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1 Introduction

This document sets out the charges for the water and wastewater
services we provide to your household property.

1.1 This is Thames Water’s Household Charges Scheme for the charging year 2025-26,
made under Sections 142 and 143 of the Water Industry Act 1991 (as amended),
which gives us the power to fix charges and to demand and recover charges for

services we provide. You do not have a contract or agreement with us for the services
we provide.

" ll,“'l‘“;“t‘ b

1.2 This Charges Scheme sets out our charges from 1 April 2025 to 31 March 2026 for
water and wastewater services provided to household properties and for other services
provided in the course of carrying out our statutory functions. It explains how the
charges are calculated, how we apply them and how and when you need to pay us.
The charges themselves are listed as tariffs in the Charges Schedule in section 12.

1.3 There may be charges which are not set out in this Charges Scheme, that we may
apply if we provide you with water and/or wastewater services or facilities to comply
with a statutory order, direction, undertaking, determination, or similar obligation.

1.4 Where the water supply to your property is provided by another water company and
we provide just the wastewater services, then only the parts in this Charges Scheme
relating to wastewater services will apply to you. The charges for your water supply will
be set out in your water company’s Charges Scheme. If your water company transfers
you on to a different water supply tariff, then the tariff for your wastewater will also
be transferred to the equivalent tariff. If we provide just the water services to your
property, then only the parts in this Charges Scheme relating to water services will

apply to you. If we provide water and wastewater services to your property, then the
whole of this Charges Scheme will apply to you.
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2 The Thames Water region

2.1

2.2

2.3

2.4

2.5

We serve 15 million customers across London and the Thames Valley. We are planning
ahead to make sure we have enough water in the future, as the South East of England
is one of the driest regions in the UK. Our supplies are being stretched further as the
number of people living in our area increases, and the choices we make today will
shape the water supply we provide in the future.

We provide both water and wastewater services to households in the blue area of the
map below, including areas such as Oxford, Reading, Guildford and much of London.

If your property is in the grey area of the map — including Bishop’s Stortford,
Basingstoke and Crawley — you receive wastewater services from us and water services
from a separate water company. They bill you for both services, including billing for
your wastewater services on our behalf.

If your property is in the green area of the map, you receive water services from us and
wastewater services from a separate water company. We will bill you for both services,
including billing you for your wastewater services on the other company’s behalf.

The exceptions are those areas on Southern Water’s border, where you will receive

two bills: one from Southern Water for the water services and another from us for the
wastewater services, or vice versa.

If you are moving home and want to check if the property is in our supply area, you
can visit thameswater.co.uk/movinghome to carry out a postcode search. If you want
to check which charges apply, contact us using the details on the next page.
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3 How to contact us

3.1 If you have a specific enquiry, please visit thameswater.co.uk/
contactus for advice. You can also contact us via Facebook and
Twitter, or by calling us on the following numbers:

. Operational enquiries: 0800 316 9800
. Billing enquiries: 0800 980 8800
. Extra care services: 0800 009 3652

3.2 If your hearing or speech is impaired, you can contact us using
Relay UK — see relayuk.bt.com.

33 If you are unhappy with any aspect of our service, you can find more
information about our complaints procedure at thameswater.co.uk/
complaints, or call us and request a copy.

3.4 CCW is an independent body that acts as the voice for water
consumers. For free independent advice visit ccwater.org.uk,
call 0300 034 2222 or write to CCW — the voice for water consumers,
23 Stephenson Street, Birmingham B2 4BH.

35 Our regulator Ofwat can deal with certain issues — for more
information see ofwat.gov.uk.
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http://www.thameswater.co.uk/contactus
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4 Liability for paying charges

This section sets out who is liable for paying us for
water and/or wastewater services, and under what
circumstances.

4.1
411
41.2

4.1.4

41.6

Who is liable for paying charges?
The occupier of a property will be liable for paying the charges.

Where a property is rented and a tenant occupies the property, the
tenant will be liable for paying the charges, regardless of any terms
and conditions to the contrary contained in a tenancy agreement
made between the tenant and their landlord.

