or 
(b) be diagnosed as having one of the following medical conditions (or any member of the 
household has been diagnosed as having the condition): 
- desquamation (flaky skin loss) 
- weeping skin disease (eczema, psoriasis, varicose ulceration) 
- incontinence 
- Crohn‟s disease 
- ulcerative colitis 
- abdominal stomas 
- kidney failure requiring home dialysis (unless your health authority provides financial 
assistance towards water used in the dialysis process) 
and, as a result of that condition, the person concerned is obliged to use a significant 
additional volume of water. 
 

5.16. In addition to the groups set out above, Albion will consider requests for assistance from 
customers in receipt of benefit who have other medical conditions which involve significant 
extra use of water. 
 

5.17. Proof of a relevant medical condition would be required, such as a medical certificate from a 
registered medical practitioner which states: 
the name and address of the person with the illness, 
the illness which requires a significant extra amount of water to be used,  
the date on which the certificate is issued,  
the name and address of the registered medical practitioner.  
You will have to pay any charge the medical practitioner makes for issuing such a certificate. 
 

5.18. Where a person qualifies for help, they will pay an annual amount equivalent to the average 
household sewerage bill in Albion‟s area (or their actual metered charges if these are lower). 
 

5.19. Please see Appendix 1 for full details of charges and tariffs. 
 
Agreeing a Payment Plan 
 

5.20. To set up a payment plan please complete and return the Direct Debit mandate, enclosed 
with your welcome letter, or call us so that we can discuss your requirements with you and 
agree a suitable plan. 
 

5.21. We will always require a payment plan to be set at a level which clears the current year‟s 
charges by the end of the financial year (31 March) but if there are arrears on the account 
we may be able to agree a longer period of time to clear these to make instalments more 
manageable. 
 
Paying Charges 
 

5.22. Payment can be made by: 
(a) Direct Debit 
(b) Internet banking  
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(c) Cheque by post to:  
Customer Accounts, Albion Water, 78 High Street, Harpenden, Herts, AL5  2SP (please do 
not send cash through the post)  
(d) cash at a PayPoint facility, details and the location of participating outlets are available on 
request 
 

5.23. Please refer to Appendix 1 for further information on charges and tariffs. 
 
Code of Practice on Payment 
 

5.24. We operate under a Code of Practice regarding the recovery of outstanding charges which 
helps to protect your interests.  A copy of the Code appears in Appendix 2.  Further copies 
can be obtained free of charge by telephoning us. 
 
Special Assistance 
 

5.25. Special Assistance is a restricted fund to help customers who are trying to pay bills but who 
are having difficulties so doing for reasons of severe financial hardship or personal 
circumstances.  If you believe that you require special assistance please contact the 
Company to discuss.  
 

 

SECTION 6  
 
SERVICES FOR CUSTOMERS WITH SPECIAL NEEDS  

 
6.1. We offer a range of services for customers with special needs, such as blind, deaf or elderly 

customers or customers with young babies.  We are committed to ensuring that access to 
customer information is available to all customers and communication with customers, 
especially in an emergency, is made in an appropriate manner.  There are no extra charges 
for any of these services. 
 

6.2. Large print versions of customer information literature are available on request. 
 
Register of Customers with Special Needs 
 

6.3. We have set up a register of customers with special needs to ensure that we accommodate 
those needs.  If you wish to register with us we will send you a registration form and 
information on the services we offer, please write to the Company for further information or, 
alternatively, you can register by telephoning customer services on 0845 604 2355. 
 

6.4. If you register with us we will not pass any information recorded on the register to anyone 
other than an employee of the Company or one of our partner companies working on our 
behalf.  Only employees who need to know will have access to any information you provide. 
 
Services Available 
 
Warnings in Emergencies 
 

6.5. Deaf or blind customers registered with us will be provided with warnings in emergencies in 
a manner appropriate to their individual circumstances. 
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Bills 
 

6.6. Registered customers may choose to use our bill reading service where we will telephone 
them with details of a bill before we send it. 
 

6.7. Registered customers may also choose to have their bill sent to a friend or relative.  If any 
problems with payment occur we would contact the person nominated to discuss matters 
however we would not hold that person responsible for payment.  
 
Customer Information and Communication 
 

6.8. Information contained in our Codes of Practice is available in large print.  Copies can be 
obtained by telephoning us. 
 

6.9. When customers make an appointment with someone from the Company to visit them, they 
will be offered the opportunity of providing a password which the visitor will use to confirm 
that she or he is from Albion. 

  
  

SECTION 7  
 
COMPLAINTS  
 
7.1. Under Sections 29 and 33 of the Competition and Services (Utilities) Act 1992, Albion has 

produced a Complaints Procedure for dealing with complaints from customers or potential 
customers. 
 

7.2. There are three levels for investigating and responding to complaints within the Procedure: 
(a) Level 1.  You will receive a response from an employee working in one of our complaints 
teams. 
(b) Level 2.  If you are dissatisfied with our first response, you can ask for a senior manager 
to review your complaint and the way we have handled it. 
(c) Level 3.  If you are still dissatisfied after having had a response from our Customer 
Service Representatives and Senior Manager, you can ask CCWater to investigate your 
complaint (the area office address is in Section 10). 
 

7.3. The full Complaints Procedure appears in Appendix 3. 
 

7.4. The Complaints Procedure explains how we will handle complaints.  A summary of this will 
be sent with our replies to complaints. 
 

7.5. Additional copies of the full Complaints Procedure may also be obtained free of charge from 
the Company office. 
 

 

SECTION 8  
 
ARBITRATION AND DETERMINATION  
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8.1. Under the Water Industry Act 1991 certain disputes between customers and the Company 
may be referred to Ofwat for determination. These are: 
 
Requisitioning of public sewers 
 

8.2. Any dispute in respect of the amount we require you to pay; or the undertakings or securities 
we expect you to give; or about extending the six months time limit for us to provide a sewer; 
or about where your private drain or sewer communicates with the public sewer may be 
referred to Ofwat for determination. 
 
Adoption of sewers and sewage disposal works 
 

8.3. If we refuse to adopt a sewer or sewage disposal works, or offer to adopt on terms which the 
person who constructed the sewer or works objects to, or we do not respond to an 
application within two months of receiving it, that person may refer the matter to Ofwat for 
determination. 
 

8.4. An appeal to Ofwat for determination may be made also by the owner of any sewer or 
sewage disposal works if she or he is aggrieved by a proposal of the Company to make a 
declaration under Section 102 of the Water Industry Act 1991 that the sewer or sewage 
treatment works becomes vested in the Company. 
 
Connection of drains to a public sewer 
 

8.5. Any dispute as to whether: 
(a) the Company‟s refusal to permit a drain to be connected to a public sewer is reasonable; 
or 
(b) a requirement by the Company that a drain or private sewer be laid open for inspection 
for the purpose of examining its mode of construction and condition is reasonable; or 
(c) an estimate provided by the Company for making a connection which it has opted to 
make itself under Section 107 of the Water Industry Act 1991 is reasonable; or 
(d) any security required to be paid before the Company will make a connection which it has 
opted to make itself is reasonable; or 
(e) any excess payment is repayable, or any additional expenses are recoverable after the 
Company has made a connection to the sewer, or the amount of any such excess or 
expenses, 
may be referred to the Ofwat for determination. 
 
Requirement that a proposed drain or sewer be constructed so as to form part of the general 
drainage system 
 

8.6. Where the Company considers that a proposed drain or sewer is, or is likely to be, needed to 
form part of a general sewerage system and requires the person proposing to construct the 
drain or sewer to construct it in a manner differing from the manner in which that person 
proposes, she or he may appeal to Ofwat within 28 days of the Company making the 
requirement. 
 
Alterations to the drainage system of premises 
 

8.7. Any dispute arising from the Company serving notice on the owner of premises which drain 
to a public sewer or cesspool that at its expense it intends to close the existing drain and/or 
sewer or fill up the cesspool and provide a drain or sewer which effectively drains the 
premises to a public sewer may be referred to Ofwat for determination. 
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Closure and prohibition of use of a public sewer 
 

8.8. If there is a dispute about the effectiveness of any sewer provided by the Company as an 
alternative for the use of a person who was lawfully using a public sewer prior to the 
Company discontinuing or prohibiting its use, the matter may be referred to Ofwat for 
determination. 
 
