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Scheme of Charges (Households)

1April2o19to 31 March 2020

From 1 July 2018, we separated our regulated businesses, which comprised Severn Trent Water and Dee Valley,
so that we now have one in England (Severn Trent) and another in Wales called Hafren Dyfrdwy which
translates as ‘Severn Dee’ —named after the two main rivers in its area.

This charging document deals with charges for those customers in Wales who receive their water and or
sewerage services from Hafren Dyfrdwy.

This Household Scheme of Charges explains how we calculateyour bill and how different charges apply to you.
You canalsousethis document to see how we can help you ifyou are havingdifficulties payingyour bills for
water and sewerage.

This document is spiltinto three:

e Thefirstpart(A) gives a quickand easy guide to how we calculateyour bills.

e The second part(B) provides a detailed legal overview and contains more technical information.
e The third part (C) sets out our charges for 2019-20.

Whether you’re renting, buying or an outright owner, startwith our overview for household customers that
begins on page 4. Then, simply choose whether you want to read about charges for customers who are
unmetered, metered or those whose volume of water usage is assessed.

Customers who have problems paying their bill canfind outmore inour payment problems overview on page
9.

All charges to household customers arerated 0% for VAT. So there is no VAT added to your bill.

Developers

Ifyou arelookingfor information on charges for developers then go to:
https://www.hdcymru.co.uk/developers

Any questions?

Ifyou have a question about any aspect of this document, take a look out our Frequently Asked Questions
section on page 10. Ifyou can’t find the answer you need there, check out our Useful Contacts on page 16.
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This section of the document explains how we calculateyour billsand is foranyonewho lives in a private
home, whether you’re buying, renting or own your home outright. You canreada full definition of household
‘premises’ inthe Glossary section of this document (see section B1.2)

Al.1 How we charge you

There are three ways we charge for the water services we provide:

® Unmetered (alsoreferred to as unmeasured)
® Metered (alsoreferred to as measured)

® Assessedvolume.

Whichever of these applies to you, the charges cover three elements:

Freshwater (water supply)

This covers the costs of supplying water to your property.

Waste Water (Used water)

This covers the cost of removing, treating and/or disposing of the used water from your property.

Surface water drainage

This covers the cost of drainingrainwater from your property. If no rainwater from your property drains to the
public sewer then you will nothave to paythis charge.

Why we cancharge

Although there is no contract between you and Hafren Dyfrdwy, charges are payableunder our “powers to
charge”, detailed inthe Water Industry Act 1991.The Act entitles us to charge for services -inaccordancewith
our Scheme of Charges (this document). Our Scheme of Charges has to comply with the ‘Charges scheme rules’
set by our economic regulator, Ofwat - the Water Services Regulation Authority. For their contactdetails see
page 16.

Customer Information

If you aremoving to a new property (or another property within our area) you canaskus aboutthe basis of
charges for that property. We will providethat charginginformation onrequest, provided we can get any
consent that may be required from the current occupant of the property.



Hafren Dyfrdwy- Household Scheme of Charges 2019-20

A1.2 Unmetered charges for households

If your property was builtbefore April 1989, itis likely thatyou will be payingunmetered charges.These are
alsoknown as unmeasured charges. They arebased on the 1989/90 rateablevalue of the property.

Charging zones forunmetered charges

As there are differences in the average levels of rateable value throughout our area, we vary our charges
accordingtothe area (or zone) you livein.There are four geographical zones in our region. This map provides a
guide to the area covered by each zone. Pleasenote Zone D is not shown on the map below as itis a very small

area in Monmouthshire.

Unmetered households arecharged for:

e  Water supply
e Used water
e Surface water drainage

Pleasenote that we do not usually provide sewerage (used water) services for customers in Zones B and C as
Dwr Cymru (Welsh Water) and United Utilities providesewerage services inthese areas.

The charges for each of these services is calculated by multiplying the rateablevalue of your property by the
rates for the services that you receive. The rates for each serviceareset out intable 1 inthis document. In
addition, for Zones B & C, there is a standing charge.