Where two or more people are occupying a property, then each

occupier will be jointly and severally liable for paying the charges —i.e.,

we can recover all the charges for the property from all or any one of
the occupiers.

Where a property is divided into bed-sitting rooms with communal
facilities, and the owner occupies the property, the owner of the
property is liable for paying the charges.

Where a property is used (whether formally or informally) as Houses
in Multiple Occupation (HMOs), the owner or lessee of the property
who collects rent from the occupiers will be liable for paying the
charges.

Where we have existing arrangements in place for local authority
and housing association landlords to collect the charges from their
tenants on our behalf, our services are provided to the tenants as the
occupiers of a property and the tenant is responsible for paying their
landlord the charges.

Where we have entered into a billing agreement with a third party
such as a landlord or management company, the third party will be
liable for paying the charges for services provided to a property.

418

4.2
4.2.1

4.2.2

4.3
4.3.1

4.3.2

Where a billing agreement has not been made but a third party is
authorised to collect charges from the occupier and pay the bill on
the occupier’s behalf, our services are provided to the occupier of the
property and liability for the charges will remain with the occupier.

Liability for paying the charges when the occupier moves out

If you pay metered charges, you must give us at least two working
days’ notice before you move out, meaning the date on which you
will no longer be the occupier of the property, otherwise we may
continue to hold you liable for paying the charges until the earliest of
the following:

. 28 days after you give us notice;
. the date of the next scheduled meter reading; or

. the date when any other person tells us they are the
new occupier.

If you pay unmetered charges and move out after paying your
charges for the billing period, we will refund or credit your account for
the charges covering the period when you have left the property. We
will do this by calculating the charge per day on a pro rata basis.

Back-billing of charges

If we identify that we have not billed you for all or part of your water
and/or wastewater charges, we may back-bill you for those charges.
In most cases, this may be up to a maximum of six years from the
date we became aware that we had not billed you, in line with the
Limitation Act 1980. Longer periods may apply depending on the
circumstances. In doing so, we will apply the tariffs (including all fixed
and variable charges) set out in the Charges Schemes for the relevant
year/s.

If you have asked us to fit a water meter at your property, or we
have given you notice that we will fit one compulsorily, and we then

4.4
4.4

4.5
4.5.1

452

4.6

4.6.1

4.6.2
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discover that you have not been billed for all or part of the water/
wastewater charges for any billing period before the meter was
installed, then if we are unable to back-bill charges on an unmetered
basis, we may back-bill charges based on an estimate of the volume
of water supplied.

Disconnection of water supply

Where you give us written notice that from a specified date you no
longer require a water supply to the property you occupy, you will not
be liable for the water charges after that date.

Insolvency

If you enter into any type of formal insolvency procedure, such as
bankruptcy, individual voluntary arrangement or debt relief order, we
will calculate any charges you owe on a daily basis up to the day that
the relevant insolvency procedure takes effect (‘the insolvency date’).
These charges will be managed in line with the relevant insolvency
procedure.

Charges that apply after the insolvency date will not be included in
the insolvency procedure. This means that you, as the occupier of the
property, will be responsible for paying the charges that apply from
the next day after the insolvency date.

Water for firefighting purposes

We will not charge for water used for the purpose of firefighting,
testing firefighting equipment or training persons for firefighting, in
accordance with Section 147(1) of the Water Industry Act 1991.

We will not charge for the discharge of water into the sewer network,
which has been used for firefighting purposes.
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Unmetered charges

This section explains how we calculate the charges for
each water supply and/or for wastewater services provided
if your property does not have a water meter for charging
purposes.

If we just provide your property with wastewater
services, we will calculate your wastewater charges on an
equivalent basis to the unmetered water charges applied
by your water company.

a)

We will base unmetered charges on one of the following, which will be
indicated on your bill:

. rateable value charge

. notional value charge

e assessed household charge

. bulk supplied households (RV) charge

We will then add a fixed charge, as described in 5.5 below, and make
any deductions if you have successfully applied for either a surface
water drainage rebate or a wastewater abatement (explained in the
‘Further adjustments to your bill” section).

