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Section 1:

1.1 Introduction

This document sets out the Household Charges for Leaf Water for the period from 1 April 2026 to 31 March 2027
covering the areas in which we operate.

Our Customer Service Code of Practice explains the level of service we aim to provide to you. It sets out our
commitment to you as a customer and, in certain circumstances, you may be entitled to a payment if we do not
meet the service standards we have set.

The Customer Service Code of Practice is one of several codes of practice that detail our standards of service.
Our codes have been reviewed and agreed by the Office of Water Services (Ofwat) who are the industry
regulator and the Consumer Council for Water (CCW) who represent you as a customer.

Leaf Water aims to align its household charges with those set by the Supplying Water Company in each area
where it operates, as detailed in Section 6 of this Charging Scheme. However, specific requests for household
charges, will be assessed on a case-by-case basis to ensure charges are cost-reflective. This is because
boundary charges can vary considerably between sites, even within the same water company area, and are not
always linked to the level of onsite costs.

These Charges only apply within the
areas where Leaf Water provides water
and/or sewerage services. The applicable
areas are listed in Appendix 1, which is

correct as at the date of its publication.

Click here to view Q/



https://www.leafwater.co.uk/publications/our-areas-of-service-2/

Section 2:

2.1 Your Water Meter

All properties supplied by Leaf Water benefit from having a smart meter installed. Where smart meters are
connected, they automatically send your water consumption data to us on a daily basis. Where fully smart
metering is not possible, we aim to read all of our customer water meters at least twice a year. You can provide us
with a meter reading by calling us on 01376 312 420 or by adding it to your account on www.leafwater.co.uk.

2.2 Value Added Tax (VAT)

If you are a business customer and your activities fall within categories 1 to 5 of the Standard Industrial
Classification (190 Edition), VAT will be applied to your water supply charges. All other customers will not be
charged VAT.

2.3 Leakage

If you have received a large bill as a result of a leak from underground pipework, you may be entitled to a leakage
allowance.

Further details are set out in our Code of Practice on Leakage, which can be found on our website at
www.leafwater.co.uk

2.4 Standing Charges

Water Standing Charge

The water standing charge is calculated on a daily basis and covers the cost of reading and maintaining your
meter. This charge is based on our published tariff for this service.

Sewerage Standing Charge

You will need to pay the sewerage standing charge if wastewater from your property drains, either directly or
indirectly, into a public sewer, or if your property benefits from any facilities that drain into a public sewer.

The sewerage standing charge is treated as a full service where your property additionally benefits from the
disposal of rainwater and surface water, including through highway drainage.

You will need to inform us if your property becomes connected, either directly or indirectly, to the public sewer for
surface water. Whether or not you notify us, full sewerage charges will be payable immediately from the date of
connection.


https://www.leafwater.co.uk
https://www.leafwater.co.uk

2.5 Volumetric Charge

Water Used

Your smart water meter measures how much water you use, and this information is used to calculate the
volumetric part of your charge. No reduction will be made if your property receives its water supply via a shared
private service pipe.

Sewerage Used

We assume that a proportion of the water recorded by your meter will not end up being returned to the sewer.
Your sewerage charge is therefore calculated by applying our volumetric sewerage tariff to the assumed

proportion of water recorded by your water meter.

If you can demonstrate that less than the assumed percentage of your water is returned to our sewer, please
contact us to discuss whether a higher allowance may be appropriate.




Section 3:
3.1 WaterSure Scheme

WaterSure is a tariff that offers a flat rate charge, capped at the average bill. The tariff has a higher annual
standing charge than our standard tariff for water and sewerage but has no charge per cubic metre. It is
designed to give assistance to customers who, necessarily, use large amounts of water.

You may be eligible for the WaterSure tariff if you, or someone living at your property, receives one or more of the
following benefits:

Housing Benefit
Income Support

Income-based Jobseekers’ Allowance

Working Tax Credit

Child Tax Credit (except families in receipt of the family element only)
State Pension Credit

Universal Credit

and either
Is (a) entitled to receive Child Benefit for three or more children under the age of 19 who are living at the property.