Ifyou canshowthat your property does not have any surfacewater drainingto the public sewer, you will not
have to paysurfacewater drainagecharges. If you pay someone else for partof your surfacewater drainage
(for example Canal and River Trust), you may be entitled to claima reduction from us. Get intouch with us to
find out more —or get an application form—usingthe contactdetails on page 16.
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Al1.3 How to get a meter (the free meter option)

Applying for a meter

Ifyou area household customer, you can choose to have a water meter installed so thatyou only payfor the
amount of water you actually use. The way in which metered water and sewerage charges are calculatedis
describedinSection Al.4: Metered charges for households below.

You canapply for a meter onlineat https://hdcymru.co.uk/my-account/my-water-meter/apply-for-a-water-
meter/ or alternatively, phone or write to us. Useful contactnumbers and addresses areon page 16.

Fitting the meter

Our preferred placeto fitthe meter is outsideyour property. We'll do this free of charge. Where this is not
possiblewe’ll seeif we canfititinsideyour property. We'll need to assess iffittingitinsideis practicableand
economical.lfwe canfit a meter for you, we aimto install itwithin three months of receivingyour application.

When metered charges begin

You startpaying metered charges from either the date of installation or three months from your request for
the meter, whichever is earlier. If we fail tofit a meter within three months of your meter request, we will use
the firstmeter readingfollowing meter installation to estimate consumption duringthe period from three
months after we received the request to the date that the meter was actuallyinstalled. Charges will be
backdated to three months after we received your application. This makes surethat you still receive the full
benefits of metering.

Changing your mind

Ifyou decide that metering is not for you, there is plenty of time to change your mind. You have a maximum of
24 months after the meter was installed or 30 days after issue of the fourth, six-monthly bill (whicheveris
later), to request a return to unmetered charging.This canonly be done ifthe rateablevalue of your home is
still valid and notaffected by any extension or other substantial work carried outon your home inthe
meantime.

When a metercan’t be fitted

Where metering is not reasonably practicableorinvolves unreasonable expense, we won’t fit a meter. Ifyou
disagreewith us, you can refer the matter to our regulator, Ofwat (their contactdetails areon page 15).

Where we are unableto fit a meter - and you currently pay unmetered charges - you can chooseto stayon
unmetered charges oryou canchoose to payassessed volumecharges. When you opt for assessed volume
charges, the start date for the new way of chargingwill bethe date of your original application for a meter.
The way inwhich assessed charges arecalculatedis describedin Section A1.5: Household charges assessed by
volume.

Who can apply for a meter?
Anyone can apply for a meter, butyou’ll probably be interested only if you currently pay unmetered charges.

You may alsowantto consider switchingtoa meter ifyou currently pay assessed volume charges becauseyour
property has been substantially altered, which means that we no longer baseyour billsonthe 1989/90
rateablevalueof your property.
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If you payassessed volumecharges becauseyou or a previous occupier applied for a meter but itwasn’t
practical or economical toinstallone,it may appear that there is littlepointinapplying fora meter. However,
as meter technology is constantlyimproving, depending upon how longago the failed meter fittook place, it
may now be possibleto fit a meter. Itcosts nothing to find out. Alternatively, you can make any necessary
alterations to the pipework yourselfsothata meter cannow be fitted.

A1l.4. Metered charges for households

If you have a water meter inyour home, your water billsarebased on metered charges.These are also known
as measured charges.The charges are based on the volume of water supplied to your property. The charges
have three parts:

e  Water supply charge
This is based on the volume of water your household uses andis measured by a meter. Ifanactual meter
readingisn’tavailable, we canuse an estimated meter reading. The estimate is based onyour average
daily consumption, which we calculatebylookingatprevious actual meter readings.

To work out the charge, we multiply the volume of water (actual or estimated) by the appropriaterate.
The rate we useis set out in table 2.

e  Used water charge
As with the water supply charge, this is based on the volume of water (usingan actual or estimated meter
reading) that your household uses. Please note that we do not usually provide sewerage (used water)
services for customers in Zones B and C as Dwr Cymru (Welsh Water) and United Utilities provide sewerage
services in these areas.

For most customers, we assumethat the volume of ‘water in’ is the same as the volume of ‘water out’, i.e.
returned to sewer.

To work out the charge, we multiply the volume of water (actual or estimated) by the appropriaterate.
For household customers, the rates we use are set out in table 3.

The unit chargereflects ‘normal losses’. This covers water that doesn’t actually reach thesewer because
of things like evaporation from cooking, clothes washing, bathing, hot water equipment and garden
watering.