Finally, we will apply any further adjustments we have agreed to make
if you have spoken to us about having difficulty paying.

The rateable value charge

We will calculate your charges based on your property’s rateable
value.

Rateable values were created by the Government, based on their

513

5.2
5.2.1

assessment of how much properties could be let for. They considered
factors like the size and condition of a house and the availability of
local services.

We multiply the rateable value of your property by the rate per pound
for water and wastewater. This is the amount, in pence, we charge for
each pound of your property’s rateable value. There is one rate per
pound for water and another for wastewater returned to our sewers.
We divide this total by 365 to work out your charge per day and then
multiply it by the number of days in your billing period.

The rates vary depending on the charging area your property is
located in. The rates for each charging area are set out in the Charges
Schedule. An area is determined by us and the charges that apply to
each area reflect both the difference in the average use of water and/
or wastewater services for various properties and the broad variations
in rateable value for similar properties across our supply region. We set
the water and wastewater rates to make sure that customers living in
similar properties pay approximately the same amount for their water
and wastewater services.

The Government froze rateable values in 1990, so we use values from
the rating valuation list as at 31 March 1990.

The notional value charge

Where we cannot apply the rateable value charge to your property
for any of the reasons below, we will decide a notional value for your
property. This will apply where the property:

a)  had no rateable value at 31 March 1990;

b)  has been created since 31 March 1990, by dividing one or
more properties, merging two or more properties, or has been

5.2.2

523

53
5.3.1

5.3.2

533
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developed so that the property floor space is at least 50 per
cent more than it was previously; or

c)  has arateable value of less than £50, which is not
representative of other similar properties in the rating valuation
list.

We will decide a notional rateable value by referring to the rateable
values of similar properties within the same charging area, as included
in the rating valuation list on 31 March 1990.

Once we have set a notional rateable value for your property, we will
apply the rateable value charges as set out in 5.1.3 and 5.1.4 above.

The assessed household charge

If we supply your water and have been unable to install a meter at
your property because it is not reasonably practicable to fit one or it
would involve unreasonable expense, we will let you know in writing
that we will apply the assessed household charge and when this will
take effect. We will not apply the assessed household charge if the
circumstances set out in 5.3.2 below apply.

If we supply your water and you have asked us to install a meter but
we have been unable to fit one, we will not require you to pay the
assessed household charge if this results in you paying more than on
our rateable or notional value tariff. In this case, we will continue to
charge you the rateable or notional value tariff but will charge any
new occupiers moving into the property on the basis of the assessed
household charge.

If we supply your water and have been unable to install a meter at
your property as part of our compulsory metering programme, we will
require you to pay the assessed household charge even if it is more
than you were paying under the rateable value tariff.
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5.3.5

5.3.6

5.4
5.4.1

5.4.2

Whether we provide just your water services, water and wastewater
services, or just your wastewater services, our assessed household
charge is based on an assessed consumption charge. We calculate
this by multiplying the average water consumption of properties with
the same number of bedrooms as yours, by the relevant rate per cubic
metre. If you have told us the number of bedrooms in your property,
we will base the assessed household charge on that information,
unless you are a single occupier, in which case we apply a single
occupier charge. If you have not told us the number of bedrooms

or that you are a single occupier, we will apply the tariff for a three-
bedroom property.

If you later tell us the number of bedrooms, or that you are a single
occupier, we will amend the charge from the date we receive the
information but will not backdate this.

A single occupier means one person only. A single parent with children
at the same address will not be classed as a single occupier. The
single occupier charge applies provided we have received satisfactory
confirmation that there is only one occupier.

The bulk supplied households (RV) charge

This charge may be applied if your property is part of a block of flats
or other similar building consisting of multiple separate household
properties.

You will be eligible for this charge if the following apply:

e the block of flats/building is supplied by a common supply pipe
or common supply pipes, and

e  youand all of your neighbours in the block of flats/building
who are not charged metered charges or the assessed
household charge:

a) arealready, or agree to be, billed directly by us (you may
currently pay a landlord or managing agent for your water and
wastewater services), and

543

5.44

5.45

546

b)  agree to us fitting a bulk meter to the pipe(s) supplying the
block of flats/building (unless there is one already in place), and

c)  agree to be billed according to the charges as set out below.

