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WATRS 
Water Redress Scheme 

 

ADJUDICATOR’S DECISION SUMMARY 

Adjudication Reference: WAT/  /0659 

Date of Decision: 12 February 2018 

 The customer’s claim is that he has not received a bill from the company in 

nearly a year; it has refused to send him one or reply to his communications. 

The company has provided poor customer service. The customer would like to 

pay his bill but he has no way of knowing the amount he needs to pay. He 

requests that the company send him a bill each month.  

 The company submits that it has provided the customer with his 2017/2018 

water bill on several occasions and confirmed the payment plan agreed. 

However it is unable to provide the customer monthly reminders as sought; as 

the onus is on the customer to put in place his own reminders to ensure he 

makes his payments on time. Whilst it stopped replying to the customer’s 

communications which only raised the same query, this was because it had 

already answered all of the points raised and it informed the customer that it 

would not issue further responses on this basis. The company has made no 

offer of settlement. 

 The company is authorised under the Water Industry Act 1991 to request 

payment from the customer for his Assessed Household Charge in full by 1 

April of each year. I am satisfied that the company provided the customer with 

his annual water bill and confirmation of the payment plan it had agreed with 

him on several occasions. As there is no duty on the company to provide 

monthly reminders as sought by the customer, its refusal to provide these do 

not amount to a service failing. The company did inform the customer it would 

negatively affect his credit file if he failed to make payments on time and also 

that it would not respond to his communications where they only contained 

queries it had already answered. However I am satisfied that the company has 

demonstrated that it acted in accordance with its policies, the law and what 

was reasonable. Therefore, there is no evidence of the company failing to 

provide its services to the customer to the standard to be reasonably expected 

by the average person 

 The company does not need to take any further action. 

The customer must reply by 12 March 2018 to accept or reject this decision.

Complaint 

 

Defence 

 

Outcome 

Findings 

ngs 



 

 

This document is private and confidential. It must not be disclosed to any person or organisation not directly 
involved in the adjudication unless this is necessary in order to enforce the decision. 

www.WATRS.org | info@watrs.org 

ADJUDICATOR’S DECISION 

Adjudication Reference: WAT/  /0659 

Date of Decision: 12 February 2018 

Party Details 

Customer:  

Company: 

 

Case Outline 

The customer’s complaint is that: 

 The company has refused to send him a bill and he has not received a bill in nearly a year.  

 The company has not responded to his attempts to contact it so he has no idea what amounts 

he needs to pay. The company has not replied to his communications since July of 2017. 

 When he has contacted the company it has threatened him with bad credit despite the fact that 

the onus is clearly upon the company to inform him what he needs to pay, and when. 

 He is willing to pay what he owes but he has no idea how much that is, and the company will not 

tell him.  

 The customer requests that the company provide an apology for the “deeply unsatisfactory” 

customer service provided over the past few months. 

 The customer requests that the company send him a bill to let him know how much he needs to 

pay each month (in either paper or electronic format). 

 

The company’s response is that: 

 On 22 January 2017, the customer moved to at 1A Park Place and a bill for £66.10 was 

generated for the timeframe 22 January 2017 to 31 March 2017 based on the Rateable Value 

(RV) of his (unmetered) property. The customer made 2 payments of £31.49 and £31.82 

following his payment plan being set up. 

 On 27 February 2017 in readiness for the unmetered bill due on 1 April 2017, it sent the 

customer his RV bill for 1 April 2017 to 31 March 2018.  
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 However, the customer lives in one of the        where it is carrying out compulsory metering; it 

carried out a survey and on 3 May 2017 found that the property could not have a meter fitted. It 

therefore gave the customer its unmeterable property leaflet notifying him that he would qualify 

for its Assessed Household Charge (AHC), which is based on the number of bedrooms of a 

property. The leaflet explains the conditions of this particular scheme and for him, it would be 

cheaper for the customer to be transferred to AHC from RV charges. 

 The customer called the same day to ask that it transfer his account to AHC with immediate 

effect. He was advised how much his new charges would be and that the payment plan he had 

on his old account would be transferred over to his new one, along with any credits or arrears. A 

new (AHC) account was opened, reference 896 [ ].  

 On 9 May 2017, it sent the customer a new bill with the new payment plan (for the period 3 May 

2017 to 31 March 2018). On 14 June 2017 it sent a late payment reminder letter to the customer 

as no payments had been received from him.  

