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While you're settling into your new home, this booklet will help you
get the most out of Wessex Water and what we have to offer.
If there is anything else you would like to know, please get in
touch. Our contact details are on the back cover, or you can visit
our website: wessexwater.co.uk

Colin Skellett
Group Chief Executive
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Getting started
Step 1
locate your
water meter

Black numbers – these are
the ones you need to submit
a meter reading

Taking a meter reading is simple:
Unique serial number

It’s important to know where
your water meter is in case you
need to take a reading or check
for leaks on your property.

4 if your meter is in an underground chamber,
lift the lid using a flat-head screwdriver
(indoor meters don’t have a lid). There may
also be a polystyrene cover and an inner
meter lid, lift this to see the meter face

Most meters are fitted outside
your home either in the front
garden or pavement. They are
usually located in an
underground chamber and
covered with a lid marked
‘water’.

4 note down or take a picture of the figures in

Top tip
If the meter spinner
is moving when you
are not using any
water, you may have
a leak and should
contact a plumber to
take a look.

black only. These register whole cubic
metres which is what we use to bill you.
Ignore any figures in red, as these only
record parts of a cubic metre, which are only
needed to check for leaks or to calculate the water use of individual
appliances in your home

Sometimes we put meters
inside homes, usually under
the sink or near your internal
stop tap.
If you live in a flat or apartment,
your water meter and external
stop tap might be in a cabinet
either inside or outside of the
building. Your meter should be
marked with your flat number.

Step 2
take your first meter reading

4 replace the polystyrene cover to protect the meter from frost damage
and put the outer lid back down.

Spinner – spins rapidly when water is used – may
move slowly if you have a small leak, a dripping tap
or while a ball valve is closing.

Meter tampering and testing
Your meter is owned by Wessex Water. Tampering with it is an offence
and will result in a fine. If you think your meter is not recording
correctly you can ask for it to be tested. If test results confirm your
meter is recording accurately, you will be liable for the cost of the test
which will be no more than £84.
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Help reading
your meter
If you have additional
needs which mean you
may not be able to read
your meter, sign up to
our Priority Services
register so we can take
extra readings for you,
free of charge. See page
7 for more information.
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Step 3
check you can turn off
your water supply

Step 4
tell us how and when you’d like to
pay your bill

It is important to know where your internal
stop tap is and to check it works so that you
can turn off your water supply if you
suspect you have a leak or need some
plumbing work done. It’s usually located
under the kitchen sink or in an adjoining
garage.

We offer the following range of payment options free of charge so you
can choose to pay however it suits you.

Turn the stop tap off then turn on the
nearest tap either in your kitchen or
bathroom until it runs dry. If the tap doesn’t
run dry and water continues to come out,
this means your stop tap doesn’t work and
you should call a plumber to fix it.
If you want to turn off your supply outside,
you’ll find the external stop tap next to
your meter in the chamber.

Did you
know...?
The taste, appearance and
hardness of your tap water
will vary depending on where
in our region you live. See
page 12 for more
information.

Need help finding a trustworthy
local plumber?
If you have a leak, we recommend using a WaterSafe
approved plumber. Find out more on
www.watersafe.org.uk or call 0333 207 9030.

• Direct Debit – the easiest way to pay your bill. To set up a Direct Debit
visit wessexwater.co.uk/directdebit Metered customers can choose
to pay monthly or on receipt of their bill. More information on this can be
found on page 6.
• At your bank – take your bill or instalment plan with cash or a cheque.
Normally banks do not charge a fee for this.
• Telephone/internet/mobile banking – payment should be made to
Bristol Wessex Billing Services Limited quoting sort code 40-02-50 and
account number 61229737*.
• ebilling – view your bills online and make a payment with your credit or
debit card.* Visit myaccount.wessexwater.co.uk
• PayZone – take your bill and payment to a local PayZone store. Visit
www.payzone.co.uk/consumers to find your nearest one.
• Post Office – fill in the payment slip and take it with your bill and
payment.
• Telephone – pay by credit or debit card by calling our automated 24hour line on 0345 600 1 019*. Make sure you have your bill to hand.
• Post – write your customer reference number (located on your bill) on
the back of a cheque and post it with the payment slip to BWBSL, 1
Clevedon Walk, Nailsea, Bristol BS48 1WA. Cheques should be made
payable to BWBSL. Please do not send cash or post-dated cheques.
*Please quote the 13-digit payment reference number that begins with
20 shown in the box on the payment slip (see your bill).
Charges for customers on a water meter are billed in arrears.
If you would like more information about any of the above payment options,
please call us on 0345 600 3 600.