If you are transferred on to this charge, we will initially calculate your
charges based on your property’s rateable value (‘RV’) using the
method set out in section 5.1.3 above and the rates per pound set out
below in table 8 of the Charges Schedule. At the end of the charging
year, your water and wastewater bill will be re-calculated by reference
to the bulk meter by dividing the wholesale charges between the
properties within the block of flats/building based on the rateable
value (‘RV’) of each property. Wholesale charges are the volumetric
charges based on the usage recorded by the bulk meter and the
fixed charges that vary by meter size for surface water and highway
drainage services. Any adjustment of charges that needs to be made
as a result of this re-calculation will be reflected in your bill for the
subsequent charging year.

We will work out the proportion of these charges billed to each
property by applying a factor to the wholesale charges. We will
calculate this factor for each property as the rateable value of

the property divided by the sum total of rateable values of all the
properties within the block of flats/building. If your property does
not have a rateable value, then we will determine a notional rateable
value and use that instead. We will also apply a retail fixed charge in
full as a standard charge to each property within the block of flats/
building.

If we transfer you on to this charge, you may also be eligible for one
of our financial support schemes.

If you are already on this tariff, you may still request an individual
water meter for your property as set out in 7.1 below.

55
5.5.1

5.5.2
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5.6

5.6.1

5.7
5.7.1
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The fixed charge

Once we have calculated the relevant unmetered charge, we then add
a fixed charge.

The fixed charge is made up of the following:

e Aretail fixed charge which covers the cost of producing bills,
processing payments, managing debt and answering queries;

e Awholesale water fixed charge which covers the cost of
maintaining our water network; and

e Awholesale wastewater fixed charge which covers the cost of
providing highway and surface water drainage services.

If either the rateable value or notional value charges apply, then the
fixed charge will only apply if your property has a rateable/notional
value of at least £50.

Common supplies

Where your property is one of a number of properties which share
a common supply pipe, you will be responsible for paying the
same water and/or wastewater charges as if you were supplied by
a separate pipe, unless you are eligible to pay the bulk supplied
households (RV) charge, as set out in 5.4 above.

Supplies to domestic garages, car spaces or store areas

If we provide water services or water and wastewater services to

your garage, car space or store area through a separate supply, we
will apply a single annual charge for each service, as shown in the
Charges Schedule. If your garage, car space or store area is outside
of the boundary of your property and does not have a separate water
supply, then we will apply a wastewater charge. This charge will be a
single annual charge if your garage, car space or store area is within
our water supply area, or a rateable value annual charge in line with
section 5.1 above if your garage, car space or store area is within the
water supply area of another water company.
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5.8
5.8.1

5.8.2

59

5.9.1

5.9.2

5.9.3

Using other water supplies

Where the property you occupy has no water supply, but you have the
right to use the unmetered supply from another property, then you
will be responsible for paying the unmetered charge for the property
you occupy.

If you occupy more than one building where the buildings are not
separated by a highway and not all the buildings have a water supply,
then the buildings without a supply will be deemed to have the
benefit of the water supplied to those that do. You will be responsible
for paying unmetered charges based on the combined rateable value
of all the buildings. We may exercise our discretion not to apply this
method of calculation in specific circumstances.

Renovation/building works

If we supply your water and you are having building or renovation
work done to your property and you are still occupying the property
while the work is being carried out, you should let us know, as you
may be using more water than normal.

You may be charged for the water used for the purposes of building
or renovation works, in addition to the unmetered water/wastewater
charges you are responsible for paying.

Where unmetered charges apply to your property, we will calculate
these additional charges on the basis of the total contract value of
the work. If the total value of your building/renovation work is up
to £250,000 then we will not apply an additional charge, but your
normal unmetered charges will apply. If the total value of your
building/renovation work is over £250,000 then we will apply a
separate charge of 0.17 % of the contract value.