 On 19 June 2017, the customer advised he had not received his bill/payment plan statement 

and he asked that it send him monthly reminders. He was advised that the bill was sent on 9 

May 2017 with the itemised payment plan on that same bill and the customer confirmed that he 

had received this but that he still wanted monthly reminders. It was explained to the customer 

that this facility is not possible. The customer made a payment of £21.32 over the telephone 

(received on his account on 20 June 2017), however he advised that he wanted to write and 

complain and it received the customer’s written complaint the same day.  

 It advised the customer in its email of 29 June 2017 that a monthly payment reminder is not 

something it can offer but attached a copy of the bill dated 9 May 2017 and reiterated the 

payment arrangement agreed to. It asked that he pay £42.74 to bring his payment plan 

completely up to date to 15 July 2017 and listed its payment method options explaining how his 

credit file may be impacted if he does not keep his payments up to date. The customer paid the 

outstanding £42.74 the next day. 

 It replied on 3 July 2017 providing a table itemising his payment plan and reiterated that it 

cannot offer monthly reminders. The customer emailed the same day and it replied on 4 July 

2017 with a copy of his 9 May 2017 bill providing a further table itemising his payment 

plan/payments received. It also stated that it was the customer’s responsibility to make the 

payments in line with the agreed dates and amounts and advised that if his payments are not 

made on time, his plan may be cancelled and the full outstanding balance will be due for 

payment which would negatively affect his credit file. He replied the same day dismissing the 

information and it responded again but, in line with its complaints process, it informed the 
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customer that it would not be in a position to communicate with him again about this matter as it 

had answered all his points.  

 The customer replied the same day, with the same query, therefore in line with its email of 10 

July 2017, it did not reply. The customer continued to contact it on 5 October 2017, 13 

December 2017, and 2 and 4 January 2018 and no replies were sent. The customer made an 

online payment of £50.00 on 6 October 2017 however this was not sufficient to cover the 

overdue instalments. 

 It has not received any further payments since that date. The customer’s account is currently in 

arrears by £77.92, and he needs to pay £120.56 prior to 15 March 2018 to ensure that his 

account is cleared prior to 1 April 2018 when his next annual bill is due.  

 It has since answered the complaint received by the Consumer Council for Water (CCW) who 

fully supported its position.  

 Therefore, it has provided the customer with all the information he needs to make payment of 

his bills and the date on which he needs to make them. It does not send out monthly reminders 

unless the monthly instalments are overdue but this may affect a customer’s credit rating. 

However in the customer’s case, as there has been an active complaint open, this has 

suspended debt collection action and his credit rating has not yet been affected despite the 

arrears and number of late payments however the customer will need to bring his payment up to 

date to avoid his credit score being affected.  

 It denies it has made any errors in dealing with the customer’s account.   

 

How is a WATRS decision reached? 

In reaching my decision, I have considered two key issues. These are: 

1. Whether the company failed to provide its services to the customer to the standard to be 

reasonably expected by the average person. 

2. Whether or not the customer has suffered any financial loss or other disadvantage as a 

result of a failing by the company. 

 

If the evidence provided by the parties does not prove both of these issues, the company will not be 

directed to do anything. 
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I have carefully considered all of the evidence provided. If I have not referred to a particular 

document or matter specifically, this does not mean that I have not considered it in reaching my 

decision. 

 

How was this decision reached? 

1. I remind the parties that adjudication is an evidence-based process and it is for the customer to 

show that the company has not provided its services to the standard that would reasonably be 

expected of it.  

 

2. The complaint concerns billing; in particular the customer submits that the company has refused 

to provide him with a bill in respect to its water services provided.  

 

3. I accept that section 142 (4) of the Water Industry Act 1991 (‘the Act’) authorises the company to 

fix charges for its services and provides (in relation to domestic customers) that those charges 

must be fixed by reference to a Charges Scheme. I find that in accordance with the Act and its 

Charges Scheme, the company is obliged to provide a bill to its customers which sets out the 

charges due. I find that it is also entitled to ask customers who pay by RV or AHC, to pay their 

charges annually in advance, payable by 1 April of each year. I find that this method of billing is 

industry wide. However, it is also a standard practice for water companies to offer its customers 

the option of setting up a payment plan to pay off the RV or AHC charges in installments during 

the course of the year. 

 

4. The company has submitted copies of the customer’s 2017/2018 RV bill, his amended AHC 

2017/2018 bill dated 9 May 2017 and evidence of its correspondence exchanged with the 

customer during the dispute timeframe. I also acknowledge receipt of the CCW correspondence 

and a recording the customer’s call to the company of 19 June 2017. 