Ifyou believe that you have more than ‘normal losses’,and can prove this by measurement, you canclaim
areduction inthe volume of used water. To find out more, call us on 0330678 0679 (lines areopen Mon -
Fri,8am-10pm and Sat 8.00am- 1.30pm).

e Standing charge
As well as water supplyand used water charges, where applicable, we alsoapplya standingchargethatis
based on the size of your meter. This covers the cost of reading, billingand maintaining the meter and —
eventually - replacingit. Current standingcharges areset out in table 2 and table 4.

e  Surface water drainage charge
Pleasenote that we do not usually providesurfacewater drainageservices for customers in Zones B and C
as Dwr Cymru (Welsh Water) and United Utilities providesewerage services in these areas.
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For a small number of household properties in Zones A and D, our chargeis based on the 1989/90
rateablevalueof the property. Where this is the case, the charge is calculated by multiplying the rateable
valueof your property by the rate for “surfacewater only”. Our current rates areset outin table 5(a).

New properties - or properties that don’t have a valid 1989/90 rateablevalue - pay for surface water
drainageby property type (detached, semi-detached or other). The rates for the different types of
property areset out in table 5(b).

Ifyou arecurrently payingfor surfacewater drainageby rateablevalue, you canchooseto pay by
property type instead if you want to. The change would begin on the date you apply. Contact us to find
out more by visiting https://www.hdcymru.co.uk/help-and-contact/contact-us/ or callingus usingthe
details on page 16.

Property-type charges aresimpleand broadlyreflect the area of different types of household. We do not
measure each individual household property or look at how much of your property drains into the sewer.
Inour view, attempting to measure drainageinorderto applya partial reduction could notbe achieved
without creatinga significantadditional administrative costburden for customers as a whole. But ifyou
canshow that your property does not have any surfacewater drainingto the public sewer, you will not
have to paysurfacewater drainagecharges.

We encourage household customers to limitthe surface water running off their property into the sewer.
You canfind a range of water butts and other rain harvesting products atdiscounted prices on our
website. These can help you save money on your bill, becauseyou will notneed to usetap water for your
garden. If you pay someone elsefor partof your surfacewater drainage (for example Canal and River
Trust), you may be entitled to claima reduction from us. Get in touch with us to find out more — or get an
applicationform—usingthe contact details on page 16.

A1.5. Household charges assessed by volume

Assessed volume charges are used when:

e Thereisnolongeran appropriaterateablevalueforthe property (for example where two properties have
been merged into one or a house splitintoflats.). There is a more detailed definition of what we mean by
‘substantially altered’ in the Glossary section of this document.

e  You ora previous occupier has asked for a meter but we could notinstall it(too difficultortoo costly)and
either you or the previous occupier choseto payassessed volumecharges instead of unmetered charges.

e After several visitsand written requests, if we haven’t been ableto get into the property to install, read
and/or maintain our meter, we may applyanassessed chargeas a temporary measure.

Assessed volume charges are based on:

e Water supplycharges
e Used water charges

e Surface water drainagecharges

Watersupply charges and used water charges

Charges are based either on property type (detached, semi-detached or other), or alternatively, they’'re based
on anassessmentof the water used by a singleoccupier.The rates we useare set out intable 7.
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Surface waterdrainage charges

These charges are based on property type (detached, semi-detached or other). The rates we use areset outin
table 5(b).

Ifyou canshowthat your property does not have any surfacewater drainingto the public sewer, you will not
have to paysurfacewater drainagecharges. If you pay someone else for partof your surfacewater drainage
(for example Canal and River Trust), you may be entitled to claima reduction from us. Get intouch with us to
find out more —or get an applicationform—usingthe contactdetails on page 16.

A1.6. Tariffs for households who have problems paying

There are three ways in which we can help households facingdifficulties. They are:

e WaterSure
e WaterSure Plus

e The Here2Help scheme

Ifyou contactus, we'll work with you to make sure that you are on the most appropriatetariffto meet your
needs.

WaterSure/WaterSure Plus

WaterSure/WaterSure Plus means that if you use a lot of water - and you meet the scheme’s requirements —
the maximum you can pay is the average household bill in the Hafren Dyfrdwy region.