Go paperless!
Sign up to ebilling to view and pay your bills online.
You’ll be helping the environment by reducing paper bills.
Visit myaccount.wessexwater.co.uk
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Talk to us if you need
help to pay your bills

Let us know if you
need extra support

We know that money can be a real worry for some of our customers. If
you need help to pay your bills, don't suffer in silence, talk to us.
There are various ways we can work with you to manage your water
bills, such as:
• spread the cost of your bill
• limit how much you pay if you're on a low income and use lots of
water which is out of your control
• lowering your water bill
• repay your debts
• providing a discount if state pension is your only income or you
receive Pension Credit.
Visit wessexwater.co.uk/helptopay for more information or call our
friendly team for a no-obligations chat on 0345 600 3 600.
Organisations such as Citizens Advice, StepChange and National
Debtline offer free, independent and confidential debt advice.

If you or anyone you know, needs extra support, we can
help through Priority Services:

Pay in easy monthly instalments
with Direct Debit
To make things easier, you can make regular monthly payments by
Direct Debit and spread the cost of your bill for no extra charge.
We review your payment plan every 12 months, but your first payment
will be based on the number of people living at your home.
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PRIORITY
SERVICES

Extra support when
you need it

• help if your supply gets interrupted
• help finding and reading your meter
• bills and leaflets in braille, large print or other languages
• a password to protect against scam house calls.
It's free and easy to register today at
wessexwater.co.uk/priorityservices
or call 0345 600 3 600.
And you'll find energy companies offer a similar service.

Discount for low
income pensioners
You might be entitled to a discount of
around £60 if all the adults in your home
receive state pension as their only form
of income or receive Pension Credit. It’s
easy to apply, speak to our friendly team
on 0345 600 3 600 or visit
wessexwater.co.uk/pension
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Tell us what you think for
a chance to win £200!

Helping the environment

We’re always striving to improve our service, and the only way we can
do this is by listening to our customers’ opinions and needs.

We've launched a new online tool which helps you understand how you
use water, provides tailored advice, free devices and raises money for
charities. Try it out for free at wessexwater.co.uk/getwaterfit

Join our online customer research panel to tell us what you think of our
services, how you feel we could improve and help us plan for the future.
Sign up today and you will be entered into a draw to win £200 every
time you complete a new survey.
Visit wessexwater.co.uk/haveyoursay

Get involved
It’s not just water and sewerage
services that we invest in.
Every day we’re working in your
local community visiting schools
or providing virtual lessons to
help educate children about the
importance of the water cycle,
and supporting environmental
and local projects through the
Wessex Water Foundation. We also
work with partners, such as debt
advice agencies, to help those
customers who need that extra care.

GetWaterFit

Save every drop
Although it is literally ‘on tap’, water is a precious
resource and the less we waste, the more we can
keep in our local rivers and streams for nature to
thrive. Also, as you’re on a water meter, using
less water means you’ll save money!
Here are some easy ways you can reduce your
water usage:
• fix any leaky toilets and taps
• install a water butt in the garden to collect
rainwater for plants
• take shorter showers and shallower
baths
• turn off the tap when brushing your
teeth or shaving
• use a bowl when washing dishes
• only use your washing machine
on a full load.

Find out more at
wessexwater.co.uk/community
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SAVE
EVERY

DR P

Stop the Block
We deal with around 13,000 sewer blockages
every year in our region, most of which are
caused by the wrong things being flushed, such
as wet wipes, or poured down the drain, such as
cooking fat.
To help keep your home blockage free use this
simple advice:
In the kitchen
What not to put down the sink:
• cooking fat, oil and grease
• leftover food scraps
• coffee grounds.