 

5. I accept that on 27 February 2017, the company sent the customer his RV bill for 1 April 2017 to 

31 March 2018. I find that on 18 April 2017 the company then sent the customer confirmation of 

the payment plan he had set up to pay the charges in 11 installments. However, as a result of 

compulsory metering in the customer’s borough, the company transferred the customer’s 

account to AHC after it established that a water meter could not be fitted at his property. The 
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customer agreed to amend his account to AHC on 3 May 2017. The company sent the customer 

an amended bill dated 9 May 2017 which I find confirmed the annual AHC charges due and the 

payment plan; the AHC charges totaled £234.62 with the first installment on the payment plan 

(£21.42) due on 23 May 2017 and 10 further installments of £21.32 from 15 June 2017 to 15 

March 2018. In the company’s subsequent payment reminder sent dated 14 June 2017, it 

advised the customer that of the £234.62 in charges still due, £21.42 had to be paid immediately 

otherwise the payment plan may be cancelled. The customer asked the company during his call 

of 17 June 2017 for it to send him monthly bills and the company explained it is unable to 

provide monthly reminders. The customer subsequently made payment of £21.42. The customer 

continued to ask the company for monthly bills on the basis that it would be simpler for him to 

keep track of the payments due and the company explained in its letter to the customer of 29 

June 2017 that he needed to make 10 more monthly payments of £21.32, due on 15th of each 

month, until 15 March 2018 in order to cover his 2017/2018 bill. I find that in its written 

responses to the customer of 3 and 4 July 2017, the company reiterated the payment amounts 

and the dates on which they were due in accordance with the payment plan agreed. It also 

presented this information in a table format to assist the customer. Further, the company 

informed the customer of alternative methods of paying and highlighted that the onus was on 

customers to have their own reminders in place in order to ensure they made payments on time.   

 

6. In light of the evidence I am satisfied that the company has demonstrated that it provided a bill 

to the customer setting out his annual AHC water charges due for 2017/2018 and confirmed the 

details of the payment plan on at least 4 occasions. The company has also clarified this 

information in its Defence and confirmed that the customer needs to immediately pay £77.92 to 

clear the overdue installments (as at the date of the Defence) or pay £120.56 to clear his 

account up to 31 March 2018. Therefore, I do not accept that the company has failed to provide 

the customer with a bill or confirmed the amounts owing, and as a consequence, this aspect of 

the claim cannot succeed.   

 

7. In regards to the customer’s complaint that the company has refused to communicate with him, I 

accept that in its response to the customer dated 10 July 2017, the company advised that it 

would not communicate with him again about the same matter as it had already fully responded 

to his request for a monthly bill. The customer wrote to the company again on 10 July 2017, 5 

October 2017, 13 December 2017 and 2 and 4 January 2018 and I find that the company did not 

respond to the customer’s emails. I can see that the customer did not raise any new issues in 

these further communications to the company and, as I am satisfied the company had supplied 
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the customer with his 2017/2018 water bill and confirmation of the monthly amounts due on 

several prior occasions, I do not consider the company’s above stated position to be 

unreasonable or evidence that it failed to provide its services to a standard reasonably 

expected.  

 

8. The customer asserts that the company has threatened him with bad credit on the occasions it 

has replied to his communications. I find that where payments are not made on time, in line with 

the company’s policy of recovering money owed for services, it is entitled to place a customer’s 

account in its debt recovery process which includes the use of debt recovery agents to recover 

the overdue charges and credit reference agencies. In the customer’s case, I accept that the 

company informed the customer that if payments are not made on time it may negatively affect 

his credit file. I find that there is a lack of evidence that the company has acted outside of its 

policies or the law in this respect. However, the company submits that as there has been an 

active complaint open on the customer’s account, this has suspended debt collection action and 

the customer’s credit rating has not yet been affected despite the arrears and number of late 

payments (as at the date of the Defence). Therefore I find no evidence of the company failing to 

provide its services to the customer to the standard to be reasonably expected in this respect.  

 

9. In considering the claim raised, I have found insufficient evidence which establishes any failure 

on the part of the company to provide its services to the standard to be reasonably expected by 

the average person. Therefore as a consequence, that the company is not liable for the 

remedies sought by the customer.  

 

 

 

 

 

 

What happens next? 

 This adjudication decision is final and cannot be appealed or amended. 

 The customer must reply by 12 March 2018 to accept or reject this decision. 

Outcome 

The company does not need to take any further action. 
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 When you tell WATRS that you accept or reject the decision, the company will be notified of this. 

The case will then be closed. 

 If you do not tell WATRS that you accept or reject the decision, this will be taken to be a 

rejection of the decision. 

 

 

A. Jennings-Mitchell, Ba (Hons), DipLaw, PgDip (Legal Practice), MCIArb 

Adjudicator 

 


