
Customer number – please quote the number on
your bill whenever you contact us.

Balance brought forward – amounts owing from
previous bills or credits carried forward, including
direct debit payments.

Total bill – your total charge for this bill period.
Payment options are on the back of your bill.

VAT is payable on water charges by some industrial
customers.

Reference number – please quote the 13 digit
reference number when making your payment – see
ways to pay on the back of the bill.

Payment – if you have a meter, you’re billed for your
water in arrears and payment, to BWBSL, is due
immediately.

Meter size – your meter connection size determines
your sewerage standing charge.

Meter readings – your latest and previous meter
readings. If the reading has been estimated, you can
take your own reading and call us on 0845 850 0 018
(24 hours).We will send you an amended bill.

Water usage – the number of cubic metres used
since your last bill (1 cubic metre = 1,000 litres or
approximately 220 gallons).

Sewerage volume – volume in cubic metres, used
to calculate your full sewerage charge.

% water not returned to sewer – sewerage
charges assume 5% of the water you use is not
returned to the sewer.This takes into account

evaporation, car washing, garden watering and
variations during wet and dry years. If you think that
consistently year on year more than 5% of your water
supply is not returned to the sewer, please let us
know and we’ll find out if you qualify for a reduction
in charges.

Water volume charge – calculated by multiplying
your water use in cubic metres by the price per cubic
metre for water.

Sewerage volume charge – calculated by
multiplying your water use in cubic metres by the
price per cubic metre for sewerage. An allowance is
made for water not returned to the sewer and shown
as cr on your bill.

Standing charges – payable by all customers
connected for these services.They include costs of
maintaining and reading meters for water supply
customers.The sewerage standing charge includes the
cost of surface water and highway drainage.The
sewerage standing charge is based on your meter
connection size.The standing charge is an annual fixed
charge.Your bill includes a proportion of the standing
charge based on the number of days since your last
meter reading.

Budget payments – if you pay by a budget plan,
your payments since your last bill are listed here.

Reversion to unmetered billing – if you’ve
recently asked for a meter to be fitted, you can
possibly revert to paying your water and sewerage bill
based on the rateable value of your property if there
is one.This option is not available if you’ve been billed
for more than one year on a meter.
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Your metered bill explained

Customer number – please
quote the number on your bill
whenever you contact us.

Rateable value – your bill is
based on the rateable value of
your property on 31 March 1990,
not on your council tax band.

For more information please ring
our rateable value talking leaflet
line on 0845 606 6 269 (24
hours).

Balance brought forward –
this includes the balance owed to
BristolWater andWessexWater
at the bill date.

Standing charges – these are
fixed amounts payable by all

customers. Part covers the cost of
billing and part reflects some of
the fixed costs of providing you
with water and/or sewerage
services.

Total bill
• your total water supply charge
• your total sewerage charge
• your total charge this year.

Reference number – please
quote the 13 digit reference
number when making your
payment – see ways to pay on
back of the bill.

Payment options – these are
explained on the back of your
bill. Unless you have a payment
arrangement with us, you can
either pay your total bill now or
pay it in two half-yearly amounts
due on 1 April and 1 October. For
uneven totals, the odd penny is
added to the first instalment. If you
do not pay the first half in April,
the total bill has to be paid
immediately.

Moving house – if you’ve moved
or are planning to do so please let
us know so that we can amend
your bill.

Sprinklers – if you are using a
sprinkler, you must be on a
metered supply.

Meter option – if you want to
be charged for the amount of
water you use, rather than on the
rateable value of your property,
you could have a water meter.
Most customers can change to a
metered supply free of charge. If
you apply for a meter and we are
unable to fit it, we may be able to
offer an alternative charge.Ring
0845 601 5 983 (24 hours) for a
leaflet and application form.
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Your unmetered bill explained
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We can help
Customer Care Plus
This is our scheme that offers free,
extra services to customers who have
additional needs regardless of whether
they are the billpayer or not. These
include:

• bills and leaflets in braille, large print or
a language other than English

• a security password system to protect
against bogus callers

• extra assistance in the event of water
supply interruptions.

See our websites:
www.bristolwater.co.uk or
www.wessexwater.co.uk/customerplus

or ring 0845 600 3 600 or for
minicom equipment users only 0845

605 6 585 (Monday – Friday, 8am – 6pm).

Knock, knock!Who’s there?
Be stranger aware!
Bogus callers often prey on elderly or vulnerable
people by pretending they work for a water company
to con their way into homes.

All our staff carry photographic identification and we operate
a password system where requested.

Our staff rarely need to enter customers’ homes and
will always show their identity card first and be happy
to wait outside while you confirm their identity. If in
doubt, keep them out!

If you think someone is not a real Bristol Water or Wessex
Water employee, contact the police immediately.

Comment or complaint
We want to hear from you if you have any comments or
complaints about the services we provide. Our code of
practice for enquiries and complaints shows how you can
contact BristolWater orWessexWater.

If you are unhappy with the response you receive from
us, you can then contact the Consumer Council for
Water, the independent customer watchdog, or, in some cases,
theWater Services Regulation Authority (Ofwat).

See these websites: www.bristolwater.co.uk
www.wessexwater.co.uk/cop
www.ccwater.org.uk www.ofwat.gov.uk or ring

0845 600 3 600 (Monday – Friday, 8am – 6pm) for a leaflet.

Pay by credit card or debit card
To pay your bill by credit or debit card call our 24 hour automated
speech recognition line on 0845 600 1 019. Make sure you have to
hand your card details and 13 character reference number that

begins 20 found in the box on your bill payment slip.

Questions
about your bill?

0845 600 3 600
(Monday – Friday, 8am – 6pm)

www.bristolwater.co.uk
www.wessexwater.co.uk
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