Or (b) is diagnosed as having any of the medical condition listed below, requiring use of significant additional
water:

Desquamation (flaky skin loss)

Weeping skin disease (eczema, psoriasis or varicose ulceration)
Abdominal stoma

Crohn’s disease

Ulcerative colitis

Renal failure requiring dialysis at home (this shall not apply if the health authority
has made a contribution to the cost of water used)

Or (c) is diagnosed as suffering from a medical condition other than those listed above and has a signed
certificate from a registered medical practitioner confirming that the condition needs the use of significant
additional water.

For further information and ways to apply please visit www.leafwater.co.uk


https://www.leafwater.co.uk/

Section 4:
4.1 Customer Liability

You are liable for water, drainage and sewerage charges if any of the following apply:

You are the occupier of the property

You have sufficient control over the property to owe a duty of care

towards those who come lawfully onto the premises
You own or maintain the property, furnished or otherwise, ready for

occupation, letting, sale or commercial use

Charges should be paid by the occupier of the property, unless we agree otherwise. If the property is occupied
by more than one person, any occupier may be held liable for paying the bill. In the case of two premises being
supplied by one meter, the occupiers of each of the premises supplied through that meter shall be jointly and
severally liable for the full charges based on the water recorded by that meter.

Charges are applicable when a supply of water is made available for your property, regardless of whether or not
you use the supply. Sewerage charges will apply if the wastewater from your property drains either directly or
indirectly into a public sewer, or where your property benefits from any facilities that drain into a public sewer,
including surface water drainage.

Further information can be found in the Code of Practice: Paying your Bill which can be found on our website:
www.leafwater.co.uk

4.2 Moving Home

Please contact us as soon as possible if you are moving home. We require at least 5 working days’ notice by
telephone or 10 working days’ notice by letter to produce your final bill.

When you move out, you can finalise your water bill in one of the following ways:

a. provide us with a meter reading
b. allow us to estimate your final meter reading based on previous consumption, or
c. ask us to come and take a meter reading for you.

If you would like us to take a final meter reading on the day that you move out, you must give us at least 2
working days’ notice. You can do this by calling us, sending us an email or by letting us know when you notify us
that you are moving home.

If you do not provide an accurate meter reading and do not request a closing meter reading be taken in line with
the above, you will remain liable for all charges until the first of the following occurs:

e 28 days after we become aware that you are no longer at the property

e The new occupier informs us that they have moved in and are now responsible for paying the water and/or
sewerage charges

e The date the meter is next normally read

Once we have all the information we need, we will issue your final bill.


https://www.leafwater.co.uk/

4.3 Bankruptcy

If you are granted an Order for Bankruptcy which encompasses a water and sewerage charge debt, the debt
will be limited to the charges that are outstanding at the date of the Order for Bankruptcy. We will recover any
charges that may accrue from the day after the Order for Bankruptcy as if the property had been newly occupied
on that day.

Contact Our Team



https://www.leafwater.co.uk/contact-us/
https://www.leafwater.co.uk/contact-us/

Section 5:

5.1 Payment Information

There are many ways to pay your water bill, including:
e Direct Debit

e Debit or credit card

«  Online banking If you miss payments, we will send you

reminders and may take further action,

* Banktransfer such as using a debt collection agency or

e WaterDirect taking court action. Any action we take
e By post with a cheque will be in line with our Code of Practice:

«  Over the phone Paying your bill, which also includes full

details of the support schemes available.

We will usually send you a bill twice a year, or
you can receive your bill monthly depending on
your payment method. You must then pay the
balance with 10 working days of receiving your
bill.

This Code of Practice is available on our
website at: www.leafwater.co.uk

We will usually send you a bill twice a year, or you can receive your bill monthly depending on your payment
method. You must then pay the balance with 10 working days of receiving your bill.