Ifyou receive any of the following benefits you may be ableto take partin the WaterSure/WaterSure Plus
scheme:

e Housingbenefit

e |ncome support

e Workingtax credit

e Income-based job-seeker’s allowance

e Childtaxcredit(except families inreceiptofthe family element only)

e Pensioncredit

e Income-related employment andsupportallowance

e Universal Credit

e Disability Living Allowance/Personal Independence Payment (for WaterSure Plus).

To qualify, you need:
e A water meter, or, to be currently paying Assessed volume charges as a consequence of us decidingthatit
is too difficultor too costly for us to install a meter

e Three or more children under 19 years old OR a medical condition thatmeans you need to use a lot of
water.

You can’tqualify for WaterSure/WaterSure Plus ifyou have:

e Agardensprinkler

e An automatic garden-watering device (with the exception of trickleflow devices)

e A swimmingpool largerthan 10,000 litres capacity (unless you can prove that no water we supplyis used
to automaticallyfillitor top it up)
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You canfind out more and apply for WaterSure/WaterSure Plus onlineathttps://www.hdcymru.co.uk/my-
account/help-with-account/i-have-a-low-in come-but-my-water-usage-is-high/ or by phoning or writingto us.
Use the ‘general enquiries’ details in Section A4.

The Here2Help scheme

Our Here2Help Scheme is for household customers on low incomes who struggle to pay their water or
sewerage bills.Itis also sometimes referred to as a ‘social tariff’.

Onceyou apply,anassessmentof your household’s income will becarried out. This takes intoaccount
everyone inthe household.

Ifyour applicationis successful,anamount you should be paying will berecommended. There are several
bands of charges, also known as tariffs. These are set out in table 9.

Other key points about the Here2Help Scheme include:

e The Here2Help Scheme applies for 12 months from the date you apply.

e You need to reapplyeach year, but there’s no limitto how longyou can be part of the Here2Help Scheme
as longas you continue to qualify.

e You need to tell usifyour financial circumstances changeatanytime whileyou’re partof the Here2Help
Scheme.

e |fyour finances improve, you could be put back onto our standard charges.

o  WEe'll still read your meter (if you have one) while you’re partof the Here2Help Scheme.

If your applicationis unsuccessful, you can’t apply again for six months.

You can’tqualify for the Here2Help Scheme ifyou:

e haveagarden sprinkler or an automatic garden-watering device (with the exception of trickle flow
devices)

e haveaswimming pool larger than 10,000 litres capacity (unless you can provethat no water we supplyis
used to automaticallyfillitor top it up)

e have another home, and/or

e the property is used mainly for another purpose, not justa home.
You can find more information or help on how to applyonlineat: Here2Help: https://www.hdcymru.co.uk/my-

account/help-with-account/am-i-eligible-to-get-money-off-my-bill/ or by phoning or writingto us; see the
‘general enquiries’ details in Section A4.

10
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Why is my property metered? Do I have the right to be charged unmetered charges?

Insome circumstances,it’s notpossibleforyouto be charged on an unmetered basis. As rateablevalues were
lastcalculatedin 1989/90, any substantial alterationsto your property after this date mean thatit’s no longer
appropriateto basecharges on a rateable valuethatis no longer valid.Inthese circumstances, if the property
is not metered, we’'ll applyassessed volumecharges. Where the property was builtafter April 1990, itwill not
have a rateable valueand will haveinitially been charged on a metered basis.

Usingrateablevalues as a basis of chargingisbecomingoutdated as rateablevalues arewell over 20 years old.
Charging by metered consumptionis fair becauseyou payfor what you actually use,and can promote the
efficient use of water, which helps to protect our environment. For these reasons, there are restrictions placed

on the ability to revert to unmetered charges.

For household customers, it's not possibleto go back to unmetered charges where a previous occupier has
applied for a meter. Where you applied for the meter, you can go backto unmetered charges onlyifyou made
the application before1 April 1996 (our terms and conditions for meter applications beforethen allowed
changingbackto unmetered charges at anytime). You canalsogobackto being unmetered ifyou askus no
later than 24 months after the meter was installed or 30 days after your fourth six-monthly bill was sentout to
you (whichever is the later).

Your property must be metered if:

e the property isinanarea covered by our selective metering programme and there has been a change of
occupier

e there isaswimming pool or pond over 10,000 litres, or where an automatic garden watering device (i.e. a
hosepipe not held inthe hand) is used

e itisanew property

e or where we need to separate ajointwater supply pipe.

