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WATRS 
Water Redress Scheme 

ADJUDICATOR’S DECISION SUMMARY 

Adjudication Reference: WAT/  /0774  

Date of Decision: 17 May 2018 

  

The customer’s claim is that the company incorrectly charged him for the 

period October 2014 to October 2015 as the customer’s property was empty 

during this period. The customer is seeking for the company to refund the 

charges paid for this period, an apology and compensate him for his time and 

effort in dealing with this dispute. 

  

The company submits that for the period October 2014 to October 2015 the 

customer was correctly billed. The company has apologised and paid £63.57 

as a gesture of goodwill for when their customer service was not up to 

expectations. Furthermore, excluding the above failure, the company has 

provided a good level of service at all times throughout its dialogue with the 

customer and therefore the company is not liable for any damages in this 

respect. The company has not made any further offers of settlement.  

  

I am satisfied the company did not fail to provide its services to the customer to 

the standard to be reasonably expected, with regard to billing as the evidence 

shows that the customer was correctly billed for the period October 2014 to 

October 2015. Furthermore, I am satisfied there have been no failings with 

regard to customer service, which the customer has not already been paid 

adequate compensation for, as the company has provided a good level of 

service at all other times throughout its dialogue with the customer.  

 

 

 

The company does not need to take any further action. 

 

 The customer must reply by 15 June 2018 to accept or reject this decision. 
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ADJUDICATOR’S DECISION 

Adjudication Reference: WAT/   /0774 

Date of Decision: 17 May 2018 

 

Party Details 

 

Customer: [ ] 

Company: [ ] 

 

Case Outline 

 

The customer’s complaint is that: 

 The customer’s claim is the company incorrectly charged him for the period October 2014 to 

October 2015 as the customer’s property was empty during this period. 

 The customer states he has provided the company with photographs showing the property was 

empty and a copy of his passport showing that he was abroad for the period October 2014 to 

October 2015. Both of which together should be evidence the property was unfurnished and 

empty. 

 However, on receipt of these documents the customer states the company implied the 

photographs were not of the customer’s property, did not prove the property was empty and 

therefore he was not entitled to any refund. Furthermore, the customer alleges the company 

accused him of lying and that the company lied to CCWater within its correspondence. 

 The customer is seeking for the company to: refund the charges paid for the period October 

2014 to October 2015; compensate him for his time and effort in dealing with this dispute; and 

provide an apology with regard to lying to CCWater and with regard to the many emails he had 

to send to the company. 

 

The company’s response is that: 

 The company’s position is that the customer has been correctly charged October 2014 to 

October 2015. It states that the customer has not provided satisfactory evidence that the 
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property was empty and unfurnished, and not having any renovations/redecoration carried out 

for the period in question. Furthermore, it is the property’s occupier who is responsible for 

notifying the company in a timely manner whether the property is empty for a period of time, 

and until 8 September 2017 the customer had not contacted the company for any purpose 

since moving into the property in 2005. However, the company did contact the customer in 

2016 regarding a Smart Meter with no response. 

 The company submits it has also explained thoroughly to the customer as to how he has been 

charged for the period of October 2014 to October 2015 and why the evidence provided does 

not fulfil the company requirements with regard to a refund of charges for this. 

 The company also submits that it has not, at any stage, inferred or called the customer a liar. 

Furthermore, it has not lied within any correspondence with CCWater. 

 The company admits some failings in customer service and has apologised and paid £63.57 as 

a gesture of goodwill for when their customer service was not up to expectations.  

 Furthermore, excluding the above failure, the company has provided a good level of service at 

all other times throughout its dialogue with the customer, and therefore the company is not 

liable for any further damages in this respect. 

 

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. 

I have carefully considered all 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. To succeed in a claim against the company, the customer must prove on a balance of 

probabilities the company has failed to provide its services to the standard one would 

reasonably expect and that, because of this failure, the customer has suffered some loss or 

detriment. If no such failure or loss is proved, the company will not be liable. 
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2. I must also remind the parties that adjudication is an evidence-based process where the burden 

of proof rests on the claimant, in this case the customer, to prove his case on the balance of the 

evidence. 

 

3. The dispute centres around whether the company incorrectly charged the customer for the 

period October 2014 to October 2015 whilst the customer was travelling abroad and his property 

empty. The company is required to meet the standards set out in OFWAT’s Charges Scheme 

Rules and the Water Industry Act 1991. 

 

4. Furthermore, the company also has certain obligations in respect of its customer services as set 

out in OFWAT Guaranteed Standards Scheme and the company’s own Customer Guarantee 

Scheme. 

 

5. From the evidence put forward by company, on the 8 September 2017 the customer contacted 

the company questioning why his bill remains the same despite his changing circumstances. 