 
The exercise of works powers on private land 
 

8.9. Any complaint about the exercise of our powers to carry out works in private land may be 
referred to Ofwat.  The Authority is empowered to direct the Company to make payment up 
to a maximum of £5,000 in respect of any failure to consult the complainant adequately 
about the exercise of its powers or the manner in which they are exercised, or any loss, 
damage or inconvenience unless compensation is recoverable under any other enactment. 
However if the Authority believes that any such compensation does not reflect the fact that it 
was not reasonable for the Company to cause the complainant to sustain the loss or 
damage or to be subjected to the inconvenience he may direct the Company to make the 
payment in addition to the compensation. 

 
 

SECTION 9  
 
YOUR GUARANTEED STANDARDS OF SERVICE  

 
9.1. The Guaranteed Standards Scheme is a statutory scheme, which applies minimum 

performance standards to all water and sewerage companies.  In many cases we provide 
levels of payment in excess of those required by this scheme.  From 1 April 2009 we 
guarantee to provide the following standards of service in our day to day dealings with you, 
subject to the exceptions specified. 
 

9.2. If we fail to achieve any of the standards set out in paragraphs 9.3 to 9.10 we will pay you 
£30 automatically within 10 working days, or credit £30 to your account if it is in arrears.  If 
payment is not made within 10 working days you can claim a further £30 by telephoning, or 
writing to, Albion‟s customer service department (contact details are in Section 10).   
 
Keeping Appointments 
 

9.3. When we make an appointment with you in writing or by telephone, we will as a minimum tell 
you whether we will visit before or after 13:00 hours or you can ask for an appointment within 
a two hour time-band.  We will keep the appointment within the correct time-band. 
 

9.4. Wherever possible we will make an actual time appointment for which we will not be late by 
more than 30 minutes. 
 

9.5. If we have to change any appointment we will give you at least 24 hours notice.   
 

9.6. We are not required to make a payment if you cancel the appointment, nor if it is 
impracticable to keep the appointment due to: 
(a) severe weather, or 
(b) industrial action by our employees, or 
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(c) an act or default of a person other than the company‟s representative 
 
Replying to Correspondence 
 

9.7. We will send you a reply within 10 working days of receiving a written query about the 
correctness of your sewerage account. 
 

9.8. We will notify you within 5 working days of receiving a written request to change the method 
by which you pay your account if we cannot meet the request. 
 

9.9. We will send you a reply within 10 working days of receiving a written complaint. 
 

9.10. We are not required to make a payment if: 
(a) you inform us that you do not wish to pursue the query or request, or 
(b) we consider it necessary to visit you but severe weather has made this impracticable, or 
(c) a response is not made within the required period because of  
        industrial action of our employees, or  
        the act or default of a third party, or 
(d) the query or request was incorrectly addressed, or 
(e) the query is frivolous or vexatious. 
 
Flooding from Sewers 
 
Internal flooding 
 

9.11. If we know that effluent has escaped from our sewers and entered the buildings of your 
property, or passed beneath a suspended floor, we will automatically make a payment equal 
to your annual sewerage charges for each incident of sewer flooding.  We will make a 
minimum payment of £150 up to a maximum of £1,000.  We will make this payment within 
20 working days or we will automatically make a further payment of £30 if you are a 
domestic customer or £50 if you are a business customer.   
 

9.12. If we cannot practically identify you as being affected by internal sewer flooding we do not 
have to make an automatic payment under this standard. However, you can claim a 
payment (either by telephone or in writing – contact details in Section 10) within 3 months of 
the incident. 
 

9.13. We are not required to make a payment if: 
(a) sewer flooding was caused by: 
 - exceptional weather conditions 
 - industrial action by our employees 
 - the actions of the customer 
 - a defect, inadequacy or blockage in the customer‟s drains or sewers, or 
(b) it is impractical for us to have identified the customer as being affected, and the customer 
has not made a claim within three months following the date of the internal sewer flooding 
incident 
 
External flooding 
 

9.14. Where you are materially affected by effluent escaping from our sewers and entering your 
land or property, and you make a written claim (to the address in Section 10) within three 
months of the incident, we will make a payment to you.  We will pay a sum equal to 50% of 
the annual sewerage charge, subject to a minimum payment of £75 and a maximum 
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payment of £500 in respect of each incident.  We will make this payment within 20 working 
days of your claim or we will automatically make a further payment of £30 if you are a 
domestic customer or £50 if you are a business customer. 
 

9.15. We are not required to make a payment if: 
(a) sewer flooding was caused by: 
 - exceptional weather conditions 
 - industrial action by our employees 
 - the actions of the customer 
 - a defect, inadequacy or blockage in the customer‟s drains or sewers, or 
(b) we have made a payment to the customer in respect of the same incident for internal 
flooding, or 
(c) the customer was not materially affected by the incident (see below), or 
(d) the customer has not claimed payment within three months following the date of external 
sewer flooding 
 

9.16. In deciding whether a customer has been materially affected by the incident, we will take into 
account: 
(a) what parts of a customer‟s land or property the effluent entered 
(b) the duration of the flooding 
(c) whether the flooding restricted the access to the land or property 
(d) whether the flooding restricted the use of the land or property 
(e) any other relevant considerations of which we are aware 
 

9.17. For both internal and external flooding we will endeavour to provide assistance with 
removing sewage debris and disinfecting the area affected. 
 
Working in the Street 
 

9.18. Except in emergencies we will always try to carry out work in the street so that access to 
individual properties is not blocked.  Where this cannot be avoided, we will agree with you in 
advance times when work will be carried out.  If we do not keep to these times, we will pay 
you £10.  We are not required to make a payment if we fail to meet this standard because of 
circumstances outside our reasonable control, e.g. exceptional weather conditions, strikes or 
actions of third parties. 
 
Money Paid in Error 
 

9.19. If we discover that over a period of time a customer has wrongly paid money for a service 
not provided (e.g. for sewerage services when a property is not connected to our sewers), 
we will refund all money paid in the 6 years before the mistake is discovered or the period 
during which Albion Water was the sewerage undertaker, whichever the shorter, together 
with interest if the period in question is longer than 12 months. 
 
Direct Debits  
 

9.20. If we make an error in the handling of a Direct Debit payment, we will refund on proof of any 
bank charges incurred or financial loss.   
 
Receipts 
 

9.21. Where you request a receipt for cheques paid to us, we will pay you £10 if we do not 
despatch one within 5 working days of receipt.  We are not required to make a payment if we 
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fail to meet this standard because of circumstances outside our reasonable control, e.g. 
exceptional weather conditions, strikes or actions of third parties. 
 
Court Claims 
 

9.22. If we make an error or omission which causes a Court Claim to be issued against you 
erroneously for non-payment of charges, we will pay you £100. 
 
Access to Private Property 
 

9.23. If we fail to consult over access to a customer‟s private property where rights of access do 
not already exist, we will pay you £25. 
 
Exceptions 
 

9.24. If you owe us money and the debt has been outstanding for more than six weeks at the time 
when a payment is due to you under this Scheme, any payment will normally be credited to 
your account.  We will notify you in writing that we have done this. 
 

9.25. Your legal rights to take action for any loss or damage suffered are not affected by payments 
under this Scheme.  Payments do not constitute an admission of liability on our part. 
 

9.26. Any dispute regarding your right to a payment may be referred to Ofwat for a binding 
determination. 
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SECTION 10 
  
USEFUL CONTACT DETAILS  

 

Albion Water Limited  
 

Emergency Helpline  0800 917 5819   

 

Customer Service Helpline  0845 604 2355 

 
Our Customer Service Helpline is open Monday to Friday from 9:00 am until 6:00 pm. Please call it 
if you want information on: 
1.  the sewers to which your house‟s drains connect; smells from sewers or sewage treatment 

works; or any other area of our waste water disposal services.  If we need to get somebody 
to come out and see you we will do our best to agree a fixed time appointment convenient to 
you for our visit.  We will also ask you whether you wish to give us a password to use when 
we call so that you know we are who we say we are when we arrive.  

2. your account for our waste water services; if you want to set up a payment plan or you need 
to discuss changing an existing one because you are having difficulty paying; or if you are 
moving house.  

 
Contacting us in writing: 
If you want to write to us about any customer service or billing issue, please use:  
Albion Water Limited, Customer Services, 78 High Street, Harpenden, Herts, AL5 2SP  
 
Albion Water on-line: 
Our website - www.albionwater.co.uk - contains customer information and email addresses if 
you wish to contact us electronically.  
 