Contents e Q
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6 Metered charges

This section explains how we calculate the charges for
each water supply and/or for wastewater services provided
if your property has a water meter for charging purposes.

If we just provide your property with wastewater services,
we will calculate your wastewater charges using the
consumption recorded by the water meter provided by
your water company.

a) Metered charges are the fairest way to pay because your bill is based on
the amount of water you use and/or the wastewater services for your
property. We will apply metered charges for a property if:

e  thereis already a meter used for charging purposes

e you have asked us to install a meter

e we compulsorily install a meter

e there has been a change of occupation

e  there has never previously been a water supply connection
e  thereisalarge pond or swimming pool

e  thereisalarge bath

° there is an automatic garden watering system

e the principal use of the property is not as your home (such as
residential homes for the elderly and similar properties)

b) We will base metered charges on a volumetric charge, calculated as
described in 6.1 below. We will then add a fixed charge, as described in 6.2
below, and make any deductions if you have successfully applied for either
a surface water drainage rebate or a wastewater abatement (explained in
the ‘Further adjustments to your bill’ section).

c) Finally, we will apply any further adjustments we have agreed to make if
you have spoken to us about having difficulty paying.

6.1
6.1.1

6.1.2

6.1.3

6.2
6.2.1

6.2.2

6.2.3

The volumetric charge

We calculate the volumetric charge by multiplying the volume of
water you have used, or which we estimate you have used, by the rate
per cubic metre (i.e., per 1,000 litres).

There is one rate for water and another rate for wastewater returned
to our sewers. These rates are set out in table 2 of the Charges
Schedule.

We bill the same volume for wastewater returned to our sewers as
for water supplied. This is because our wastewater charges already
assume that up to 10 per cent of water used is not returned to our
sewers. Please see section 9.6 for further details on wastewater
abatements.

The fixed charge

The fixed charge is split into the retail fixed charge, which covers the
cost of producing bills, processing payments, managing debt and
answering queries, and the wholesale fixed charge which covers the
cost of providing highway and surface water drainage services.

The retail fixed charge is applied once per property but the wholesale
fixed charge is applied once per pipe/meter supplying the property.
Therefore, a property with two pipes/meters will be charged one retail
fixed charge but two wholesale fixed charges.

There is a fixed charge for single properties with their own meter, and
another for multiple properties with a bulk meter. If your property has

6.3
6.3.1

6.3.2

6.4
6.4.1

6.4.2

6.4.3

6.4.4
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a bulk meter, the fixed charge will depend on the size of the meter
and will also include an additional fixed retail services charge, as
shown in the Charges Schedule.

Liability for leakage

When we talk about charging you for the volume of water you use, we
mean all the water recorded by the meter, including any water wasted
as a result of leakage from your supply pipe.

Our leakage Code of Practice sets out our procedure on leakage
including information about our leakage allowance. For more details
on our leakage Code of Practice see thameswater.co.uk/leaks.

Reading the meter

We rely on meter readings as an accurate recording of how much
water we should be charging you for.

The water meter will be either:

. a standard model, which is read by visiting the site of the meter
or via a hand-held device from a nearby vehicle; or

e asmart model, which can be read remotely if there is a signal
transmission mast installed in your area.

If you pay us by instalments as part of a payment plan, we will use
the meter readings to help recalculate your next plan once you reach
the end of your current one.

If we supply your water, unless you have a smart meter fitted, we will
read the meter at least once a year and as near as practicable to the
same date each year.


http://www.thameswater.co.uk/leaks
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6.5
6.5.1

6.5.2

6.6
6.6.1

6.6.2

6.6.3

6.6.4

Estimating your charges

[f it has not been possible to read your meter for any reason, we will
calculate your charges based on estimated usage using historical
meter readings at your property. If this data is not available, or
does not cover a long enough period, we will use any other relevant
information as a method to calculate your estimated usage.

If we have sent you an estimated bill and you then provide your own
meter reading, we will recalculate your charges and send you a new
bill based on your meter reading.

