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1 Introduction 

 

mailto:customer@severntrentconnect.com
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2 Severn Trent Connect your water services Company 

2.1 Ownership 

2.2 Services provided 

2.3 Relevance 
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3 Who regulates the service that we provide? 

3.1 The Department for Environment, Food and Rural Affairs 

(Defra) 

3.2 Office of Water Services (Ofwat)  
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3.3 The Environment Agency (EA) 

3.4 Drinking Water Inspectorate (DWI) 

mailto:dwi.enquiries@defra.gsi.gov.uk
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3.5 Our promise 
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4 Water supply 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

4.1 Water quality 
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4.2 Water Fittings Regulations 1999 

 

https://www.severntrentconnect.com/household-customers/faqs
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4.3 Rights of entry 

4.4 Quantity 

OUR PLANS INCLUDE: 

• 

• 
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4.5 Water pressure 

• 

• 

• 

• 

4.6 Supply interruption 
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4.7 Responsibility for water pipes 

4.8 Shared customer service pipe 

• 

• 

• 
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4.9 Leaks 

• 

• 

• 

• 

• 

4.10 What can I do if I think my meter is inaccurate? 
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4.11 Who owns the meter at my property? 

4.12 What to do if you discover a leak 
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5 Dealing with wastewater 

5.1 Background 

5.2 Types of Sewers  

• 

• 

• 
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5.3 Sewers we’re responsible for  

5.4 Responsibility of drains and sewers  
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5.5 Adoption of private pumping stations  

5.6 Adoption of Sustainable Urban Drainage Systems (SUDS) 
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5.7 What we are NOT responsible for  
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5.8 Maps of our sewers  

5.9 Help us avoid sewer blockages 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 
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5.10    Fats, Oils and Greases 

5.11 Clearing blockages on private drains  



25 

5.12  Protection against flooding from public sewers  
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5.13  Pollutions from wrong connections  

http://www.severntrentconnect.com/household-customers/faqs/
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5.14 New sewer connections  

5.15 Connection to an existing public sewer  
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• 

5.16 Sewer connections requiring a new public sewer  

5.17 Building over/close to a public sewer 

mailto:developer@severntrentconnect.com
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5.18 Provision of a public sewer where there are environmental 

or amenity problems  

• 

• 

http://sfa.wrcplc.co.uk/standards
mailto:developer@severntrentconnect.com
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5.19 Infrastructure Charges  

5.20 Sewage treatment  

5.21 Removal of rainwater (surface water drainage) 
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6 Our pipelaying powers on private land 

6.1 Planning a route 

• 

• 

• 

• 

• 

• 

• 

• 
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6.2 Surveying and trial holes 

6.3 Consultation and notice of work 
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6.4 Contacts 

6.5 Alterations to existing pipes 

• 

• 

• 

• 

• 

mailto:developer@severntrentconnect.com
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• 

• 

• 

• 

6.6 Before the work occurs 
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6.6.1 Timing of the work 
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6.6.2 Compensation  

6.6.3 Agents 

6.6.4 Record of condition of land 

6.6.5 Location of pipes and equipment 
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6.7 Supervision during the work 

6.7.1 Access for owners and occupiers 

6.7.2 Access for ourselves 
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6.7.3 Security of your property and of the working strip 

6.7.4 Topsoil 

6.7.5 Trees and hedgerows 
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6.7.6 Land drainage 

6.7.7 Watercourses 
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6.7.8 Water supplies and other services 

6.7.9 Area affected by disease 

6.7.10 Fishing and sporting rights 

6.7.11 Facilities for our workers 
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6.7.12 Private agreements 

6.7.13 Explosives  

6.7.14 Cathodic protection 

6.7.15 Temporary support 

6.7.16 Fossils and articles discovered 

6.8 Reinstatement after the work 
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6.8.1 Information 

6.8.2 Compensation 

6.8.3 Complaints 
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7 Your Water Bill  

7.1 Bills for unmetered customers  

• 

• 

7.2.   Bills for metered customers  

http://www.southeastwater.co.uk/
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7.3  Bills for assessed volume customers  

• 

• 

• 

7.4    Current charges  
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http://www.severntrentconnect.com/charges
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7.5    How can I pay my bill?  

• 

• 

• 

• 

7.5.1   Can I pay directly from my benefits? 

• 

• 

• 

7.6    I’m moving house, what do I do?  

 

http://www.severntrentconnect.com/
http://www.southeastwater.co.uk/
http://www.severntrentconnect.com/
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7.7    What if I have a dispute about my bill?  

7.8    WaterSure – are any bill reductions available for vulnerable    
customers?  

• 

• 

• 

• 

• 

• 

• 

• 
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• 

7.9    As a tenant, when am I responsible for paying the bill?  

7.10    As a landlord, when am I responsible for paying the bill?  

7.11    What will happen if I don’t pay?  
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• 

• 

• 

• 

7.12    Do you use debt collection agencies?  
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7.13    Bailiffs   

7.14   Who else can you contact for help and advice 

7.14.1  Citizens Advice Bureau 

7.14.2  Consumer Credit Counselling Service 
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7.14.3  Other debt counselling services 

7.14.4  Consumer Council for Water (CCWater) 

7.15    Will you share my data?  

http://www.stepchange.org/
http://www.nationaldebtline.co.uk/
http://www.ccwater.org.uk/
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8 What to do if you are unhappy with our service 

8.1 If you want to make a complaint, what should you do? 

 

mailto:customer@severntrentconnect.com
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• 

• 

• 

• 

 

mailto:enquiries@ccwater.org.uk
http://www.ccwater.org.uk/
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8.2 What happens if you have a dispute? 

mailto:info@watrs.org
http://www.watrs.org/
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• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 
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• 

8.3 When can you expect us to respond?  

8.4 Warning – bogus callers 
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8.5 Bogus callers – our password protection scheme 

8.6 Don’t let them in 

8.7 Beware of certain phrases 

8.8 Individual needs 

• 
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• 

• 

• 
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9 Guaranteed Services Standards  

9.1 Telling us about our service 

9.2 What are the guarantees of service to you? 

 

http://www.severntrentconnect.com/
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Customer contacts 
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Constancy of supply 
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Notice of interruption to supply 
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External sewer flooding 
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Internal sewer flooding 

9.3 How and when will we pay you? 
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9.4 Circumstances when we won’t make a payment 

9.5 How we review our service standards 

9.6 Our contact details 

mailto:customer@severntrentconnect.com
http://www.severntrentconnect.com/