Registered Office: 
Albion Water Limited, 71 Clarence Road, Teddington, Middlesex, TW11 0BN 
 
 

The Water Services Regulation Authority (Ofwat):  
 
Ofwat 
Centre City Tower  
7 Hill Street  
Birmingham  
B5 4UA  
 
Telephone:  0121 625 1300  
Minicom:  0121 625 1422  
e-mail:  enquiries@ofwat.gsi.gov.uk  
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The Consumer Council for Water 
 
Consumer Council for Water   
1st Floor, Victoria Square House, Victoria Square  
Birmingham  
B2 4AJ 
 
Telephone:  0121 345 1017  
Lo-call:  08457 023093 
e-mail:  central@ccwater.org.uk 
Office hours: Mon to Fri 8:30 to 4:30  
 
 

The Environment Agency 
 
Environment Agency 
Solent and South Downs Area Office 
Wessex Business Park 
Wessex Way 
Colden Common 
Winchester 
Hampshire SO21 1WP 
 
Telephone: 08708 506506 
e-mail: enquiries@environment-agency.gov.uk 
 
 

Portsmouth Water 
 
Portsmouth Water 
P.O. Box 8 
West Street 
Havant 
Hants PO9 1LG 
 
Telephone:  023 9249 9888 
 
 
CUSTOMER INFORMATION LITERATURE  
 
The Company produces information notes on many aspects of its business.  
 
Copies of the information notes listed below can be obtained by writing to Albion at the address 
above.  Those annotated with an asterix can be accessed through our website. 
 
Customer Code of Practice* Environmental Policy* 
Charges Scheme* Health & Safety Policy* 
Code of Practice on Payment*  Regulatory Accounts 
Complaints Procedure* Code of Practice on Pipe-laying 
 
   
                           

mailto:londonandsoutheast@ccwater.org.uk
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CHARGING SCHEME ï SEWERAGE SERVICES 
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How to Use this Guide 
 
Section II  
General Principles 
 
Section III  
Customers with a Metered Water Supply  
 
Section IV  
Customers without a Metered Water Supply  
 
Section V  
Help for Vulnerable Customers  
 
Section VI  
Paying Your Bill  
 
Section VII  
Applying for a Meter  
 
Section VIII  
Further Information  
 
Section IX 
Our Sewerage Charges  
 
Section X  
Contact Details  
 
 
 
 
 
 



 
 

CCPv2 

24 

 

INTRODUCTION  
 
Albion Water is the appointed sewerage undertaker for Knowle Village, Fareham (see area 
hatched in red on the map reproduced below).  This Scheme of Charges has been published as 
required under the provisions of the Water Industry Act 1991 and has been approved by Ofwat, 
the independent economic regulator of the water industry.  Portsmouth Water remains your water 
supplier and will bill separately for this service.  The area surrounding Albion‟s boundary is 
serviced by Southern Water for sewerage services.   
 
This document constitutes Albion's complete charging scheme.  
 
 

 
 
 

SECTION I  

HOW TO USE THIS GUIDE  
 
Our sewerage charges are set out in Section IX for those domestic and commercial properties 
within Albion‟s area receiving metered water supplies from Portsmouth Water and for those 
unmetered properties that are based on an assessed charge.  Sections II through to VIII detail 
Albion‟s approach to billing, payments and help for vulnerable customers.   
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SECTION II   

GENERAL PRINCIPLES 
 
Our charges scheme is made under section 143 of the Water Industry Act 1991, charges being set 
to ensure the current and future deliverability of sustainable sewerage services for the Knowle 
Village inset area.  They are set at a reduced rate to those of Southern Water so that the local 
community benefits from competition; this charging principle has the approval of Ofwat.  Albion will 
link its charges to Southern Water's tariff until 2014, delivering a minimum 5% saving.  Following 
this period prices will reflect local cost drivers which should provide further benefits to customers 
compared with the relevant Southern Water Tariff.   
 
Charges will be made up of two elements - fixed standing charges and a variable or assessed 
charge to reflect system usage.  System usage charges will be based on Portsmouth Water's 
supply meter readings where these are available or, alternatively, on an assessed charge if no 
supply meter has been installed to serve your property.  In the event that a property is served by 
more than one supply pipe, charges will apply to all measured or assessed supply connections. 
 
 
 

SECTION III  
 
CUSTOMERS WITH A METERED WATER SUPPLY   
 
Standing charges are based on supply meter size, including a fixed component for surface (rain) 
water conveyance and disposal.  Volumetric charges are based on 92.5% of water supplied by 
Portsmouth Water, to take into account non-return volumes (water not entering the sewerage 
system).  Greater percentage reductions might be applicable in certain commercial circumstances 
or in temporary situations in which supply pipe leakage has been acknowledged and rebated by 
Portsmouth Water (who separately raise charges for your water supply service).  All such cases 
would need to be assessed and verified by Albion personnel (please call our Customer Services 
number if you believe that a reduced percentage is appropriate).  If meter readings are not 
available, for any reason, your charge will be based on an estimated or assessed value. 
 
 
 

SECTION IV  
 
CUSTOMERS WITHOUT A METERED WATER SUPPLY  
 
Standing charges are based on a proportion of Southern Water‟s standing charge and includes a 
fixed component for surface (rain) water conveyance and disposal.  An additional assessed charge 
is levied that is derived from average measured charges within the inset area, adjusted to remove 
exceptional usage.   
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SECTION V  
 
HELP FOR VULNERABLE CUSTOMERS  

 
Qualifying customers (those on specified benefits or with certain medical conditions) can get help 
with their sewerage bills if these are based on supply meter readings.  This scheme (known as 
„WaterSure‟), detailed in sections 5.13 to 5.18 of our Code of Practice, is reproduced below for 
your convenience.  An application form can be obtained by telephoning Albion's customer helpline 
– 0845 604 2355.  Eligible customers will benefit from the start of the billing period in which an 
application is made until the end of the billing period in which eligibility ceases.  Annual evidence 
of eligibility will be necessary; this evidence may require third party verification. 
 

5.13. The Government has decided that certain metered customers should receive help with their bills so that 
they do not reduce water use below the levels they need (the WaterSure scheme). 
 

5.14. To qualify for help, in addition to paying metered charges, you must also be in receipt of one or more of 
the following benefits (or have someone else living in your household in receipt of the benefit): 
(a) under Part VII of the Social Security Contributions and Benefits Act 1992 - council tax benefit, 
housing benefit, income support (and its successor, the income related employment support 
allowance); 
(b) under section 1(4) of the jobseekers Act 1995 – income based job-seekerôs allowance; 
(c) under section 8 of the Tax Credit Act 2002 - the new Working Tax Credit; 
(d) under sections 10 and 11 of the Tax Credit Act 2002 - the Child Tax Credit (except for families in 

receipt of the family element only); 
(e) under the State Pension Credit Act 2002 - Pension Credit. 

 
5.15. The person in receipt of the benefit must then have either: 

(a) three or more dependent children under the age of 19 normally living with them; or 
(b) be diagnosed as having one of the following medical conditions (or any member of the household has 
been diagnosed as having the condition): 
- desquamation (flaky skin loss) 
- weeping skin disease (eczema, psoriasis, varicose ulceration) 
- incontinence 
- Crohn‟s disease 
- ulcerative colitis 
- abdominal stomas 
- kidney failure requiring home dialysis (unless your health authority provides financial assistance 
towards water used in the dialysis process) 
and, as a result of that condition, the person concerned is obliged to use a significant additional volume 
of water. 
 

5.16. In addition to the groups set out above, Albion will consider requests for assistance from customers in 
receipt of benefit who have other medical conditions which involve significant extra use of water. 
 

5.17. Proof of a relevant medical condition would be required, such as a medical certificate from a registered 
medical practitioner which states: 
the name and address of the person with the illness, 
the illness which requires a significant extra amount of water to be used,  
the date on which the certificate is issued,  
the name and address of the registered medical practitioner.  
You will have to pay any charge the medical practitioner makes for issuing such a certificate. 
 

5.18. Where a person qualifies for help, they will pay an annual amount equivalent to the average household 
sewerage bill in Albion‟s area (or their actual metered charges if these are lower). 
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SECTION VI  
 
PAYING YOUR BILL  

 
The person(s) living in a property is responsible for payment for sewerage services.  If you are a 
tenant who pays for sewerage services through rental payments to a landlord then you must 
provide the landlord‟s contact details so that payments can be requested directly from the landlord.  
Failure to provide such details may result in Albion instigating debt recovery proceedings against 
you (described in Appendix 2 and reproduced below for your convenience). 
 

Our waste water disposal services have to be paid for.  We will pursue charges where they are not being paid.  
 
If after we have sent you a bill we do not receive payment or any contact from you to discuss payment, we will 
send you a reminder.  We will also send you a reminder if you miss paying instalments.  
 
