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WATRS 
Water Redress Scheme 

 

ADJUDICATOR’S DECISION SUMMARY 

Adjudication Reference: WAT/    /0649  

Date of Decision: 8 February 2018 

 The customer states that the company has wrongly declined to accept 

responsibility for a section of pipework leading from the mains to his house and 

has installed a boundary box in the wrong place so as to wrongly delineate the 

boundary between its assets and private services.  

  

The company says that it has never been responsible for the section of pipework 

which is delivering to the customer a low level of water pressure and it has 

installed the boundary box in the correct place. It did, however, offer an unclear 

explanation to the customer and it has offered compensation of £150.00.  

 

 The customer has not shown that there is any evidence that the pipe to the 

customer’s home was an asset of the company or its predecessor and has not 

shown that there was a stop tap in any other place than where a boundary box 

has been installed. As the company has shown that the pipe was not on a map 

of its assets at the time of its acquisition of responsibility from the relevant water 

board, it is more likely than not that the pipe to the customer’s house is a private 

supply for which the company is not responsible. On the other hand, the 

company did make a confusing statement to the customer in early 2017 which is 

likely to have caused inconvenience and has offered compensation of £150.00. 

It is fair and reasonable that the customer should receive this sum by way of 

compensation.  

 

 The company needs to take the following further action, namely to pay £150.00 

to the customer.   

The customer must reply by 8 March 2018 to accept or reject this decision.• If the customer accepts 

this decision, the company will have to do what I have directed.• If the customer rejects this 

decision, or does not respond, the company will not have to do what I have directed  

Complaint 

 

Defence 

 

Findings 

Outcome 



 

 

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/    /0649  

Date of Decision: 8 February 2018 

Party Details 

Customer:. 

Company:. 

 

Case Outline 

The customer’s complaint is that: 

 The customer complains that the company has wrongly declined responsibility for the 

performance of pipework affecting his home and those of his neighbours in RST Street. The 

pipework in question runs between a newly installed boundary box and the homes.  

 The customer would like the company:  

o To provide a service, namely to see if any leakage is present in the now unallocated 

ownership pipework at issue; and  

o To take action to advise by individually posted letters of the estimate of the possible cost 

of any repairs and the laying of a new pipeline from the boundary of the three properties 

concerned to the now newly installed property box. 

 

The company’s response is that: 

 The company is responsible for the water mains and services, usually located in the public 

highway, up to and including the controlling external company stop tap (or boundary box if one 

is installed). It is required by the regulator Ofwat to supply a minimum pressure of 1 bar and a 

minimum flow of 10 litres per minute at the company stop tap or boundary box. 

 The customer has reported poor water pressure to his home in RST Street. The company has 

investigated and found that the flow of water at his property is considerably lower than the flow 

of water at the company boundary box which was installed to replace a stop tap in March 2017. 

The flow and pressure of the water at the company boundary box are above the statutory limits.  
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 This indicates that the joint supply pipe from the boundary box to the home of the customer and 

some of his neighbours is likely to be the source of the problem.  The company comments on 

this as follows: 

o The controlling stop tap for this section of pipe is located in Ash Road, which is 

approximately 160 metres from the customer’s property. It would have been installed 

when the property was built, and has always been in this location.  

o The pipework from the controlling stop tap in Ash Road, up to the properties in RST 

Street, is private pipework and so is the responsibility of the properties that are supplied 

by it not the responsibility of the company.  

o The company would not be aware of which particular properties are supplied by the pipe 

as this information is not shown on the water mains records. Moreover there is an 

additional stop tap located along this section of private pipe, between the controlling 

company stop tap in Ash Road and the properties in RST Street. This is a private stop 

tap, for which the property owners supplied by the pipe are responsible. As this is a 

private stop tap, it is not shown on the water mains records. 

 The customer has been informed that if he installs a new separate supply to his property, this 

will resolve the issues that he is experiencing. As the company is not responsible for the private 

supply, this change would be at the expense of the customer. The customer is unhappy with the 

advice that he has been given. The company has acknowledged that some of the early replies 

that the customer received from the company in response to his emails were not clear enough, 

and it has offered him £150.00 as a gesture of goodwill.  

 

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. It is common ground between the parties that: 

a. The customer is experiencing low water pressure; 

b. The water pressure at the newly-installed boundary box is at an acceptable level; and 

c. The company has declined to take responsibility to replace the pipework between the 

boundary box and the customer’s home; and 

d. The company has recommended that replacement of that pipework is likely to make a 

difference.  

 

2. It is not agreed between the parties that the company has no responsibility for the pipework 

between the boundary box and the customer’s home: the customer has suggested in 

correspondence that the pipework was previously laid by the Water Board and that as the 

company is supplying a service, it should deliver this to his home and not a “boundary box”.  The 

customer has challenged the company to show where the original stop tap was located before 

the boundary box was installed. He alleges that the company has “lost” the stop tap which was 

originally installed closer to his home and that the company is in error as to the location of the 

boundary box.  