Where installinga meter inany of these circumstances would notbe reasonably practicable or would involve
unreasonableexpense, assessed volume charges will be applied.

I'vemoved house. Willit be metered?

Ifyou move into a property that is already metered, we will chargeyou on a metered basis.Ifthe previous
occupier of your new property was charged on an unmetered basis oronanassessedvolumebasis, we will
normally continueto charge you on this basis. The exception to this is where your property is locatedinan
area covered by our selective metering programme, in which casewe will requirethe supplyto be metered. If
your new property is not metered, you canapplyto have a meter installed and pay on a metered basis ifthisis

possible.

Twould like to have a meterinstalled. What should I do?

Go to https://hdcymru.co.uk/my-account/my-water-meter/apply-for-a-water-meter/ and answer a few
questions to see whether you could save money. Or,if you prefer, you can check usingthe Consumer Council
for Water’s meter calculator atwww.ccwater.org.uk. If you decide that a meter-based chargeis rightfor you,
calluson 03306780679 and we will makea convenient appointment to fit a meter atyour property.
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What happensifI alter my property?

Ifyou substantially alter a household property that we chargeon the basis of rateablevalue, this will make the
rateablevalueinvalid.There is a more detailed explanation of what we mean by ‘substantially altered’ inthe
Glossary to this document - see section B1.2. We will chargeyou anassessed volumecharge, accordingto the
type of property (detached, semi-detached or other). If there is a singleoccupier, different assessed volume
charges apply.Alternatively, you can have a meter installed and pay on a metered basis. Wherewe need to
install separateservice pipes,a meter will need to be installed.

Will I be charged ifthereisa leak?

In general, we own the part of the supply pipethat we have laid. This is the partof the supply pipeup to our
stop tap. After the stop tap, the pipe belongs to you and is called a privatesupply pipe. Usually, the stop tapis
at the boundary of your premises. Ifitis onyour premises, our partof the pipeends at the stop tap.

A meter is normallylocated onthe private supply pipe.So, ifthe leakageis recorded on the meter, itis likely
that the leak is onyour privatesupply pipe.

Ifthere is aleakon a privatesupply you will haveto pay for the water that has leaked unless you qualifyfora
leakageallowance.Aleakage allowancewill begiven, and your bill adjusted, provided you have the leak
repaired within 28 days and provided the leak was not caused by your negligence or by the act of a third party.

Ifthe leakis onour supply pipe, we will not chargeyou for the water that leaked.

We only give one leakage allowance per customer per property. Where a customer can demonstrate to us that
water lostthrough leakage has not gone to the sewer, we will also consider a non-returnto sewer allowance.

You can find out more from our address shown in the useful contacts section (A4) or in our Codes of Practice,
availableat https://www.hdcymru.co.uk

My property isnot connectedforsurface water drainage.
e Amlentitledto pay lowercharges?
e CanlI havetheselowercharges backdated to previous years?

If your property has noconnection at all to the public sewer for rainwater, you will only pay for used water.
For unmetered customers we will reduce your sewerage charge as set outin section C2. For metered

customers we will cancel therateablevalue or property type based surfacewater drainagecharge. We will
normally backdatethis to 1 April 2014.However, for properties occupied for the firsttime on or after 1 April

2014 we will backdatethis to the date that you occupied the property.

Pleasenote that we usually do not providesurfacewater drainageservices for customers in Zones B and C as
Dwr Cymru (Welsh Water) and United Utilities provide sewerage services inthese areas.

Why have I received a bill for more than one year’s charges?

Whilewe striveto ensure that all billsfor charges arecorrect,inthe caseof error we reserve the rightto make
retrospective adjustments. We will consider theseon a case-by-casebasis so thatwe cantake into accountthe
specific circumstances. Inthecaseof surfacewater drainage,ifincorrectbillshavebeen submitted the
adjustment will belimitedto 1 April 2014.

12
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I'have beenovercharged. CanI have arefund?

If we have incorrectly overcharged you, we will make an adjustment to your bill to cover any overcharging.In
the caseof surfacewater drainage (where you have been charged accordingto the wrong property type) this
will belimited to 1 April of the chargingyearin whichthe mistakeis identified. Where this results in your

accountbeingincredit, we will giveyou a refund.