If we do not hear from you or receive payment after sending you a reminder, we will send you notice of our 
intention to ask the County Court to issue a Claim for non payment.  If you had been paying by instalments 
and not responded to a reminder, you will receive a combined notice of cancellation of your instalment plan 
and intention to issue a Claim.  
 
If you do not respond to this notice, depending on your payment history, we may:  
 

 ask the Court to issue a Court Claim; or  

 contact you again ourselves; or  

 ask a Debt Collection Agency to recover the outstanding money.  
 
If a Court Claim is issued it will add to the debt you owe us as you will have to pay Court and Solicitors‟ Costs.  
 
If you receive a Court Claim you can ask the Court to decide how you should pay off the debt but if you do, 
you may have to pay additional Court costs.  You can also dispute the Court Claim if you believe you do not 
owe the money claimed.  
 
If you do not respond to the Court Claim, the Court will make an Order against you for the full debt.  Further 
legal action, such as the issue of Warrant for the seizure of goods, can be taken against you once an Order 
has been made.  A Court Order for payment may affect your ability to obtain credit.  
 
Where an Order for payment has been made by the Court and there is still no agreement with a customer to 
pay a debt, depending on the circumstances we may take one or all of the following actions:  
 

 ask a Debt Collection agency to recover the outstanding money,  

 visit a customer ourselves to try and agree a payment plan,  

 ask the Court to issue an enforcement process such as:  
ï a Warrant to allow a Court Bailiff to seize your goods.  
ï an Attachment of Earnings Order requiring your employer to pay money from your wages directly to us.  
- a Charging Order if you own your home. This will mean that you have to settle the debt before you can 
complete the sale of your home. 

 
Unless other arrangements have been agreed, bills are sent to occupants twice every year and 
should be paid in full within 28 days of the bill date.  Sections 5.5 to 5.12 and 5.22 of Albion‟s Code 
of Practice details the various frequency and methods of payment available, these are reproduced 
below for ease of reference.  
 
 
 Unmetered Charges 
 

5.5. Unless a customer has agreed a different payment arrangement with the Company, unmetered charges 
are payable in two equal instalments, on 1st April and 1st October.  
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5.6. The Company offers regular payment plans for unmetered charges: 
(a) the standard plan is for payment by 12 instalments, with payment being due on the first day of each 
month. 
(b) payment by a maximum of 10 instalments between April and January is also possible (if you ask to 
use this option after April, the charges due will be apportioned on a monthly basis so that they are settled 
by January).  Payment is due on the first day of the month. 
(c) if you need to pay more frequently, alternative plans may be available on request.  
 
Metered Charges 

 
5.7. The Annual Standing Charge element of metered charges is payable in advance, and the volumetric part 

is payable in arrears (based on meter readings taken by Portsmouth Water) and, unless you have 
agreed a different payment arrangement with the Company, they are payable within 28 days of a bill 
being issued. 
 

5.8. Metered bills are usually issued on occupation or on 1 April (including the Annual Standing Charge) and, 
thereafter, every six months (or quarterly in the case of some commercial properties). The Company 
aims to base every bill on meter readings taken by Portsmouth Water. 
 

5.9. The Company reserves the right to procure meter readings and issue bills on a more regular basis. 
 

5.10. The Company operates a special meter payment plan for metered customers.  Under the plan you agree 
to pay a fixed amount each month.  At the end of each year the Company will review the account and 
make any adjustments to the required monthly payment if water use (on which our bills are based) has 
changed and the amount being paid is too high or too low. 
 

5.11. If the account is in credit, you can choose to have the over-payment refunded or carried forward to 
reduce next year‟s payments.  If not enough has been paid, the debt will be added to the following year‟s 
bill and monthly payments re-set to repay the outstanding balance and that year‟s charges over the next 
12 months. 
 

5.12. Alternative plans for paying metered charges are available on request.  Monthly or more frequent plans 
are also available for re-paying any arrears of metered charges and for the assessed volume charge or 
any other tariff system.  
 

5.22. Payment can be made by: 
(a) Direct Debit 
(b) Internet banking  
(c) Cheque by post to:  
Customer Accounts, Albion Water, 78 High Street, Harpenden, Herts, AL5  2SP (please do not send 
cash through the post)  
(d) cash at a PayPoint facility, details and the location of participating outlets are available on request  
 

 
 

SECTION VII  
 
APPLYING FOR A METER  
 
Owners of unmeasured domestic properties have the right to request the installation of a meter 
free of charge and are able to revert to paying by unmetered bills if they should choose to do so 
within twelve months of meter installation.  If you wish to install a water supply meter, 
arrangements should be made directly with Portsmouth Water who can also provide more detailed 
information on the free metering scheme.  Their customer service number is 023 9249 9888.  
Portsmouth will then be responsible for meter readings, maintenance and testing. 
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SECTION VIII  
 
FURTHER INFORMATION  

 
Moving home  
Whether you are moving in or vacating a property within Albion's statutory sewerage area, you 
must notify our customer services team.  If you are leaving a metered property you will need to 
give us and Portsmouth Water at least two days notice so that a final reading can be arranged; 
failure to do so could result in continuing liability for sewerage payment (up to a maximum of 28 
days).  New occupants should similarly notify Portsmouth Water and Albion Water (within 2 days 
of moving in) so that billing details can be appropriately adjusted. 
 
Surface (rain) water drainage rebate  
To avoid flooding, rain water falling on hard (impervious) surfaces is channelled to dedicated 
surface water drains and sewers so that it can be safely removed.  A fixed fee to pay for surface 
water management is included within your standing charge.  If you are able to prove to Albion's 
satisfaction (e.g. a surveyor‟s report) that your property does not have any surface water discharge 
connected to the sewerage system then a lower standing charge will be payable.  Please check 
your bill to identify whether surface drainage has been charged prior to claiming a rebate - 
properties without surface drainage managed by Albion Water should already benefit from a 
reduced standing charge.  In the event that grounds for a rebate are proven, Albion will reduce the 
standing charge in line with the fixed surface water element for the current and future charging 
years. 
 
Complaints 
Albion Water has an established complaints procedure, the details of which are contained in 
Appendix 3 of the Code of Practice (extracts from which are reproduced below for your 
convenience), it is also accessible in full on our website or can be requested from our customer 
services team.  Should a complaint not be resolved to your satisfaction, you are able to refer the 
matter to CCWater, see Section X for their contact details. 
 

1.1. A complaint is defined as any contact with the Company by a customer or potential customer in which 
dissatisfaction is expressed.  

1.2. A contact will be defined as a complaint if it expresses dissatisfaction with the services provided by the 
Company regardless of whether the complaint is made on behalf of another party or the person making 
the complaint does not pay charges to the Company.  

 
3. Receipt of complaints  

 
3.2. Customers will be asked to direct complaints to our Customer Service Department in the first instance.  
3.3. Full details of how to contact us with a complaint will be sent to customers annually.  
3.4. Telephone numbers and the address to contact the Company‟s Customer Service Department about 

accounts or service issues are:  
 

Accounts issues  
Our Accounts Helpline can be contacted by telephone on 0845 604 2355 

 
Other Customer Service Issues  
Our Service Helpline, for all other customer service issues, can be contacted on  
0845 604 2355 

 
Alternatively, if you need to contact us in writing about an accounts or customer service issue, please 
write to:  
Albion Water Limited, Customer Services, 78 High Street, Harpenden, Herts, AL5 2SP 
or email to: complaints@albionwater.co.uk  
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7. Handling of complaints  

 
7.1. All complaints will be dealt with courteously, fairly, efficiently and as simply as possible.  
7.2. Where it is in the Company‟s power to do so, the cause of the complaint will be put right as quickly as 

possible.  If the Company is not responsible for the cause of the complaint a full explanation of why it 
cannot help will be given together with suggestions as to who the customer should contact for 
assistance.  

7.3. It may not be possible to remedy some problems immediately.  Wherever possible in these cases the 
Company will take action to reduce the effect the problem has and keep the customer informed of action 
to eliminate the problem in the longer term.  

7.4. Complaints will be overseen by one of our complaints handling teams in our Customer Service 
Department.  Staff who deal with complaints have undergone specific training in complaints handling and 
the Company‟s procedures and policies for dealing with customers who wish to register a complaint.  
Regular training in complaints handling is provided for employees.  

7.5. A response to a complaint will include:-  

 Thanking the customer for contacting the Company.  

 An apology where the Company is at fault.  