To help keep your drains clear
and your community free of
nasty blockages, scrape leftover
food into your food waste bin
and wipe fat, oil and grease
(even if it's only a little bit) from
plates and pans before washing.
Sink strainers also help to catch
any small bits of food that might
otherwise get into your drains.
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In the bathroom
Only flush the three Ps: paper, poo and
pee.
What not to put down the loo:
•
•
•
•
•

wet wipes – even if they say ‘flushable’
tampons and applicators
make-up removal pads
cleaning cloths and wipes
anything else that isn't in the three Ps!

Claim some FREE waste devices for your
home at
wessexwater.co.uk/stoptheblock

Did you know...?
Flushing bathroom waste
down your toilet can cause
blockages, meaning raw
sewage could come back
up through your toilet and
flood your bathroom.
Sewage flooding is
miserable and can cause
damage to your or your
neighbours’ homes. It can
also cause pollution in
local streams, rivers and
beaches.
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Things you need to know
Know your pipes and drains

Our promise to you

While we’re responsible for maintaining public water mains and sewers,
you are responsible for all pipework inside your home, your private drain
and your private supply pipe which runs from your house to the outside
boundary of your property.

We always aim to provide you with the very highest levels of service. Our
promise sets our standards of service that we strive to meet and offers
one of the best overall guarantees in the industry, and also outlines how
we will compensate you if we fail to meet these standards.

It’s worth knowing your pipes and drains in the event that you
experience a leak or sewage flooding, so that you know whether to
contact us or a contractor. We have some handy diagrams on our
website, visit wessexwater.co.uk/pipework

It includes areas of service such as:
• the time it takes for us to respond to contacts from you or incidents
• water meter enquiries
• water supply interruptions

Free leak repair service
Around 30 per cent of leaks in our region are
on private supply pipes. If you have a leak on
this pipe, we may be able to fix it for you free
of charge.

The hard facts of water
Most of the water in our region is naturally hard
as it comes from groundwater sources.

• sewage flooding.
For a copy of our promise leaflet visit wessexwater.co.uk/promises
or you can request one to be sent in the post by calling 0345 600 3 600.
If you have any comments or complaints about the services
we provide, our core customer information for
enquiries and complaints shows you how to get in
touch.
For more information visit
wessexwater.co.uk/policy
or call 0345 600 3 600.

While hard water is healthier to drink, it can cause limescale
build-up around the home.
If you notice anything strange about the taste or smell of your water,
there is information and advice, visit:
wessexwater.co.uk/waterquality

Did you know...?
A leaky loo can waste up to 400 litres of
water per day. To find out how to spot
and fix a leaky loo, visit
wessexwater.co.uk/savingwater
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• Payment arrangements • Moving house • Help to pay
• High water use • Priority Services
0345 600 3 600 (Monday to Friday, 8am to 8pm; Saturday 8am to 2pm)
Submit an online enquiry via our website wessexwater.co.uk/contactus
Write to: Wessex Water, 1 Clevedon Walk, Nailsea, Bristol BS48 1WA
wessexwater.co.uk
The following billing numbers are automated, unmanned and available
24 hours a day.
Pay over the phone by credit/debit card
0345 600 1 019 (have your credit/debit card and your bill to hand.
Payment should be made using the 13 digit payment reference on your bill)
Other billing telephone services
• Surface water drainage leaflet • Charges explained leaflet
0345 600 6 600 • Helping you to understand your water use leaflet
0345 850 0 043

Water supply or sewerage enquiries
• No water • Low pressure • Taste, odour and appearance
• Sewage flooding • Blocked sewer
0345 600 4 600 (Monday to Friday, 8am to 6pm, emergencies only at
other times)
Submit an operational enquiry at wessexwater.co.uk/contactus
Report a leak
0800 692 0 692 (24 hours) or visit wessexwater.co.uk/leaks
We welcome calls via the Relay UK Service.
Calls to 0345 numbers from UK landlines cost no more than calls to standard UK
landline numbers. If you’re calling from a mobile please check with your service
provider as sometimes calls can cost more. We may record telephone calls into our
contact centres for quality, security and training purposes.
Wessex Water is not responsible for the content of external websites.

233_ February 2022

Billing enquiries

Wessex Water, Claverton Down, Bath BA2 7WW

Contact us

