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age 1 

C
M

Y
C

M
M

Y
C

Y
C

M
Y

K

B
y letter:

W
rite to

 u
s at:

Essex &
 Su

ffo
lk W

ater
PO

 B
o

x 292
D

u
rh

am
 D

H
1 9TX

Em
ail: co

n
tact u

s via o
u

r w
eb

site
w

w
w

.esw
ater.co

.u
k

B
y telep

h
o

n
e:

Service en
q

u
iries: 0845 782 0999

(24 h
o

u
rs)

B
illin

g
 en

q
u

iries: 0845 782 0111
M

o
n

d
ay to

 Frid
ay 8am

 to
 6p

m
Satu

rd
ay 8am

 to
 1p

m
M

in
ico

m
: 01245 212 239

W
e also

 accep
t calls fro

m
R

N
ID

 Typ
etalk

Lan
g

u
ag

e Lin
e: 0845 310 9900

(If En
g

lish
 is n

o
t yo

u
r first

lan
g

u
ag

e, w
e o

ffer a free
tran

slatio
n

 service)

Leaklin
e: 0800 526 337

(freep
h

o
n

e - 24 h
o

u
rs)

B
y letter:

W
rite to

 u
s at:

N
o

rth
u

m
b

rian
 W

ater
PO

 B
o

x 200
D

u
rh

am
 D

H
1 9W

G
Em

ail: co
n

tact u
s via o

u
r w

eb
site

w
w

w
.n

w
l.co

.u
k

B
y telep

h
o

n
e:

Service en
q

u
iries: 0845 717 1100

(24 h
o

u
rs)

B
illin

g
 en

q
u

iries: 0845 733 5566
M

o
n

d
ay to

 Frid
ay 8am

 to
 8p

m
Satu

rd
ay 8am

 to
 1p

m
M

in
ico

m
: 0845 723 1254

W
e also

 accep
t calls fro

m
R

N
ID

 Typ
etalk

Lan
g

u
ag

e Lin
e: 0845 717 1100

(If En
g

lish
 is n

o
t yo

u
r first

lan
g

u
ag

e, w
e o

ffer a free
tran

slatio
n

 service)

Leaklin
e: 0800 393 084

Flo
o

d
lin

e: 0800 328 7648
(freep

h
o

n
e - 24 h

o
u

rs)

B
y p

erso
n

al visit:
A

b
b

ey R
o

ad
, Pity M

e
D

u
rh

am
M

o
n

d
ay to

 Frid
ay

9am
 to

 5p
m

co
n

tact
H

o
w

 to
u

s:

The w
atch

d
o

g
s and

   reg
u

lato
rs w

ho are

  there to  h
elp

 yo
u

w
atch

d
o

g
s

W
ater and sew

erage

N
orthum

brian W
ater

A
bbey Road

Pity M
e

D
urham

D
H

1 5FJ

Essex &
 Suffolk W

ater
PO

 Box 292
D

urham
D

H
1 9TX

Prin
ted

 o
n

en
viro

n
m

en
tally

frien
d

ly p
ap

er

M
arch

 07

Th
is leaflet an

d
 th

o
se listed

 h
ere are

availab
le o

n
 req

u
est an

d
 to

g
eth

er fo
rm

o
u

r co
d

es o
f p

ractice fo
r d

o
m

estic
cu

sto
m

ers.

A
ll o

u
r co

d
es are ap

p
ro

ved
 b

y O
fw

at:

• O
u

r p
ro

m
ise to

 yo
u

 (o
u

r g
u

aran
teed

stan
d

ard
s o

f service)
• G

ettin
g

 an
sw

ers (o
u

r co
d

e o
f 

p
ractice o

n
 co

m
p

lain
ts)

•
C

an
 w

e h
elp

 yo
u

? (a ran
g

e o
f 

services fo
r cu

sto
m

ers w
h

o
 n

eed
 

extra h
elp

)
• G

ettin
g

 w
ater to

 yo
u

r h
o

m
e

• D
ealin

g
 w

ith
 leaks (o

u
r co

d
e o

f 
p

ractice o
n

 leakag
e)

• Yo
u

r w
ater m

eter
• Payin

g
 yo

u
r w

ater b
ill

• M
an

ag
in

g
 d

eb
t (o

u
r co

d
e o

f p
ractice

o
n

 d
eb

t)

To
 o

rd
er an

y co
d

e o
f

p
ractice leaflet in

 B
raille,

larg
e p

rin
t, C

D
 o

r o
n

 au
d

io
tap

e, p
lease call:

N
o

rth
u

m
b

rian
 W

ater
0845 717 1100
Essex &

 Su
ffo

lk W
ater

0845 604 8071



E
S

W
w
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age 2 

C
M

Y
C

M
M

Y
C

Y
C

M
Y

K

Th
e En

viro
n

m
en

t A
g

en
cy is resp

o
n

sib
le

fo
r co

n
tro

l o
f p

o
llu

tio
n

 in
 rivers,

u
n

d
erg

ro
u

n
d

 w
aters an

d
 in

 co
astal

w
aters, flo

o
d

 d
efen

ce, fish
eries an

d
n

avig
atio

n
.  Th

e EA
 also

 m
o

n
ito

rs air
p

o
llu

tio
n

 an
d

 w
aste m

an
ag

em
en

t.

Th
e EA

 is a p
u

b
lic b

o
d

y th
at co

n
tro

ls th
e

am
o

u
n

t o
f w

ater w
e can

 take fro
m

 rivers,
u

n
d

erg
ro

u
n

d
 so

u
rces an

d
 o

th
er in

lan
d

w
aters, it also

 o
versees th

e strateg
y fo

r
m

ain
tain

in
g

 an
d

 d
evelo

p
in

g
 fu

tu
re w

ater
reso

u
rces to

 en
su

re a fair b
alan

ce
b

etw
een

 th
e en

viro
n

m
en

t an
d

 n
eed

s o
f

w
ater cu

sto
m

ers.

Th
e m

ain
 co

n
tact d

etails fo
r th

e EA
 are:

G
en

eral en
q

u
iry lin

e: 0870 850 6506
Em

erg
en

cy h
o

tlin
e: 0800 807 060

(freep
h

o
n

e)
Flo

o
d

lin
e: 0845 988 1188

Em
ail: en

q
u

iries@
en

viro
n

m
en

t-ag
en

cy.g
o

v.u
k

Th
ey w

ill p
u

t yo
u

 in
 to

u
ch

 w
ith

 yo
u

r
lo

cal o
ffice. Fo

r Essex &
 Su

ffo
lk, th

is is
b

ased
 in

 Peterb
o

ro
u

g
h

 an
d

 fo
r

N
o

rth
u

m
b

rian
, th

e o
ffices are in

N
ew

castle an
d

 Leed
s.

Th
e task o

f th
e D

rin
kin

g
 W

ater
In

sp
ecto

rate is to
 en

su
re th

at w
ater

co
m

p
an

ies su
p

p
ly w

ater th
at is safe

to
 d

rin
k an

d
 m

eets th
e stan

d
ard

s
w

h
ich

 h
ave b

een
 estab

lish
ed

 fo
r

d
rin

kin
g

 w
ater q

u
ality. Each

 year,
In

sp
ecto

rs carry o
u

t tech
n

ical au
d

its
o

f each
 w

ater co
m

p
an

y an
d

 issu
e

rep
o

rts o
n

 th
e p

erfo
rm

an
ce o

f th
e

w
ater in

d
u

stry, an
d

 each
 co

m
p

an
y,

ag
ain

st th
ese stan

d
ard

s.  Th
e rep

o
rts

are availab
le o

n
 req

u
est fro

m
 o

u
r

C
u

sto
m

er C
en

tre, b
y callin

g
0845 782 0999.

Th
e g

o
vern

m
en

t h
as set leg

al
stan

d
ard

s fo
r d

rin
kin

g
 w

ater in
 th

e
W

ater Q
u

ality R
eg

u
latio

n
s. M

o
st o

f
th

ese stan
d

ard
s co

m
e d

irectly fro
m

Eu
ro

p
ean

 law
 an

d
 are b

ased
 o

n
 W

o
rld

H
ealth

 O
rg

an
isatio

n
 g

u
id

elin
es. Th

e
U

K
 h

as ad
d

itio
n

al stan
d

ard
s to

safeg
u

ard
 th

e alread
y h

ig
h

 q
u

ality o
f

w
ater in

 En
g

lan
d

 an
d

 W
ales. Th

ese
stan

d
ard

s in
clu

d
e w

id
e safety m

arg
in

s
co

verin
g

 b
acteria, ch

em
icals, su

ch
 as

n
itrates an

d
 p

esticid
es, m

etals an
d

even
 th

e lo
o

k an
d

 taste o
f th

e w
ater.