 Explanation of all matters raised by the customer, including:  
o an explanation of the cause of the problem, where appropriate;  
o a description of the action which has been taken to overcome the problem; or  
o a description of the action which the Company will be taking together with timescales for that 

action; or  
o a description of the action which has been taken to reduce the problem together with an 

explanation of further action planned to resolve the problem ultimately and a commitment to 
keep the customer informed of progress; or  

o a full explanation of why the Company is not able to satisfy the customer‟s requirements or 
expectations.  

 Advice on who to contact where responsibility for the problem does not lie with the Company.  

 A named contact and telephone number for further enquiries where this is appropriate.  
 
9. Redress  

 
9.1. If the Company fails to provide a customer with a service which it guarantees, financial redress will be 

made in accordance with the levels set out in its Guaranteed Standards Scheme.  Details of these 
standards, periodically updated, are contained within the Occupier Manual.  

9.2. Where a complaint involves a matter not covered by the Guaranteed Standards Scheme recompense 
will be considered taking into account the cause of the problem and loss suffered.  

9.3. The Company may make an ex-gratia payment or provide other redress where an immediate remedy is 
not available for a problem or where worry or distress has been caused.  

9.4. In certain cases, especially those where a customer alleges specific loss or damage, it may be 
necessary to ask the customer to provide the Company with full details, together with receipts for any 
expense incurred.  

 
13. Dissatisfied customers  

 
13.1. Where a customer is dissatisfied with the way in which the Company has handled a complaint, or action 

it has taken to resolve a problem, the case will be reviewed by the senior manager responsible for the 
area of the business associated with the complaint.  

13.2. If the relevant senior manager has been involved in a case previously the review will be carried out by a 
Director of the Company to ensure an independent review.  Both senior functional managers and the 
Director are empowered to take any action necessary to resolve the matter under review with the 
customer and are expected to do so by the Company.  

13.3. A substantive response will be sent within 10 working days.  A £30 payment will be made automatically 
for failures to meet this target.  

 
15. The Consumer Council for Water (CCWater) 

 
15.1. In the event that a customer remains dissatisfied after a senior manager has reviewed her or his 

complaint the matter may be referred to the Consumer Council for Water, the independent customer 
watchdog for the area.  

15.2. CCWater is fully independent of the Company.  A complaint may be referred to it at any time but usually 
it will not begin its own investigations into a complaint until the Company has had the opportunity to 
resolve it.  
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Empty Properties 
Unfurnished unoccupied properties that are not using any water will be charged for sewerage 
services based on either the annual sewerage minimum charge (see Section X) for unmetered 
properties, or the standing charge for metered properties.  These charges would be apportioned to 
the vacant period.  To be eligible for this rate you must provide written evidence (e.g. Portsmouth 
Water correspondence, Council Tax rebate). 
Empty properties that are physically disconnected from the supply system (Portsmouth Water 
must be contacted to arrange an authorised disconnection, and evidence provided) and do not 
receive a water supply from any alternative source, will only be charged for surface water 
drainage.  
 
Problems paying  
Should you find yourself in financial difficulty, requiring assistance to cover sewerage bills, Albion 
recommends that you contact our customer helpline to notify us without delay.  Temporary 
arrangements could possibly be made to spread payments, these are set out in Appendix 2. 
 
Infrastructure charges 
These charges are levied on all new connections, whether new properties or extensions to an 
existing property, to Albion‟s sewerage network, to provide for enhancement of the overall 
network.  This is in addition to the charges separately payable for physical connection and service 
provision.  Infrastructure charges are fixed at the limit authorised by Ofwat.  For new connections 
served by a water supply through a <20mm charging meter the infrastructure charge will be set at 
the standard level; this will cover the majority of domestic properties. However, Ofwat has set out 
situations in which the infrastructure charge must be adjusted by a relevant multiplier (see below 
for more details), these are: 
 

(i) Domestic premises with a single, shared supply pipe and which are subject to a „common 
billing agreement‟. This may include sheltered housing or flats. 

(ii) NonΆdomestic premises where the supply pipe is larger than the standard size for a 

house (20mm internal diameter). 
 
The sewerage infrastructure charge will be payable within 28 days of the completion of works 
providing hydraulic connectivity to Albion‟s network.  Alternatively, payment by 12 equal annual 
instalments can be arranged based on capital and interest repayments covering the calculated 
infrastructure charge (see section on „relevant multiplier‟ below).   
 
If there were any properties connected to the sewerage system during the five years before the 
redevelopment, we will reduce the total infrastructure charge for a redeveloped site.  For example, 
if a block of ten flats is replaced by a block of twelve flats, the developer only pays infrastructure 
charges for the extra two flats.  Should infrastructure charge terms be disputed, the dispute may 
be referred to Ofwat to settle. 
 
Relevant Multiplier 
A relevant multiplier adjusts the standard infrastructure charge to take into account loading 
variability for different types of development.  The basis for its calculation is a count of water 
fittings adjusted by loading units.  The average number of loading units for a domestic property is 
24, which equates to a relevant multiplier of 1.  Where a relevant multiplier is appropriate, we add 
together all the loading units for all the water fittings on the development and divide this by the 
total number of properties multiplied by 24.  This gives the relevant multiplier for each property and 
the infrastructure charge is then calculated by multiplying this number with the standard 
infrastructure charge.  A worked example and a table of loading units are reproduced below. 
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Water Fitting (e.g. wash basin, shower etc.) Loading Units 
 
WC flushing cistern 2 
Wash basin in a House 1.5 
Wash basin elsewhere 3 
Bath (tap nominal size 20 mm) 10 
Bath (tap nominal size larger than 20 mm) 22 
Shower 3 
Sink (tap nominal size 15 mm) 3 
Sink (tap nominal size larger than 15 mm) 5 
Spray tap 0.5 
Bidet 1.5 
Domestic appliance (subject to a minimum of 6 L.U.s per House) 3 
Communal or commercial appliance 10 
Any other water fitting or outlet (including a tap but excluding a urinal or water softener) 3 
 
 
Example   
A 30 property domestic development has a total 600 loading units, what is the infrastructure 
charge? 
Relevant Multiplier (RM) = 600/(30*24)  
RM = 0.83 (note that for domestic properties RM can be <1 but for non-domestic properties the 
minimum is 1)  
Infrastructure Charge (IC) for one property = 0.83 multiplied by the standard charge. 
For 20010/11 IC for development = 0.83 x 30 x £298.15 = £7,424 + VAT (if applicable) 
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SECTION IX  
 
OUR CHARGES1 2010/11  

 
  

Scheme of Charges 2010/11 Albion Water 

    

Unmetered supply sewerage charges £ 

Standing charge 45.71 

Standing charge (no surface drainage) 24.39 

RV charge (£/RV) 0.99 

Premises without RV (commercial)* 261.75 

Premises without RV (domestic)* 214.20 

Sewerage minimum charge* 72.30 

    

Metered supply sewerage charges   

Standing charge 45.71 

Standing charge (no surface drainage) 24.39 

Charge per m3 1.65 

Water Sure* 214.20 

    

Standing charge for large meters (mm)   

21-25 157.50 

26-40 320.95 

41-50 558.50 

51-80 1460.90 

81-100 2188.00 

100+ 4648.00 

    

Miscellaneous charges   

Sewer Map (A4) 10.20 

Surface water drainage only 21.32 

Infrastructure charge (<20mm meter) 298.15 

*includes standing charge    
 

 
 

                                                 
1
 To minimise the environmental costs of printing and postage, details of relevant future charges will be included with your March bill 

and the full scheme will be available on our website. 
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SECTION X 
  
CONTACT DETAILS  

 

Albion Water Limited  
 

Emergency Helpline  0800 917 5819   

 

Customer Service Helpline  0845 604 2355 

 
Our Customer Service Helpline is open Monday to Friday from 9am until 6pm. Please call it if you 
want information on: 
1.  the sewers to which your house‟s drains connect; smells from sewers or sewage treatment 

works; or any other area of our waste water disposal services.  If we need to get somebody 
to come out and see you we will do our best to agree a fixed time appointment convenient to 
you for our visit.  We will also ask you whether you wish to give us a password to use when 
we call so that you know we are who we say we are when we arrive.  

2. your account for our sewerage services; if you want to set up a payment plan or you need to 
discuss changing an existing one because you are having difficulty paying; or if you are 
moving house.  

 
Contacting us in writing: 
 
If you want to write to us about any customer service or billing issue, please use:  
Albion Water Limited, Customer Services, 78 High Street, Harpenden, Herts, AL5 2SP  
 
Albion Water on-line: 
 
For general enquiries – info@albionwater.co.uk 
Our website - www.albionwater.co.uk - contains customer information and alternative email 
addresses if you wish to contact us electronically.  
 