If my property isempty, will haveto pay any charges?

Normal water and sewerage charges will continueto apply, until you tell us that you do not need a water
supply for the property and that we candisconnectthe supply.There will beno charge for water supply or for
used water after the date that we receive this notification.

No charges will be made for homes that are furnished but unoccupied (whether they’re metered or
unmetered) if we are satisfied thatthe non-occupationis due to exceptional circumstances such as death or

long-term hospitalisation of the customer.

How can I pay my bill?

We normally send unmetered billsin February/March each year with two payments due on 1 Apriland 1
October. You canchoose to pay instead by eight monthly amounts, startingnormally on 1 April or another date
if we agree to this.

We normally send metered billsto households every six months. These bills areinarrears(coveringthe
previous six month period) and these billsaredue on demand. However, budget arrangements can be made
with us.

Details of how you can paycan be found insection B6 of this document.

What if I'm struggling to pay my bill?

If you’re havingdifficulty making payments, you should contactus immediately. We may be able to arrangefor
more frequent payments (e.g. fortnightly or weekly) or longer payment plans.

We alsohavesupportavailableto customers insome circumstances. Our WaterSure, WaterSure Plus and Here
2Help schemes are explainedinsection Al.6 above.

We accept payments for charges via the Water Direct Scheme operated by the Department of Workand
Pensions.Ifyou areinarrears and onIncome Support, Job-Seekers Allowance, Pension Credit or Employment
and Support Allowance, you may qualify to have your charges paid directly from your benefit. Ifyou are
interested inusingthe Water Direct Scheme you should contactus on 0345 604 3772 and we’'ll contact the
Department of Work and Pensions on your behalf. We canalso make applicationson your behalf.

Where can I find out about other Hafren Dyfrdwy Water charges?

Charges for some other services such as connecting properties to our network can be found under Developer
Services at https://www.hdcymru.co.uk/developers. If you can’t find the serviceyou arelookingfor in either
of these documents then please contact us.

13
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We striveto provide excellent customer serviceand we’re committed to getting things right — firsttime, every
time. If this doesn’t happen, we’d reallyliketo receive your feedback sowe can work with you to put things
right, andsaysorryifwe got itwrong.

Our customer careteams candeal with most questions and comments, and will work with you to help put
things right or get the answers you need.

Ifyou’d liketo talkto us about anythingto do with your bill,justcall 0330678 0679 (local ratecall) between
8am and 9pm Monday to Friday,and 8.30am to 5.30pm on Saturday.

For any questions about your water supply or sewerage service, our team is here to help 24 hours a day, 7
days a week on 08000858 033.

If our team can’t put things rightstraightaway, you cantalkto one of our Duty Managers — justaskand your
call willbe passedto them, orthey cancall youifyou prefer.

For customers who have a Textphone, we're availableall day, every day on 0800328 1155.

You canalsogetintouch with us through our website at www.hdcymru.co.uk. You’ll be ableto get up to date
information from your smartphone or tablet computer. From the website you canfind out all aboutus,
manage your accountonlineand alsoseeifanythingis happeninginyour area that may affect your water or
sewerage services.

Step 1: Whatdo I do if I'm stillnot happy?

You can contactus through our website www.hdcymru.co.uk/help-and-contact/contact-us/

or ifyou prefer, write to us at the followingaddress:

Hafren Dyfrdwy
PO Box 507
DARLINGTON
DL1 9XF

Pleaseincludeyour phone number sowe canget backto you as quicklyas possible. If you write us a letter,
we’'ll reply within 10 working days. If we don’t, you could be entitled to payment under our Guaranteed
Standards Scheme. More information can be found in our Codes of Practice—availableon our website at
https://www.hdcymru.co.uk or by usingthe contact details in Section A4.

Step 2: Can I have my case reviewed?

If we still haven’tbeen ableto resolve your problem, we’ll be happy to review your case. Just let us know and
our teams will takeanother lookat it.

Once you contact us, our team will carry outa full review and get backto you within 10 working days.