 

3. The company says that the purpose of installing the boundary box on 14 March 2017 was to 

enable the company to measure the water pressure at the point where its statutory responsibility 

came to an end. The company had attended to inspect the situation in January 2017 and had 

found a stop tap at the point where the pipe serving the customer’s home joined the company’s 

assets. The company says that it is not technically possible to measure the flow if only a stop 

tap is in place, and therefore a change was made so that the company could test whether it was 

supplying inadequate water pressure with a consequence for the customer’s home. I find that 

there was no other reason for the company to have changed the stop tap to a boundary box at 

that juncture and therefore I accept that this was the reason for installing the boundary box. The 

company says that the boundary box was installed at the precise place where the external stop 

tap had been, which the customer challenges. The questions in this adjudication are whether the 
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change was made at the correct place and whether there is any evidence that the company 

previously owned the pipework beyond the stop tap.  

 

4. As for whether the change was made in the correct place, I find that the company has 

investigated this. It has spoken to the technician who carried out the work. In an email sent on 

30 November 2017 to the customer the company said: 

When we attended in January 2017 we did locate our existing external stop tap at the point 

the private supply pipe leaves our mains network in Ash Road. I’ve spoken to the technician 

that attended who also confirmed that he did locate it – he marked around the lid in blue 

paint and made arrangements for it to be replaced with a new style boundary box. We then 

returned in April to take flow and pressure readings from the boundary box – we did speak to 

you at the time of this visit. 

 I find that it is improbable that the technician, having found the stop tap believed to be at the 

external point of the supply and having marked it with blue paint, would then have installed the 

boundary box in the wrong place.  

 

5. The customer has suggested that it is possible that there might have been some other stop tap 

to demarcate the end of the company’s responsibility, he refers to a report from a neighbour that 

a different stop tap was the end of the company’s responsibility. He says that this was at the 

edge of his property and that the company has failed to locate this. As to this, the company 

responded to the customer on 30 November 2017:  

You’ve marked on the plan pipe work which you believe is unallocated and where you 

believe a further stop tap is located. All the pipework after our boundary box in Ash Road is 

private and not our responsibility. Whilst there may be a further stop tap installed along the 

pipe, not all external stop taps are our assets and some are installed on private pipes. Just 

because there is an external stop it doesn’t mean we are responsible for the pipe up to that 

point. 

 

6. It is notable that, despite the fact that the customer says that there was a stop tap belonging to 

the company at the edge of his own property, he has not been able to locate this himself and 

describes it as “missing”. The company’s assessment that it had found the correct stop tap, 

installed the boundary box correctly and taken its measurements of water pressure in the correct 

place is not therefore contradicted by any evidence that can be found. I bear in mind that 

adjudication is an evidence-based process and that it is for the customer to show that the 

company has failed to supply its services to the standard that would reasonably be expected of 
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it. I find that as the customer is not able to put forward supporting evidence to show that a stop 

tap belonging to the company was at the edge of his property he has not shown that the 

company acted otherwise than in accordance with reasonable expectations in accepting the 

expertise of its employees as to the correct point at which the company’s assets ceased. I find 

therefore that in this respect the customer has not shown that the company has failed to supply 

its services to the standard that would reasonably be expected of it and he does not succeed in 

this regard.  

 

7.  As for the possibility that the company might previously have owned the pipework which the 

company says is part of a private supply, the company says that it is not uncommon for private 

pipes to link housing developments to the public mains and there is no documentary evidence 

that supports a contention that the company had ever owned the pipework in question. The 

company relies on the water main map with which it was supplied by the previous statutory 

water authority when the company acquired the assets on or after 1991. This shows a water 

main in Ash Road, but no water main in RST Street, which would have been on one side of the 

customer’s property and is the street associated with his address. On a map of the water main 

showing the boundary box and the customer’s pipe, it appears that this pipe runs up a small side 

street or alleyway from the highway and serves three properties which are at the end of that side 

street.  The customer’s property is said to be 160 metres from the boundary box.  

 

8. It follows from the above that there is no evidence before me at all to show that the company or 

its predecessor was responsible for the pipe leading away from the mains supply in Ash Road 

and I find that the customer has not shown that the company is responsible for this pipe. 

Accordingly, I find that the customer has not shown that the company has failed to deliver its 

services in accordance with the standard that would reasonably be expected of it and I find that 

the customer does not succeed in this aspect of its claim. 

 

9. The company has conceded that its initial explanations to the customer as to the position of the 

stop tap did not equate to good customer service and it has offered £150.00 in compensation. I 

agree with the assessment of the company that its representatives initially suggested to the 

customer that the company was able to supply a good measured water pressure to his boundary 

rather than to the boundary box and this may have reinforced the customer in beliefs for which I 

find that there is no evidence and that the customer has therefore been put to inconvenience. I 

find that it is fair and reasonable that the company shall make this compensatory payment to the 

customer if the customer will accept it.  
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10.  It follows that I find that the customer is entitled to compensation for inconvenience in the sum 

of £150.00.  

 

 

 

 

 

 

What happens next? 

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

 The customer must reply by 8 March 2018 to accept or reject this decision. 

 If you choose to accept this decision, the company will have to do what I have directed within 20 

working days of the date on which WATRS notifies the company that you have accepted my 

decision. If the company does not do what I have directed within this time limit, you should let 

WATRS know. 

 If you choose to reject this decision, WATRS will close the case and the company will not have 

to do what I have directed. 

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

rejection of the decision. WATRS will therefore close the case and the company will not have to 

do what I have directed. 

 

 

 

 

 

 

 

 

 

 

Outcome 

The company needs to take the following further action, namely to pay compensation 

to the customer in the sum of £150.00. 
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Claire Andrews, Barrister, FCI Arb 

Adjudicator 

 

 