Registered Office: 
 
Albion Water Limited, 71 Clarence Road, Teddington, Middlesex, TW11 0BN 
 
 

The Water Services Regulation Authority (Ofwat)  
 
Ofwat 
Centre City Tower  
7 Hill Street  
Birmingham  
B5 4UA  
 
Telephone:  0121 625 1300  
Minicom:  0121 625 1422  
e-mail:  enquiries@ofwat.gsi.gov.uk  
website: www.ofwat.gov.uk 
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The Consumer Council for Water 
 
Consumer Council for Water   
1st Floor, Victoria Square House, Victoria Square  
Birmingham  
B2 4AJ 
 
Telephone:  0121 345 1017  
Lo-call:  08457 023093 
e-mail:  central@ccwater.org.uk 
website: www.ccwater.org.uk 
Office hours: Mon to Fri 8:30 to 4:30 
 
 

Portsmouth Water 
 
Portsmouth Water 
P.O. Box 8 
West Street 
Havant 
Hants PO9 1LG 
 
Telephone:  023 9249 9888 
e-mail:  customers@portsmouthwater.co.uk 
website: www.portsmouthwater.co.uk 
 
 

Local Advisory Services 
 
Citizens Advice Bureau 
1-3a London Road 
North End 
Portsmouth 
PO2 0BQ 
 
Telephone:   023 9265 6300 
website: www.citizensadvice.org.uk 
 
 

 
 

 
 

 

 

 

 

 

 

 

 

 
 

mailto:londonandsoutheast@ccwater.org.uk
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Appendix 2 

 
 
 

Payment and Debt Recovery 
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WHAT CAN WE DO TO HELP?  
 
This Code of Practice applies to domestic customers only and has been approved by the 
Water Services Regulation Authority (Ofwat).  
 
1.  Having difficulty paying your sewerage bill?  
 
Albion recognises that it is difficult for some customers to pay their bills.  
 
We will not disconnect a domestic customer from the sewerage network for not paying, but we will 
take other action to obtain payment.  
 
We will always try to help a customer trying to pay.  We guarantee that we will keep our side of 
any agreement we make with you.  You must keep yours.  
 
This Code of Practice confirms how we will help and what we will do if customers do not pay and is 
one of a suite of Codes approved by Ofwat 
 
2.  How to get help  
 
Please contact us as soon as possible.  We cannot help you unless you tell us that you are having 
difficulties paying your bill.  The sooner you contact us, the sooner we will be able to suggest a 
way to help you pay.  
 
If you are having difficulty in making payments, please call our Customer Services Helpline on 

0845 604 2355 (weekdays between 9:00am and 6:00pm) 

 
Alternatively please write to Albion at:  
Albion Water Limited, Customer Services, 78 High Street, Harpenden, Herts, AL5 2SP  
 
You may find it helpful to obtain independent advice or debt counselling. If so, you could contact 
your local Citizens‟ Advice Bureau, contact details can be found in Section 10 below. 
  
We will agree to a payment plan suggested by an approved debt counsellor and will take no 
further action to recover any debts provided that you keep to the plan agreed.  
 
The local office of the independent Consumer Council for Water may also be able to advise you on 
where you can get help, their contact details and a brief introduction to their structure can be found 
below.   
 
3.  How can we help?  
 
We cannot simply reduce the amount you have to pay but if you are paying on a rateable value or 
assessed basis and it is possible that your annual bill would be lower if you had a water meter 
installed, we will suggest that you consider taking this action.  You will need to contact the 
company that supplies your water, Portsmouth Water, to arrange this (their contact details can be 
found in Section X of Appendix 1).  You will have a legal right to change back to unmetered 
charges within 12 months of the meter being fitted (or within one month of receiving a bill showing 
the total amount of water you have used in the 12 months since you had a meter fitted).  
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If you are already on a meter, we will check to see whether you are entitled to pay the WaterSure 
Tariff which may give you a lower annual bill (see 5.13 to 5.18, pages 11/12, for further 
information).  We will also send you water saving advice which may help you reduce the amount of 
water you use and hence, the amount you have to pay.  
 
Once we have checked to see whether you are paying the lowest possible bill for your situation, 
we will discuss your concerns with you and try to agree a payment plan which will help you to pay 
your bill.  
 
For both metered and unmetered payment plans, payments can be made monthly or on an 
alternative agreed frequency.  
 
The Company operates a special Meter Payment Plan for metered customers.  Under the Plan 
customers agree to pay a fixed amount at agreed intervals (normally by monthly Direct Debit).  
 
At the end of each year the Company will review the account and make any adjustments to the 
required payments if water use has changed and the amount being paid is too high or too low.  
 
If the account is in credit and a bill has been issued recently, customers can choose to have the 
over-payment refunded or carried forward to reduce next year‟s payments.  If not enough has 
been paid, the debt will be added to the following year‟s bill and monthly payments re-set to repay 
the outstanding balance over the next 12 months.  
 
We will always require a payment plan to be set at a level which clears the current year‟s charges 
by the end of the financial year (31 March) but if there are arrears on the account we may be able 
to agree a longer period of time to clear these to make instalments more manageable.  
 
Instalments can be paid by:  
 

 Direct Debit 

 Internet banking 

 Cheque by post to:  
Customer Accounts, Albion Water, 78 High Street, Harpenden, Herts, AL5  2SP (please do 
not send cash through the post) 

 cash at a PayPoint facility, details and the location of participating outlets are available on 
request 
 

Full details of all charges, payment plans and payment options are included in our Code of 
Practice and Charges Scheme, included within the occupier manual.   
 
If you have difficulties in getting to a PayPoint service provider, where you can make payment, 
because of disability we will try to find a convenient arrangement to help.  
 
To set up a payment plan please call us on 0845 604 2355 so that we can discuss your 
requirements with you and agree a suitable plan.  The Helpline is open weekdays (Monday 
through to Friday) from 9:00am to 6:00pm.  
 
 
4.  Where else can you get help?  
 
If you receive Income Support, Income Based Jobseekers Allowance, Income-Related 
Employment and Support Allowance or Pension Credit, you may be able to have payments made 
directly to us from your benefit under the „Water Direct‟ payment scheme.  Under this scheme your 
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sewerage charges (and arrears) will be paid directly from your benefit and, whilst payments are 
made, no further debt recovery action would be taken.  We can help you to arrange this with the 
Department for Work and Pensions if you call us on 0845 604 2355. If you contact Jobcentre Plus 
or the Department for Work and Pensions directly please also notify us so that payment receipts 
and debt recovery procedures can be adjusted.   
 
A restricted Special Assistance Fund exists to help customers who are trying to pay their bills but 
who are having difficulties so doing for reasons of severe financial hardship or personal 
circumstances.  If you believe that you require special assistance please contact us on 0845 604 
2355 to discuss. 
  
AVOID WORRY ï ACT NOW ï GET IN TOUCH 
 
What if you think your bill is wrong?  
 
If you think that you are not responsible for a bill we send you, or if you think that the amount 
claimed is wrong, or if you have asked CCWater (the consumer body charged with representing 
customers interests – please see Section 9 below for their details) to investigate an unresolved 
complaint, please contact us immediately on 0845 604 2355. 
 
We will look into the matter and try and resolve it with you; during these investigations the debt 
recovery process will be put on hold.  If we cannot agree with you, or an action plan with CCWater 
was not arranged, debt recovery will continue and we may have to ask the County Court to decide.  
 
5.  Tenants 
 
If you are a tenant you are responsible for paying sewerage charges unless your landlord has 
agreed with us in writing to pay the charges.  If your tenancy agreement states that the landlord is 
responsible, please check that she or he has a written agreement with us to pay.  
 
6.  What will happen if you do not pay your bill or keep to a payment plan?  
 
Our waste water disposal services have to be paid for.  We will pursue charges where they are not 
being paid.  
 
If after we have sent you a bill we do not receive payment or any contact from you to discuss 
payment, we will send you a reminder.  We will also send you a reminder if you miss paying 
instalments.  
 
If we do not hear from you or receive payment after sending you a reminder, we will send you 
notice of our intention to ask the County Court to issue a Claim for non payment.  If you had been 
paying by instalments and not responded to a reminder, you will receive a combined notice of 
cancellation of your instalment plan and intention to issue a Claim covering the whole amount of 
debt.  
 
If you do not respond to this notice, depending on your payment history, we may:  
 

 ask the Court to issue a Court Claim; or  

 contact you again ourselves; or  

 ask a Debt Collection Agency to recover the outstanding money.  
 