Ifyou feel it would be better to deal with the issuefaceto face then we’re happy to visityou anywhere within
the Hafren Dyfrdwy region, or you can make an appointment to visitus.
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Step 3: The Consumer Council for Water

If we've reviewed your casebut you still think we could have done more, you can contactthe Consumer
Council for Water www.ccwater.org.uk by writingto them at:

Consumer Council for Water
1stFloor, Victoria SquareHouse
Victoria Square

Birmingham

B2 4AJ

or by calling:0300034 3333

The Consumer Council for Water will advise customers aboutthe disputeresolution powers that Ofwat may
have regardingtheir complaintand anyfurther steps that they cantake should they feel that they need to take
the matter further. You can contact Ofwat www.ofwat.gov.uk by writingto the followingaddress:

Ofwat

Centre City Tower
7 Hill Street
Birmingham

B5 4UA

or by calling:0121 644 7500

You can find out more information about who to contactif you areunhappy with our service,and the options
availableto you, inour Codes of Practice —availableat www.hdcymru.co.uk or by contactingus usingthe
details above.

Water Industry Redress Scheme (WATRS)

If your complaintremains unresolved after ithas gone through all the stages of our complaints procedureand
has been reviewed by CCWater, you may be eligibleto take your concerns to WATRS, the Water Industry
Redress Scheme, which can providean independent bindingdecision. Details on how and when to applycan
be found at watrs.orgor contact:

Telephone: 02075203801
Email: info@watrs.org
Address: WATRS International

Dispute Resolution Centre
70 Fleet Street

London

EC4Y 1EU
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General enquiries (including copies of any leaflets)

Web-site www.hdcymru.co.uk
Tel No: 03306780679
Address: Hafren Dyfrdwy
PO Box 507
DARLINGTON
DL1 9XF
Officehours: Monday - Friday 08.00 - 20.00

Saturday 08.00 - 13.00

Customer support options

Supportoptions including the WaterSure, WaterSure Plus and the Here2Help schemes

Online at: www.hdcymru.co.uk

By emailing our team: customercare@hdcymru.co.uk

By phone: 0330678 0679
Out of hours 0800 085 8033 (24 hours)
Textphone: 0800328 1155 (24 hours)

By post: Write to our Customer Support Team at:
Hafren Dyfrdwy
PO Box 507

DARLINGTON
DL1 9XF

Meter option applications and Information
Web-site https://hdcymru.co.uk/my-account/my-water-meter/apply-for-a-water-meter/

Tel No: 03306780679

Queries on water quality, pressure, supply, sewerage or leaks

Tel No: 08000858033
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Dwr Cymru Welsh Water

Web site
Address

Tel No:

United Utilities plc

Web site
Address

Tel No:

Severn Trent Water plic
Web-site

Email
Address:

Tel No:

Hafren Dyfrdwy- Household Scheme of Charges 2019-20

www.dwrcymru.com

Customer Services

Dwr Cymru Welsh Water

PO Box 690

Cardiff

CF3 5WL

Billingenquiries: 0800152 145
Operational issues: 0800 085 3968

www.unitedutilities.com

United Utilities Plc

PO Box 450

Warrington

WAS5 1WA

Billingenquiries: 0800912 7237
Operational issues: 03456723725

stwater.co.uk
customercare@severntrent.co.uk
Severn Trent Water Limited
Customer Care

PO Box 5310

Coventry

CV3 9FJ

General enquiries: 03457 500500 (charged at local rates)
Operational issues:0800 783 4444 (24 hour free phone)
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B1.1 Introduction

This “Scheme of Charges” contains the charges of Hafren Dyfrdwy made under the provisions of the Water
Industry Act 1991 for the period 1 April 2019 until 31 March 2020. The Scheme of Charges is our legal
description of the methodologies and bases usedin calculating our charges.

B1.2 Glossary

(i)

(ii)

(iii)

Unless covered by (iii) immediately below, words used in this Scheme have the same meaning as under
the Interpretation Act 1978 as applied to the interpretation of an Act of Parliament.

Clauseandsub-clauseheadings arefor convenience only and shall notaffect the interpretation of this
Scheme.