You can choose to make payments weekly, fortnightly, monthly or every 6 months. Please call our Customer
Services team on 01376 312420 to set up your payment method and agree a payment schedule that works for
you.

If you are finding it difficult to pay your water bill, there may be ways we can support you. Please contact us as
soon as you can by calling us on 01376 312420 or by using any of our other ‘ways to contact us’ listed on our
website at: www.leafwater.co.uk

We offer the following support options for customers who are struggling to pay:
e Payment Plans

e  WaterSure Scheme

e WaterDirect Scheme



tel:+441376312420

tel:+441376312420

https://www.leafwater.co.uk

Section 6:

6.1 Leaf Water - Affinity Water Area

Clean Water

Central South-East

Water Standing Charge
per year

Water Charge per cubic
metre

£2.4700

£2.4700

£1.7463

WaterSure Tariff £240.00 £262.80 £292.80




6.2 Leaf Water - Anglian & Hartlepool & Woods Meadow

Water Area

Clean Water

Anglian Water

Water Standing Charge
per year

Hartlepool

Woods Meadow

Woater Charge per

. £2.9538
cubic metre

£1.6136

£2.0670

WoaterSure Tariff £335.00

£202.00

£304.02

Waste Water

Sewerage Standing Charge per year
(full service)

£129.95

Sewerage Standing Charge per year
(foul water / highway drainage only)

£77.95

Sewerage Charge per cubic metre

£2.5607

WaterSure Sewerage Tariff
(full service)

£346.00

WoaterSure Sewerage Tariff
(foul water / highway drainage only)

£294.00

For Anglian Water, we calculate the volumetric sewerage charge on the assumption that 90% of water recorded

by the meter will be discharged to the sewers.
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6.3 Leaf Water - Northumbrian & Essex & Suffolk Water Area

Clean Water

Northumbrian Water

Water Standing Charge per year

Essex and Suffolk

Woater Charge per cubic metre

£1.6169

£2.0670

WaterSure Tariff

£212.83

£304.02

Waste Water

Sewerage Standing Charge per year
(full service)

£123.75

Sewerage Standing Charge per year
(foul water / highway drainage only)

£45.05

Sewerage Charge per cubic metre

£1.6121

WoaterSure Sewerage Tariff

£259.11

For Northumbrian Water, we calculate the volumetric sewerage charge on the assumption that 100% of water

recorded by the meter will be discharged to the sewers.

12



6.4 Leaf Water - Portsmouth Water Area

Clean Water

Water Standing Charge
per year

Water Charge per cubic
metre

£1.1783

WaterSure Tariff £162.82




6.5 Leaf Water - Severn Trent Water Area

Clean Water

Zones 1-8

Water Standing Charge per year

Woater Charge per cubic metre £2.5503

£2.3952

WaterSure Tariff £321.96

£321.96

Waste Water

Surface Water Drainage

Detached property
(inc. link detached)

Semi-detached property

Other property

Sewerage Standing Charge per year

£58.84
(foul water / highway drainage only)
Sewerage Charge per cubic metre £1.6255
WaterSure Sewerage Tariff £265.37

For Severn Trent Water, we calculate the volumetric sewerage charge on the assumption that 95% of water

recorded by the meter will be discharged to the sewers.

14



6.6 Leaf Water - South East Water Area

Clean Water

Water Standing Charge
per year

Water Charge per cubic
metre

WaterSure Tariff

Eastern

Western

£3.0094

£2.2797

£350.63

£278.52

15



6.7 Leaf Water - Southern Water Area

Clean Water

Water Standing Charge per year

£46.70

Woater Charge per cubic metre

£3.5180

WoaterSure Tariff

£354.00

Waste Water

Sewerage Standing Charge per year
(full service)

£118.43

Sewerage Standing Charge per year
(foul water / highway drainage only)

£68.43

Sewerage Standing Charge per year
(surface water only)

£50.00

Sewerage Charge per cubic metre

£3.5450

WaterSure Sewerage Tariff

£405.00

For Southern Water, we calculate the volumetric sewerage charge on the assumption that 92.5% of water

recorded by the meter will be discharged to the sewers.