If a Court Claim is issued it will add to the debt you owe us as you will have to pay Court and 
Solicitors‟ Costs.  
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If you receive a Court Claim you can ask the Court to decide how you should pay off the debt but if 
you do, you may have to pay additional Court costs.  You can also dispute the Court Claim if you 
believe you do not owe the money claimed.  
 
If you do not respond to the Court Claim, the Court will make an Order against you for the full debt.  
Further legal action, such as the issue of Warrant for the seizure of goods, can be taken against 
you once an Order has been made.  A Court Order for payment may affect your ability to obtain 
credit.  
 
Where an Order for payment has been made by the Court and there is still no agreement with a 
customer to pay a debt, depending on the circumstances we may take one or all of the following 
actions:  
 

 ask a Debt Collection agency to recover the outstanding money,  

 visit a customer ourselves to try and agree a payment plan,  

 ask the Court to issue an enforcement process such as:  
ï a Warrant to allow a Court Bailiff to seize your goods.  
ï an Attachment of Earnings Order requiring your employer to pay money from your 

wages directly to us.  
ï a Charging Order if you own your home. This will mean that you have to settle the 

debt before you can complete the sale of your home.  
 
 
7.  Debt collection agencies  
 
Where a Debt Collection Agency has been asked by us to recover money, any disputes or offers 
of payment must be made to the Agency using the contact telephone number or address on 
correspondence the Agency has sent you.  
 
The Debt Collection Agencies we use are regulated by the Office of Fair Trading, are rigorously 
vetted by the Company and operate to strict codes of practice.  If you have any concerns or 
complaints about a Debt Collection Agency please write to Albion (contact details in Section 10). 
 
 
8.  Complaints  
 
Our complaints procedures are detailed in Appendix 3 of the Occupiers Manual, a copy of which is 
available on-line or please request a hard copy by contacting the above address or telephone 
number. 
 
 
9.  The Consumer Council for Water  
 
The Consumer Council for Water (CCWater) is an independent body, established in 2005, to 
represent consumer interests.  It has 5 committees, four in England and one in Wales, the 
Chairmen of which represent the regions on the CCWater Board.  CCWater has a customer 
service team covering your area, based in their Birmingham office (see below for full contact 
details). 
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10. Contact Details 
 
Albion Water Limited  
 

Emergency Helpline  0800 917 5819   

 

Customer Service Helpline  0845 604 2355 

 
Our Customer Service Helpline is open Monday to Friday from 9am until 6pm.  
 
If you want to write to us about any customer service or billing issue, please use:  
Albion Water Limited, Customer Services, 78 High Street, Harpenden, Herts, AL5 2SP  
 
Albion Water on-line: 
 
Our website - www.albionwater.co.uk - contains customer information and email addresses if 
you wish to contact us electronically.  
 
 
The Water Services Regulation Authority (Ofwat)  
 
Ofwat 
Centre City Tower  
7 Hill Street  
Birmingham  
B5 4UA  
 
Telephone:  0121 625 1300  
Minicom:  0121 625 1422  
e-mail:  enquiries@ofwat.gsi.gov.uk  
 
 
The Consumer Council for Water 
 
Consumer Council for Water   
1st Floor, Victoria Square House, Victoria Square  
Birmingham  
B2 4AJ 
 
Telephone:  0121 345 1017  
Lo-call:  08457 023093 
e-mail:  central@ccwater.org.uk 
Office hours: Mon to Fri 8:30 to 4:30 
 
 
Citizens Advice Bureau 
 
1-3a London Road 
North End 
Portsmouth 
PO2 0BQ 
 
Telephone:   023 9265 6300

mailto:londonandsoutheast@ccwater.org.uk
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INTRODUCTION  
 
This Complaints Procedure provides information on:  
 

 the Company‟s definition of a complaint;  

 arrangements for receiving, handling and registering complaints;  

 compensation;  

 arrangements for reviewing a case if customers are dissatisfied with the way in which 
their complaints have been handled previously;  

 monitoring and analysis of complaints; and  

 confidentiality.  
 

The Procedure is supported fully by staff training, appropriate internal Company documentation 
and any contractual arrangements with third parties.  
 
Procedural Steps  
 
Under Sections 29 and 33 of the Competition and Services (Utilities) Act 1992, Albion Water has 
produced a Complaints Procedure for dealing with complaints from customers or potential 
customers.  
 
There are three levels for investigating and responding to complaints within the Procedure:  
 
Level 1  
You will receive a response from an employee working in one of our complaints teams.  
 
Level 2  
If you are dissatisfied with our first response, you can ask for a senior manager to review your 
complaint and the way we have handled it.  
 
Level 3  
If you are still dissatisfied after having had a response from our Customer Service Representatives 
and a Senior Manager, you can ask the independent Consumer Council for Water (address below) 
to investigate your complaint.  
 
The full Complaints Procedure follows, setting out how we will handle complaints, a summary of 
this will be sent along with our replies to complaints.  
 
 

COMPLAINTS 
 
1. Definition of complaints  
 
1.1. A complaint is defined as any contact with the Company by a customer or potential customer 

in which dissatisfaction is expressed.  
1.2. A contact will be defined as a complaint if it expresses dissatisfaction with the services 

provided by the Company regardless of whether the complaint is made on behalf of another 
party or the person making the complaint does not pay charges to the Company.  
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2. Anonymous complaints  
 
2.1. Complaints which are made anonymously will be considered carefully and action taken 

where it is warranted.  Anonymous complaints will not be recorded by the Company for 
reporting purposes.  

 
3. Receipt of complaints  
 
3.1. Customers will be asked to direct complaints to our Customer Service Department in the first 

instance.  
3.2. Full details of how to contact us with a complaint will be sent to customers annually.  
3.3. Telephone numbers and the address to contact the Company‟s Customer Service 

Department about accounts or service issues are:  
 

Accounts issues  

Our Accounts Helpline can be contacted by telephone on 0845 604 2355  

 
Other Customer Service Issues  
Our Service Helpline, for all other customer service issues, can be contacted on  

0845 604 2355 

 
Alternatively, if you need to contact us in writing about an accounts or customer service 
issue, please write to:  
Albion Water Limited, Customer Services, 78 High Street, Harpenden, Herts, AL5 2SP  

or email to: complaints@albionwater.co.uk  
 
4. Complaints made in person  
 
4.1. Customers are encouraged to make a prior appointment if they wish to speak to a named 

employee or manager although every attempt will be made to meet a customer‟s wishes 
when visiting in person.  

 
5. Complaints made by telephone  
 
5.1. Telephone calls will be answered promptly.  However it may take longer to answer a call in 

an emergency situation when a lot of customers are telephoning us so we have to ask 
customers to be patient.  

5.2. Employees will give their names when answering telephone calls to provide customers with 
a point of reference should further contact be necessary.  

5.3. If the employee who answers a telephone call cannot deal with the complaint, the call and 
details of the complaint will be passed to someone who can deal with it effectively.  If the 
appropriate person is not available immediately, that person will telephone the customer.  
Where this is unlikely to be the same day, the customer will be notified of this as soon as 
possible.  

5.4. If a customer wishes to speak to a named employee or a senior manager who is not 
available immediately, arrangements will be made for the call to be returned.  

5.5. If a complaint made by telephone requires a site visit or other investigation the Company will 
aim to provide a full written response within ten working days.  Wherever possible, in cases 
such as a blocked sewer where flooding is imminent, an employee or contractor will be on 
site addressing the problem within four hours of the telephone call being received.  
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6. Written complaints  
 
6.1. If requested, the Company will send an acknowledgement of receipt of a written complaint 

on the day it is received.  
6.2. The Company guarantees to provide a substantive response to all written complaints within 

10 working days of receipt of the complaint.  In appropriate cases the Company will provide 
guidance as to how a complaint may be progressed where it cannot be resolved 
immediately.  

6.3. If the Company fails to reply within 10 working days a cheque for £30 will be sent to the 
customer automatically (unless the customer has owed the Company money for more than 
six weeks or is in arrears with an instalment facility in which case £30 will be credited to that 
customer‟s account for sewerage services. The customer will be informed of this).  

6.4. In the case of a complex complaint which may involve the Company in discussions and 
negotiations with other parties, the Company will keep the customer informed of progress at 
least monthly.  

