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Water Redress Scheme 

 

ADJUDICATOR’S DECISION SUMMARY 

Adjudication Reference: WAT/   /0635 

Date of Decision: 5 January 2018 

  

The customer submits that he is entitled to a payment of £8000.00 as a result 

of his dissatisfaction with his bills and the company’s handling of this issue. 

The customer submits that he did not pay the charges requested by the 

company and it placed a default notice on his credit file. The customer 

indicates that he referred the issue to CCWater but it ultimately concluded that 

the company had acted reasonably.  

  

The company submits that the customer has been charged correctly and it has 

explained this during its contact with him. The customer did not pay the 

charges which were correctly due and therefore the matter was referred to debt 

recovery and payment defaults were filed. Nonetheless, the company submits 

that it has assisted the customer to the best of its ability (by reducing his 

service charges and removing the default). The company acknowledges that 

the issue has been referred to CCWater who concluded that it had acted 

reasonably under the circumstances. The company has not made any offers of 

settlement. 

  

Under the circumstances, I am unable to conclude that the company has failed 

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

average person. Based on the evidence provided, I am not satisfied that the 

customer had been incorrectly charged by the company. Furthermore, I am not 

satisfied that its service provision fell below a reasonable standard during its 

overall handling of the customer’s complaint. 

  

The company does not need to take any further action. 

The customer must reply by 2 February 2018 to accept or reject this decision. 
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ADJUDICATOR’S DECISION 

Adjudication Reference: WAT/   /0635 

Date of Decision: 5 January 2018 

 

Party Details 

Customers:  

Company:  

 

Case Outline 

The customer’s complaint is that: 

 He is displeased with the company’s charges and therefore complained to it on several 

occasions (by letter). 

 The customer submits that on each occasion, the company has either failed to reply to his 

complaint letters or provided him with misleading statements. 

 The customer submits that he did not pay for the company’s charges and it lodged a payment 

default on his credit file. 

 The customer raised a complaint with CCWater (Consumer Council for Water) who concluded 

that the company had acted reasonably in relation to this issue and closed the complaint. 

 The customer now submits that he should be entitled to compensation in the sum of £8000.00. 

 

The company’s response is that: 

 It applied “      Assist” to the customer’s account in April 2014 in order to assist him as he 

claimed that he has a low income household with disabled occupants. The company explains 

that this meant the customer was charged significantly less for water services than other 

customers. 

 In December 2014, the customer stopped paying his bills and the company sent a payment 

request in April 2015. 

 After requests for payment were not met, the company submits that it provided a final warning 

and waited the required 90 days before marking a payment default on the customer’s credit file. 
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 The customer raised a complaint in relation to this issue. 

 The company submits that the customer’s bills are correct and it has already explained this to 

the customer and maintains this position. 

 However, the company accepts that it did not explain to the customer that the charges are 

statutory charges and not contract based. Therefore, as a gesture of goodwill, it has removed 

the default on the customer’s file. 

 The company also submits that in July 2017, it placed the customer on its “HELPU” tariff which 

further reduced his service charges for the future. 

 The customer referred the issue to CCWater who concluded that the company had acted 

reasonably and closed the complaint. 

 In light of all the above, the company submits that it is not obliged to provide the customer with 

the redress being claimed. 

 

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 customers to the standard to be 

reasonably expected by the average person. 

2. Whether or not the customers have 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. 

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. It appears that the crux of this dispute lies with the customer’s assertion that he is entitled to a 

payment of £8000.00 as a result of his dissatisfaction with his bills and the company’s handling 

of this issue. 
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2. At this juncture, I find it prudent to 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.  

 

3. Upon review of all the evidence provided by the customer, I am unable to find any substantive 

evidence that would enable me to reasonably conclude that the company has charged him 

incorrectly. Specifically, I note that the customer’s submissions consist of his letters to the 

company expressing his displeasure with the bills, the company/debt collection agency 

confirming that the bills are correct and overdue and CCWater’s report concluding that the 

company has acted reasonably. Accordingly, I must conclude that the customer has not 

substantiated the crux of his claim under the circumstances. 

 

4. The customer appears to raise complaints relating to the service provision of the debt collection 

agency. I must draw attention to the fact that the debt collection agency is a separate and 

distinct third party that is not a party to this dispute. As such, I am unable to examine or review 

any issues relating to the services provided by the debt collection agency.  

 

5. I note that the company accepts it did not explain to the customer that the charges are statutory 

charges and not contract based. Therefore, as a gesture of goodwill, it has removed the default 

on the customer’s file. Under the circumstances, I am satisfied that this action was fair and 

reasonable in light of this minor oversight. 

 

6. Following careful review of all the documents available to me at the time of adjudication, I am 

not satisfied that the company has failed to provide its services to the customer to the standard 

to be reasonably expected. Specifically, I am only able to conclude that the company requested 

payment which was correctly due and when the customer failed to pay this, it referred the matter 

to its debt recovery process and recorded the default on the customer’s credit file. I also 

acknowledge that in its overall dealings with the customer, the company provided apt 

explanations and provided him with further assistance by placing him on significantly reduced 

service charges. I am not satisfied there is any substantive evidence that shows the company 

had made any misleading statements to the customer. 
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7. Therefore, under the present circumstances, in the absence of any substantiated failures on the 

part of the company to warrant the redress claimed; I am unable to uphold the customer’s claim 

for the company to pay him £8000.00. 

 

 

 

 

 

What happens next? 

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

 The customer must reply by 2 February 2018 to accept or reject this decision. 

 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. 

 

E. Higashi LLB (Hons), PGDip (LPC), MCIArb. 

Adjudicator 

Outcome 

The company does not need to take any further action. 
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