Access to the meter

Where we provide you with a water supply, the water meter belongs
to us and we are responsible for carrying out any metering works

such as fitting, maintaining, repairing, replacing, disconnecting and
removing the meter. We will cover the cost for these metering works
except where a meter is fitted for a new connection, or where we have
incurred a cost because you have obstructed or covered the meter.

If the meter is within the boundary of your property, such as your
driveway or garden, it is important that you do not cover or obstruct
the meter in any way and that you allow us reasonable access to
the meter so we can take a meter reading or carry out any necessary
metering works.

If you deny us access to fit, read, maintain or replace the meter or
carry out any necessary metering works at your property, we may
transfer you to our no access charge until you provide us access.

If you receive your water supply from another water company and
are transferred on to their ‘no access’ charge because you have
denied them access in the way described in 6.6.3, we will transfer you
on to our no access charge for wastewater charges.

6.6.5

6.6.6

The no access charge is a fixed annual charge as shown in the
Charges Schedule, which may be more than what you would normally

pay.

You must not remove, interfere with or damage the meter, as this is a
criminal offence under Section 175 of the Water Industry Act 1991.
If you are convicted of this offence, you could be ordered by the
Magistrates Court to pay a fine.
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/ Moving to metered charges

If your property is within our water supply region, you
can move to paying metered charges either by asking us
to install a water meter or as a result of us fitting a meter
compulsorily. This section explains the processes involved
and how we deal with any changes once the meter has
been fitted.

7.1
7.1

7.1.2

Requesting a water meter

You can apply for a meter at thameswater.co.uk/meter or by calling
us to ask us to install one. If you are renting your property and have a
tenancy for six months or more, you can apply for a meter and do not
need your landlord’s permission.

We will install the meter free of charge, up to 50 calendar days from
your request, and will apply metered charges from the date we fit it.

If we fail to install the meter within this timeframe and it is our fault,
we will charge you only the metered fixed charges from day 51 until
the date we install the meter, after which both volumetric charges and
metered fixed charges will apply.

If you have caused a delay which prevented us from installing the
meter within 50 calendar days — for example, by not attending pre-
arranged appointments or by asking for the meter to be fitted at a
later date — we will continue to charge you on your existing tariff until
we have either fitted the meter or find we are unable to install one.

We are not obliged to fit a meter if it is not reasonably practicable or
it would involve unreasonable expense — for example, if:

° we need to install more than one meter

7.1.6

7.2
7.2.1

o fitting the meter would create problems in accessing, reading,
inspecting and maintaining it

e substantial alterations to the pipework would be needed

If we are unable to fit a meter for these reasons, we will move you to
the assessed household charge as described in 5.3 above.

If you disagree with us whether it is reasonably practicable to install
the meter, or whether it would involve unreasonable expense, and you
are unhappy with our response, you (or we) can contact Ofwat.

Reverting to unmetered charges

Subject to section 7.2.2, you can ask us to revert you back to
unmetered charges within 12 months of us applying metered
charges, or within one calendar month of receiving your second
metered bill (whichever is the later). Where you ask us to revert to
unmetered charges, this will take effect from the date you make the
request. If we do not have an actual reading taken on this date, we
will estimate what it would have been. In this case:

. The meter must remain in place, as we will use it as the basis for
charging subsequent occupiers

e Your property must be mainly used as a home

o You can only revert to unmetered charges if you or a person
living in the property who remains living there had originally
requested us to fit a meter and neither you nor the other person
had previously requested a meter for the property

. If your property falls within an area where we will compulsorily
install meters in the future, we still have the right to charge you
metered charges at a later date.

7.2.2

7.2.3
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You cannot revert to unmetered charges if:

o your meter was fitted compulsorily,

e your property is in an area which is subject to
compulsory metering,

e you use the water supply for any of the following:

e  towater your garden using a sprinkler, hosepipe or any
other device that is not hand-held

» tofillalarge pond or swimming pool with a capacity
greater than 10,000 litres

e  tofilla bath with a capacity (measured to the centre line
of overflow) greater than 230 litres

»  for