6.5. There are exceptions to the requirement to make a payment, and these are: 
(a) the customer informs the company that they don‟t wish to pursue the complaint 
(b) industrial action by the company‟s employees make it impractical to despatch a reply 

within the relevant period 
(c) the act or default of a person other than the company‟s representative made it 

impractical to despatch a reply within the relevant period 
(d) the complaint was not sent to the address notified in writing by the company to its 

customers as the appropriate address for complaints of that nature 
(e) the complaint was frivolous or vexatious, or 
(f) the company reasonably considered a visit to be necessary, but severe weather made it 

impracticable to make the visit 
 
7. Handling of complaints  
 
7.1. All complaints will be dealt with courteously, fairly, efficiently and as simply as possible.  
7.2. Where it is in the Company‟s power to do so, the cause of the complaint will be put right as 

quickly as possible.  If the Company is not responsible for the cause of the complaint a full 
explanation of why it cannot help will be given together with suggestions as to who the 
customer should contact for assistance.  

7.3. It may not be possible to remedy some problems immediately.  Wherever possible in these 
cases the Company will take action to reduce the effect the problem has and keep the 
customer informed of action to eliminate the problem in the longer term.  

7.4. Complaints will be overseen by one of our complaints handling teams in our Customer 
Service Department.  Staff who deal with complaints have undergone specific training in 
complaints handling and the Company‟s procedures and policies for dealing with customers 
who wish to register a complaint.  Regular training in complaints handling is provided for 
employees.  

7.5. A response to a complaint will include:-  

 Thanking the customer for contacting the Company.  

 An apology where the Company is at fault.  

 Explanation of all matters raised by the customer, including:  
o an explanation of the cause of the problem, where appropriate;  
o a description of the action which has been taken to overcome the problem; or  
o a description of the action which the Company will be taking together with timescales 

for that action; or  
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o a description of the action which has been taken to reduce the problem together with 
an explanation of further action planned to resolve the problem ultimately and a 
commitment to keep the customer informed of progress; or  

o a full explanation of why the Company is not able to satisfy the customer‟s 
requirements or expectations.  

 Advice on who to contact where responsibility for the problem does not lie with the 
Company.  

 A named contact and telephone number for further enquiries where this is appropriate.  
 
8. Complaints about employees  
 
8.1. A complaint about an employee of Albion Water will be reviewed and handled by a Manager 

or Director senior to the person about whom the complaint has been made.  
8.2. In line with general Company policy not to discuss publicly matters relating to individual 

members of staff, any disciplinary action taken by the Company in response to such a 
complaint will not be disclosed to the complainant.  

 
9. Redress  
 
9.1. If the Company fails to provide a customer with a service which it guarantees, financial 

redress will be made in accordance with the levels set out in its Guaranteed Standards 
Scheme.  Details of these standards, periodically updated, are contained within the Occupier 
Manual.  

9.2. Where a complaint involves a matter not covered by the Guaranteed Standards Scheme 
recompense will be considered taking into account the cause of the problem and loss 
suffered.  

9.3. The Company may make an ex-gratia payment or provide other redress where an immediate 
remedy is not available for a problem or where worry or distress has been caused.  

9.4. In certain cases, especially those where a customer alleges specific loss or damage, it may 
be necessary to ask the customer to provide the Company with full details, together with 
receipts for any expense incurred.  

 
10. Registering and monitoring of complaints  
 
10.1. All written complaints will be registered by the Company on the day that they are received.  

Where the complaint needs to be directed to another office for investigation it will be 
transferred there on the day it is received.  

10.2. In registering a written complaint the Company will record the substance of the complaint; 
any special circumstances relating to the customer; whether a Guaranteed Service Standard 
is involved; and the date on which a reply is due to be sent as well as details of the person 
making the complaint.  

10.3. Relevant managers will monitor complaints not answered within five days to ensure that 
target response times are met.  

 
11. Telephone complaints and complaints made in person  
 
11.1. Telephone complaints and complaints made in person normally will be recorded on the 

Company‟s customer contact system as they are received.  However in an emergency 
situation it may be necessary to register the complaint at a later stage.  

11.2. Relevant managers will monitor complaints not answered within five days to ensure that 
target response times are met.  
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12. Complaints from customers for whom English is not their first language  
 
12.1. The Company will always try to deal with a customer for whom English is not their first 

language in a way which makes communication easy.  The arrangements necessary to 
enable this may mean that it takes longer to handle these complaints.  

 
13. Dissatisfied customers  
 
13.1. Where a customer is dissatisfied with the way in which the Company has handled a 

complaint, or action it has taken to resolve a problem, the case will be reviewed by the 
senior manager responsible for the area of the business associated with the complaint.  

13.2. If the relevant senior manager has been involved in a case previously the review will be 
carried out by a Director of the Company to ensure an independent review.  Both senior 
functional managers and the Director are empowered to take any action necessary to 
resolve the matter under review with the customer and are expected to do so by the 
Company.  

13.3. A substantive response will be sent within 10 working days.  A £30 payment will be made 
automatically for failures to meet this target.  

 
14. Priority Services Customers  
 
14.1. We recognise that complaining in writing may not be possible for all of our customers.  

Where a customer is dissatisfied but not able to write to explain why, we will make 
arrangements either to telephone or to visit to take details.  Where appropriate we will send 
a written note of the details we have recorded to confirm that they reflect accurately what we 
have been told.  

14.2. Customers requiring our assistance with registering a complaint should call  
0845 604 2355 and ask for our Priority Needs Complaints Service.  

14.3. Only when we know that a customer is satisfied with what we have recorded will we begin 
formally to review the complaint.  A response will then be made in an appropriate format 
within 10 working days.  This may be by telephone or a further visit but where we do this we 
will always send written confirmation afterwards.  

 
15. The Consumer Council for Water (CCWater) 
 
15.1. In the event that a customer remains dissatisfied after a senior manager has reviewed her or 

his complaint the matter may be referred to the Consumer Council for Water, the 
independent customer watchdog for the area.  

15.2. CCWater is fully independent of the Company.  A complaint may be referred to it at any time 
but usually it will not begin its own investigations into a complaint until the Company has had 
the opportunity to resolve it.  
The address and telephone number for the local area Consumer Council for Water is:  
 
Consumer Council for Water   
1st Floor, Victoria Square House, Victoria Square  
Birmingham  
B2 4AJ 
Telephone:  0121 345 1017  
Lo-call:  08457 023093 
e-mail:  central@ccwater.org.uk 
Office hours: Mon to Fri 8:30 to 4:30 

mailto:londonandsoutheast@ccwater.org.uk
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16. Legal redress  
 
16.1. In some cases a customer has a legal right to refer a problem either to arbitration, or to the 

Water Services Regulation Authority (Ofwat) for determination, or to the Courts.  Where the 
Company cannot reach agreement with the customer in such cases it will ensure that it 
notifies the customer of their right to refer the matter to another body.  

16.2. Matters which may be referred elsewhere include    

 Financial conditions for sewer requisition.  

 Extensions to the period within which a sewer must be provided after requisition or the 
places at which private drains and sewers connect with the requisitioned sewer.  

 Adoptions of sewers and sewage disposal works.  

 Conditions for the connection of a drain to a public sewer.  

 Requirement that a proposed drain or sewer be constructed so as to form part of the 
general drainage system.  

 Alterations to the drainage system of premises.  

 Closure and prohibition of use of a public sewer.  

 The Company‟s exercise of its powers on private land.  
16.3. Further information on arbitration is included in the Company‟s Code of Practice.  
 
17. Analysis of complaints and performance  
 
17.1. A monthly report on types of complaints received and the Company‟s performance in 

responding to them is reviewed by the Board.  This information will be used to identify areas 
of service and policy which need to be reviewed and action which needs to be taken to 
improve services to customers.  

17.2. The Company will undertake regular quality audits of the way in which complaints have been 
handled.  The quality audit may involve customer research.  

17.3. Independent audits of the way the Company handles complaints will also be undertaken at 
the Company‟s office by Members of CCWater.  Its reports on its audits will be addressed to, 
and reviewed by, the Chief Executive.  

 
18. Confidentiality  
 
18.1. All information held about a customer will be treated in strict confidence.  Access to 

information by employees will be on a “need to know” basis only.  Similarly information 
relating to individual employees and their actions will be treated as confidential.  

18.2. Relevant provisions of the Data Protection Act 1998 will apply to information held by the 
Company.  A disciplinary offence may be committed if an employee releases information 
protected by the Act.  

 
19. Contact Details 
 
Albion‟s contact details are set out in clause 3.3 above. 
 
Please note that complaints relating to the provision of water services should be addressed to 
Portsmouth Water whose contact details will be shown on your water supply bill and, for 
convenience, are reproduced in Section X of the Scheme of Charge.



 

 

 

 