16



6.8 Leaf Water - South Staffordshire Water Area

Clean Water

South Staff

<50mm Cambridge

Water Standing Charge
per year

Water Charge per cubic
metre

£1.7634 £1.4373

WaterSure Tariff £223.35 £198.93




6.9 Leaf Water - South West & Bristol & Bournemouth Water Area

Clean Water

South West
(0-22mm)

Water Standing Charge
per year

Bournemouth

Woater Charge per cubic
metre

£3.0158

£1.8795

£1.5511

WaterSure Tariff

£291.42

£249.46

£194.18

Waste Water

Sewerage Standing Charge per year
(full service)

Sewerage Standing Charge per year
(foul water / highway drainage only)

Sewerage Charge per cubic metre
(full service)

Sewerage Charge per cubic metre
(foul and highway)

WoaterSure Sewerage Tariff

£90.61

£57.34

£4.6858

£4.1259

£405.40

For South West Water, we calculate the volumetric sewerage charge on the assumption that 95% of the water

recorded by the meter is discharged to the public sewer.

18



6.10 Leaf Water - Sutton & East Surrey Area

Clean Water

Water Standing Charge
per year

Water Charge per cubic
metre

WaterSure Tariff

£1.4678

£1.8110

£249.53

£249.53

19



6.11 Leaf Water - Thames Water Area

Clean Water

Water Standing Charge per year

£66.87

Woater Charge per cubic metre

£2.7346

WoaterSure Tariff

£372.00

Waste Water

Sewerage Standing Charge per year
(full service)

£128.13

Sewerage Standing Charge per year
(foul water / highway drainage only)

£80.43

Sewerage Charge per cubic metre
(surface water only)

£47.70

Sewerage Charge per cubic metre

£1.4721

WaterSure Sewerage Tariff

£286.00

For Thames Water, we calculate the volumetric sewerage charge on the assumption that 100% of water

recorded by the meter will be discharged to the sewers.

20



6.12 Leaf Water - United Utilities Area

Clean Water

Water Standing Charge per year

£23.66

Woater Charge per cubic metre

£3.2350

WoaterSure Tariff

£317.64

Waste Water

Sewerage Standing Charge per year
(full service)

£153.93

Sewerage Standing Charge per year
(foul water / highway drainage only)

£48.58

Sewerage Charge per cubic metre
(surface water only)

£105.35

Sewerage Charge per cubic metre

£2.2750

WaterSure Sewerage Tariff

£342.86

For United Utilities Water, we calculate the volumetric sewerage charge on the assumption that 100% of water

recorded by the meter will be discharged to the sewers.

21



6.13 Leaf Water - Welsh Water (Dwr Cymru Cyfyngedig) Area

Clean Water

Water Standing Charge per year £58.63

Woater Charge per cubic metre £1.9527

WoaterSure Tariff £229.28

Waste Water

Sewerag-e Standing Charge per year £15174
(full service)

Sewerage Star\dlng Chqrg_]e per year £105.87
(foul water / highway drainage only)

Sewerage Standing Charge per year £45.87
(surface water only)

Sewerage Charge per cubic metre £2.7418
WaterSure Sewerage Tariff £354.49

For Welsh Water (DWr Cymru Cyfyngedig), we calculate the volumetric sewerage charge on the assumption that
95% of water recorded by the meter will be discharged to the sewers.

22



6.14 Leaf Water - Wessex Water Area

Clean Water

Water Standing Charge per year

Woater Charge per cubic metre

£3.0573

WaterSure Tariff

£303.00

Waste Water

Sewerage Standing Charge per year
(full service)

Sewerage Standing Charge per year
(foul water / highway drainage only)

Sewerage Charge per cubic metre

£3.1124

WoaterSure Sewerage Tariff

£341.00

For Wessex Water, we calculate the volumetric sewerage charge on the assumption that 95% of water recorded

by the meter will be discharged to the sewers.