The customer explained he was travelling between October 2014 to October 2015 and his 

property was empty but his charges remained the same as when it was two people or a single 

person occupying the property.  

 

6. The company states within their defence documents that before this date no communications 

whatsoever had been received from the customer.   

 

7. As shown within the various telephone calls and correspondence between the parties the 

company explained that the customer was billed on a Rateable Value. Furthermore, the 

Rateable Value charges would not be payable if the customer could provide sufficient evidence 

to prove the property was empty, unfurnished and not subject to building or renovation works. 

Furthermore, the company explained to the customer within the correspondence that it was also 

the responsibility of the occupier of the property at the time of travelling to inform the company 

the property was empty and unfurnished. However, the evidence shows the customer had not 

informed the company at the time he went travelling in October 2014 the property would be 

empty and unfurnished.  

 

8. The customer has provided the company with a copy of his passport. After careful review of the 

pages of the passport (see CCWater document bundle) it shows various entry and exit stamps 
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for a variety of foreign countries during the period in question. I am satisfied these show the 

customer was absence from the property between October 2014 to October 2015. 

 

9. The customer has also provided photographs of his property showing paint and building 

materials inside the rooms. The company states it cannot be proven the photographs actually 

show the customer property, as there are no location or date information within the photographs 

corroborating the alleged location and date of the photographs. Having reviewed the 

photographs contained within the CCWater documents, I find there are no identifiers which 

would support either the location or date of the photographs. Even if the photographs had 

contained location and date identifiers the photographs show paint and building materials which 

would indicate building or renovation works were taking place. I note the customer’s comments 

he was intending to have building works undertaken whilst travelling but these works were 

cancelled, and no works were undertaken whilst the property was empty. However, the 

photographs appear to show that the property was under some form of renovation during this 

period.  Therefore, I find the photographs do not show the property was not subject to building or 

renovation works, and therefore the customer has not proved the company failed to provide its 

services to the standard one would reasonably expect with regard to establishing whether the 

property was empty, unfurnished and not subject to building or renovation works. 

 

10. With regard to whether the rate charges from October 2014 to October 2015 were correct, the 

evidence shows the customer was billed on a Rateable Value. The Rateable Value is based on 

the value of the customer’s property, its location, the proximity to local amenities and was set in 

the 1970’s by an independent District Valuer and the Local Authority. The Rateable Value 

system does not take account whether or not the property has single occupancy and no single 

person reduction is offered by the company. The company has two tariff systems in place either 

the Rateable Value or by a meter and the evidence shows there was no request before 

September 2017 by the customer for a meter to be installed.  Therefore, I find the customer has 

been billed the correct Rateable Value tariff between October 2014 to October 2015. 

 

11. In light of the above and after careful review of all the evidence, I find the company has not 

failed to provide its services to the standard one would reasonably expect with regard to billing. 

Accordingly, I find the company does not have to refund its charges for the period October 2014 

to October 2015.  
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12. The company has certain obligations in respect of its customer services and I am satisfied the 

company accepts it provided poor service in this respect, this poor service is explained within 

the company’s defence. After careful consideration of all the evidence put forward by both 

parties, I find the sum paid of £63.57 is appropriate compensation for the failings regarding the 

delay in contacting the customer.  

 

13. The customer has requested an apology from the company. Having carefully considered the 

various correspondence put forward in evidence, I am satisfied the company has failed to 

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

person as explained above. However, I am satisfied the company has sufficiently apologised 

and paid recompense where appropriate within its dialogue with the customer. Therefore, I find 

the company is not required to provide a further apology. 

 

14. I note the customer's comments within his claim and his reply to the defence that the company 

lied during correspondence with CCWater and also accused him of lying. After careful analysis 

of all the correspondence submitted in evidence, I am not satisfied it has been proven the 

company accused the customer of lying and lied during its correspondence with CCWater with 

regard to the occupancy of the customer’s property.  

 

15. In light of the above, I find the customer has not proven the company failed to provide its 

services to the standard to be reasonably expected with regard to billing for the period October 

2014 to October 2015, nor has the customer proved the company failed to provide services to 

the standard to be reasonably expected when investigating these issues. Furthermore, I am 

satisfied there have been no failings with regard to customer service, which the customer has 

not already been paid adequate compensation for, as the company has provided a good level of 

service at all other times throughout its dialogue with the customer. 

 

 

 

 

 

What happens next? 

Outcome 

The company does not need to take any further action. 
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 This adjudication decision is final and cannot be appealed or amended. 

 The customer must reply by 15 June 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 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.  

 

 

 

 
Mark Ledger FCIArb 

Adjudicator 


