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1. Introduction 

This leaflet provides information about our Guaranteed Standards 

Scheme. We are committed to delivering an excellent service to all of our 

customers 24/7, 365 days a year. We back this up with our service 

guarantees and will make a payment to you if we fail to meet the 

required standard. The scheme applies to our household customers. Non-

household customers who may be entitled to receive a payment in line 

with the Guaranteed Standards of Service should contact their retailer 

for further information on this.
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2. Customer contacts 
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3. Constancy of supply 
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4. Notice of interruption to supply 
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5. External sewer flooding 
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6. Internal sewer flooding 
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7. Making payments to you 
 

8. Meeting your individual needs 

 

 

 

 
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9. Bogus callers 
 

10. Who regulates the service we provide? 
 

The Department for Environment, Food and Rural Affairs (Defra)  

mailto:defra.helpline@defra.gsi.gov.uk
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Ofwat  

http://www.gov.uk/government/organisations/department-for-environment-food-rural-affairs
http://www.gov.uk/government/organisations/department-for-environment-food-rural-affairs
mailto:%20enquiries@ofwat.gsi.gov.uk
http://www.ofwat.gov.uk/
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The Environment Agency (EA)  

The Drinking Water Inspectorate (DWI) 

mailto:%20enquiries@environment-agency.gov.uk
http://www.gov.uk/government/organisations/environment-agency
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11. If you are not happy with the service you have received 

Stage 1 

mailto:dwi.enquiries@defra.gsi.gov.uk
http://www.dwi.defra.gov.uk/
mailto:customer@severntrentconnect.com
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Stage 2 

Stage 3 

 

 

 

 
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Stage 4 

mailto:enquiries@ccwater.org.uk
http://www.ccwater.org.uk/
mailto:info@watrs.org
http://www.watrs.org/
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12. Contact us 

mailto:customer@severntrentconnect.com