23



6.15 Leaf Water - Yorkshire Water Area

Clean Water

Yorkshire - excluding

York Waterworks York Waterworks

Water Standing Charge per year

£1.2370

Woater Charge per cubic metre £2.1838

WaterSure Tariff £236.82 £150.62

Waste Water

Sewerag-e Standing Charge per year £11932
(full service)
Sewerage Standing Charge per year

. . £33.85
(foul water / highway drainage only)
Sewerage Standing Charge per year £85.47
(surface water only)
Sewerqg-e Charge per cubic metre £2.7053
(full service)
Se_werage Chfurge per cubic metre £0.2708
(highway drainage only)
WoaterSure Sewerage Tariff £347.55

For Yorkshire Water, we calculate the volumetric sewerage charge on the assumption that 95% of water
recorded by the meter will be discharged to the sewers.

24



Section 7:
7.1 Making a Complaint

Whilst we always aim to provide great customer service, we recognise that sometimes things can go wrong. If
you are experiencing a problem or are unhappy with our service, it is very important to us that your concerns are
dealt with quickly, efficiently and to your satisfaction.

Our Procedure

We aim to resolve any complains as quickly and fairly as possible. Our complaints resolution procedure
has 4 stages which are outlined below:

Stage 1: Initial complaint

Please contact our Customer Service team at the earliest opportunity and we will try and
resolve the issue there and then. If the complaint is more complex, we may take a little longer
to investigate and propose an outcome, however, we will keep you informed on our progress.
We will assume that you would like a formal response to your complaint unless you tell us that
you are satisfied and no further action is needed.

Stage 2: Escalation

If you are not satisfied with the outcome of our initial investigation, your complaint will be
escalated to a senior manager or director, who will carry out a fresh review of your case.

Stage 3: Independent advice

Should you remain unhappy with the outcome from Stage 2 you can take your complaint to the
Consumer Council for Water (CCW). The CCW are the independent voice for water consumers

and will work on your behalf to try to resolve the complaint with us. CCW'’s contact details can

be found in below.

Stage 4: Alternative dispute resolution

If, following CCW's review of your case you remain dissatisfied with the outcome you may

have the right to refer your case to the Dispute Resolution Ombudsman (DRO) who provide
alternative dispute resolution services. The DRO will make a final decision on your case, and we
will comply with that decision.

To contact CCW: To contact DRO:

Telephone: 0300 034 2222 Telephone: 0333 241 3209

Website: www.ccwater.org.uk Website: www.disputeresolutionombudsman.org

Address: Email: info@disputeresolutionombudsman.org
CCW Address:

23 Stephenson Street Dispute Resolution Ombudsman

Birmingham

B2 4BH First Floor
1-5 Argyle Way

Stevenage
SG1 2AD

Premier House

For more information on how we handle complaints, please see our Customer Complaints Procedure
and Guaranteed Standards Scheme.




7.2 Contact Leaf Water

If you would like to contact Leaf Water in relation to any of the services referred to in the Household Scheme, you

can contact our team:

By writing to:
Leaf Water Limited, Emergencies contact: For any emergencies
Nexus Park Avenue East, with your water or wastewater supplies please
Skyline 120, call Leaf Water’s 24-hour emergency number
Braintree, on 0345 646 0680.
Essex,
United Kingdom,
CM77 7AL

Or calling us on: 01376 312420
E-mailing us on: enquiries@leafwater.co.uk
Looking at our website: https://www.leafwater.co.uk/

Our office hours are:
General Queries & Billing: Monday to Friday: 8.30am to 5.00pm
Woater or Drainage Emergencies: Available 24 hours a day, 7 days a week.

You can access your account by registering on our customer portal at:
https://myaccount.leafwater.co.uk/new-to-area

Here, you can manage a range of useful aspects of your account, including:

e Viewing your water bill

e Paying your water bill

e  Submitting a water meter reading
e Registering for Priority Services

26
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