Fu
rth

er in
fo

rm
atio

n
 can

 b
e o

b
tain

ed
fro

m
:

D
rin

kin
g

 W
ater In

sp
ecto

rate
R

o
o

m
 M

03
55 W

h
iteh

all
Lo

n
d

o
n

SW
1A

 2EY

Tel:  0207 082 8024
Fax: 0207 082 8028
Em

ail: d
w

i.en
q

u
iries@

d
efra.g

si.g
o

v.u
k

En
viro

n
m

en
t

A
g

en
cy

 (EA
)

D
rin

kin
g

 W
ater

In
sp

ecto
rate (D

W
I)

W
ater is a regulated industry. This

m
eans that there are a num

ber of
independent organisations that
oversee the activities of w

ater and
sew

erage com
panies. They have a

direct influence on every area of our
business, from

 the quality of w
ater

w
e supply, to the am

ount w
e charge

our custom
ers.

A
cting as w

atchdogs, they ensure that
w

e do our job w
ell, that w

e care for
our custom

ers, and that w
e m

eet
rigorous standards, both for the quality
of our supply and for the service
w

e provide. In short, they w
ork in

your interests.

A
t N

orthum
brian W

ater and at
Essex &

 Suffolk W
ater w

e aim
 to m

eet,
and w

here possible, exceed the
standards set by the w

atchdogs.

Q
u

ality o
f service

O
fw

at

O
fw

at is the econom
ic regulator of

the w
ater industry. They set the price

lim
its for each com

pany, but also
protect and m

onitor the standards of
service you receive. They also expect
com

panies to im
prove their services

by becom
ing m

ore efficient.

Their address and telephone
num

ber is:

O
fw

at
18th

 Flo
o

r, C
en

tre C
ity To

w
er

7 H
ill Street

B
irm

in
g

h
am

B
5 4U

A

Tel: 0121 625 1300
Fax: 0121 625 1400
Em

ail: en
q

u
iries@

o
fw

at.g
si.g

o
v.u

k
M

inicom
: 0121 625 1422

w
atch

d
o

g
s

W
ater an

d
 sew

erag
e

C
o

n
su

m
er C

o
u

n
cil fo

r W
ater Eastern

area d
eals w

ith
 w

ater related
 cu

sto
m

er
issu

es in
 th

e Essex &
 Su

ffo
lk W

ater
reg

io
n

.

C
o

n
su

m
er C

o
u

n
cil fo

r W
ater Eastern

C
arlyle H

o
u

se
C

arlyle R
o

ad
C

am
b

rid
g

e
C

B
4 3D

N

Tel: 0845 795 9369
Fax: 01223 323 930
Em

ail: eastern
@

ccw
ater.o

rg
.u

k

C
o

n
su

m
er C

o
u

n
cil fo

r W
ater

N
o

rth
u

m
b

ria area d
eals w

ith
 w

ater an
d

sew
erag

e related
 issu

es in
 th

e
N

o
rth

u
m

b
rian

 W
ater reg

io
n

.

C
o

n
su

m
er C

o
u

n
cil fo

r
W

ater N
o

rth
u

m
b

ria
8th

 Flo
o

r, N
o

rth
g

ate H
o

u
se

St A
u

g
u

stin
es W

ay
D

arlin
g

to
n

D
L1 1X

A

Tel: 0845 708 9367
Fax: 01325 369 269
Em

ail: n
o

rth
u

m
b

ria@
ccw

ater.o
rg

.u
k

Th
e C

o
n

su
m

er C
o

u
n

cil fo
r W

ater
is th

e statu
to

ry co
n

su
m

er
b

o
d

y - lo
cal w

atch
d

o
g

s.
Th

ere are ten
 co

m
m

ittees
rep

resen
tin

g
 each

 reg
io

n
 o

f
En

g
lan

d
 an

d
 W

ales. Th
ey co

n
su

lt
w

ith
, an

d
 m

ake rep
resen

tatio
n

s
to

, th
e w

ater an
d

 sew
erag

e
co

m
p

an
ies. Th

ey also
 in

vestig
ate

co
m

p
lain

ts fro
m

 cu
sto

m
ers an

d
ad

vise O
fw

at o
n

 p
articu

lar issu
es

affectin
g

 w
ater cu

sto
m

ers.
M

em
b

ers o
f th

e C
o

n
su

m
er C

o
u

n
cil

fo
r W

ater are d
raw

n
 fro

m
 th

e
lo

cal co
m

m
u

n
ity.

C
o

n
su

m
er

C
o

u
n

cil fo
r W

ater


