
 

 

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 

WATRS 
Water Redress Scheme 

 

ADJUDICATOR’S DECISION SUMMARY 

Adjudication Reference: WAT/   /0692 

Date of Decision: 14 March 2018 

 The customer states that the company placed negative reporting on his credit 
report for an amount it had not notified him was owed.  He seeks that the 
negative reporting be removed from his credit report. 

  

The company states that the amount in question was correctly billed to the 
customer, and that it made repeated attempts to contact the customer, 
including at his current address.  It is unwilling to removing the negative 
reporting from the customer’s credit report. 

  

I find that the company fulfilled its “duty to exercise reasonable care” with 
respect to the information it placed on the customer’s credit report, and thereby 
provided 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 13 April 2018 to accept or reject this decision. 
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ADJUDICATOR’S DECISION 

Adjudication Reference: WAT/     /0692 

Date of Decision: 14 March 2018 

 

Party Details 

Customer:  

Company:  

 

Case Outline 

The customer’s complaint is that: 

 In 2015 he moved out of rented accommodation (“the original property”) and into a newly 

purchased house (“the new property”). 

 He wrote to company to notify it that he had moved. 

 In August 2015 his wife phoned companies to set up billing at the new address. 

 One and a half years later he discovered that there was a default on his credit report relating to 

the water bill at the original property. 

 The company had continued to bill him at the original property for months after he had left, even 

though this included time during which he was paying for water at the new property. 

 The moment he found out about the default he contacted the company. 

 The company has refused to remove the default from his credit report. 

 The company’s negative reporting has had a huge impact on his credit report. 

 He requests that the company remove the default from his credit report. 

 

The company’s response is that: 

 On 11 May 2015 the company received notification that the customer had cancelled his direct 

debit. 

 The same day, the company contacted the customer asking him to arrange alternative payment. 

 On 14 May 2015 the company was notified by the customer’s bank that the payment due on 8 

May 2015 would not be made. 
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 The company again contacted the customer, asking him to arrange alternative payment. 

 The customer was contacted again about payments on his account on 2 June 2015 and 26 June 

2015. 

 On 20 July 2015 the company wrote to the customer to notify him that it would refer him to a 

debt collection agency if payment was not made within 7 days. 

 The customer moved out of the property on 31 July 2015. 

 On 3 August 2015 the customer’s account was transferred to a debt collection agency. 

 On 8 September 2015 the company was notified that new tenants had moved into the original 

property. 

 The company then closed the customer’s account up until 6 September 2015, and removed the 

account from the collections agency. 

 A final bill of £194.59 was sent to the original property, as this was the only address the 

company had on file for the customer. 

 On 26 October 2015 the company received an application from the customer’s wife to set up an 

account at the new property.  She made no reference to the original property. 

 On 9 November 2015 the customer’s debt from the original property was passed to a debt 

collection agency. 

 The customers were identified as living at the new property. 

 The debt collection agency wrote to the customer at the new property on 12 November 2015, 22 

November 2015 and 2 December 2015. 

 On 26 December 2015 a default was registered on the customer’s credit report. 

 On 7 July 2017 the customer contacted the company to complain that its negative reporting had 

affected his credit report. 

 The customer confirmed that he had moved out of the original property on 31 July 2015.  The 

company amended its records to reflect this, and reduced the outstanding bill to £125.59. 

 The final bill of £125.59 was paid on 26 July 2017. 

 It registered the default against the customer’s credit report correctly, and will not remove the 

default. 

 

How is a WATRS decision reached? 

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

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. In Durkin v DSG Retail Ltd & Anor [2014] UKSC 21, the Supreme Court confirmed that parties 

reporting to credit reference agencies bear a duty of care to those about whom they are 

reporting.  More precisely, as stated by Lord Hodge, writing for the Court, parties reporting to 

credit reference agencies are “under a duty to exercise reasonable care not to make untrue 

statements”.  Where information is unclear, a party must choose between “(i) saying nothing to 

the credit reference agencies or (ii) if it chose to notify them, incurring the duty to him to take 

reasonable care to ensure that the notification was accurate”. 

  

2. In the present case, the company has established that the money it was claiming from the 

customer was indeed owed for services provided at the original property. 

 

3. It has also produced evidence that it communicated to the customer while he was still in 

residence at the original property that money was owed on the account. 

 

4. Prior to recording a default against the customer’s credit report, the company contacted a debt 

collection agency to locate the customer. 

 

5. The customer was located at the new property, and the company has produced evidence that 

notices were sent to the new property alerting the customer to the debt that he owed the 

company. 
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6. The customer states that he did not receive any of the communications just described.  

However, in a civil dispute parties must only prove their case “on the balance of the evidence”, 

and the company has produced copies of the letters that it states were sent.  As a result, I find 

that the letters were sent by the company at the times stated on the letters and to the addresses 

stated on the letters. 

 

7. The customer states that he did not receive these letters, however as described by the Supreme 

Court, the company’s obligation was not to ensure that the customer was notified of the debt 

that it claimed he owed, but only to “exercise reasonable care” to ensure that information it 

placed on the customer’s credit report was accurate. 

 

8. Given the repeated attempts by the company to contact the customer about the debt, and to 

locate the customer when it did not have a forwarding address for him, I find that the company 

fulfilled its legal obligation to “exercise reasonable care” even if the letters in question were 

never received by the customer, as there is clear evidence that they were sent, and no evidence 

that any failure of the letters to reach the customer was the fault of the company, or resulted 

from anything about which the company was on notice. 

 

9. The customer argues that he wrote to the company to tell it the address of the new property 

when he moved there, and that his wife phoned the company to do the same.  However, the 

customer has produced no evidence of the letters that he says he wrote, or of phone records 

indicating the call that he says his wife made.  Moreover, the customer was on notice that he 

owed money to the company, even if he did not receive any letters from the company, as he 

remained at the original property until 31 July 2015, but had not made a payment to the 

company since prior to 8 May 2015. 

 

10. The customer has produced evidence of his wife instructing the company to set up an account 

at the new property.  However, in that exchange the customer’s wife makes no reference to the 

original property. 

 

11. Moreover, this exchange occurred on 30 October 2015, and the company has established that 

the debt collection agency wrote to the customer at the new property after this date, but prior to 

reporting the customer’s default to credit reference agencies. 
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12. In view of the above, I find that the company fulfilled its “duty to exercise reasonable care” with 

respect to the information it placed on the customer’s credit report, and thereby provided its 

services to the customer to the standard to be reasonably expected by the average person. 

 

13. Consequently, the customer’s claim does not succeed. 

 

 

 

 

 

 

What happens next? 

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

 The customer must reply by 13 April 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. 

 

 

 
Tony Cole, FCIArb 

Adjudicator 

 

 

 

Outcome 

The company does not need to take any further action. 