Inthis Scheme, unless the context requires a different interpretation:

“cesspool”includes a settlement tank or other tank or closet for the reception or disposal of foul matter
other than trade effluent;

“common area”means any area (including a roof) where several occupiers of a number of premises,
(includingtheir employees, licensees or visitors), have because of their occupation, lawful rights of access
to or over that area but excluding:

(a) anyarea of public highway or public openspace
and

anyarea rated as a separate rateable value premises for the purposes of the 1967 Act or the Local
Government FinanceAct 1988 and a common area is next to a premises where we are satisfied thatsuch
rights of access areenjoyed;

“Common Billing Agreement” means an agreement between us and any other person under which that
person has agreed to pay charges for water supply or sewerage services (or both) inrespect of two or
more household premises which have a common supply pipe and, inanycasewhere that agreement
relates to one of those services only,arealsosubjectto a similar agreement for common billing between
that person andthe undertaker providingthe other service;

“household premises” means any building or partof a buildingwhichis occupied as a separate private
dwelling-house (or which, if unoccupied, is capable of being occupied as a separate privatedwelling-
house), and includes a caravan or a boator similar structuredesigned or adapted for use as a place of
permanent habitation;

“meter” means our meter;

“‘normalworking days”areMondayto Friday and exclude Bank Holidays;
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“normalworking hours”are9:00amto 5:00pm on normal working days;

“occupier”includes, atany time when a premises is unoccupied:

(a) any person to whom we provide services inrelation to such premises;

(b) any person entitled to exclusive occupation of the premises or to prevent third parties from
interfering with, occupyingor entering the premises;

(c) any person who has sufficientcontrol over the premises to owe a duty of caretowards those who
come lawfully onto the premises;

(d) any person who maintains premises furnished or otherwise ready for occupation, including where
appropriatethe owner of such premises;

“Ofwat” means the Water Services Regulation Authority;

“ourwaterarea”means the water services area of Hafren Dyfrdwy as defined in our Instrument of

Appointment as a water undertaker for the purposes of the Act;

“oursewerage area” means the sewerage services area of Hafren Dyfrdwy as defined in our Instrument

of Appointment as a sewerage undertaker for the purposes of the Act;

» @

“owner”, “valuation officer”and “water hereditament”shall have the meanings given to them by the
1967 Act as they applied before that Act was repealed;

“premises”for the purposes of water supply and sewerage charges includes a building, buildings, partofa
buildingand/or land occupied by one or more occupiers to which water is supplied, whether directly or
indirectly, through a singleservice pipethatis owned by us, and where the context permits, includes

rateable value premises;
“public sewer” means a sewer thatis owned by us;

“public foul water sewer” means any foul water or combined sewer (or surface water sewer
communicatingdirectly with such a foul water or combined sewer) that is owned by us, includingany
pumping station we consider to be partof that sewer;

“public surfacewater sewer” means any surface water sewer thatis owned by us, includingany
pumping station we consider to be partof that sewer, which at no point discharges into a public foul
water sewer;

“rainwater harvesting system” means a system where surfacewater is collected and recycled so as to
reduce the volume of water supplied by us and used at the premises;

“rateable value” means, inrelationto a rateable value premises, the rateable value of that rateable
value premises as at 31 March 1990 as assessed under the 1967 Act;

“rateablevalue premises” means a hereditament (a premises or unit of property shown as a separate
item in a valuation list made under the 1967 Act);

“selective metering programme ”refers to our pilotexerciserequiringthat all unmetered premises that
arelocatedinthe trial area will, following a change of occupier, require a meter to be installed by us for

the purposes of calculating charges;
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“sewage treatment works” means any works or facility for sewage treatment or disposalthatis owned
by us;

“single person household” means inrelation to premises which are household premises those which
are occupied by a singleperson;

“substantially altered” means substantially physically altered, subjected to a material change of use,
splitinto different and separate units or merged with another premises, in circumstances where the
rateable value or values of the premises in questionrelatingto the situation priortosuch event arein our
opinionnolonger appropriate;

“supply pipe” means any partof a service pipewhich we could not be, or have been, required to lay
under section 46 of the Act;

“the Act” means the Water Industry Act 1991;

“the 1967 Act”means the General Rate Act 1967;

“the Licence” means the Instrument of Appointment by the Secretary of State for the Environment of
Hafren Dyfrdwy as a Water and Sewerage Undertaker under the Water Act 1989;

“the 1999 Regulations” means the Water Industry (Charges) (Vulnerable Groups) Regulations 1999 as
amended or substituted from time to time;

“used water” does notincludetrade effluent discharged under the terms of a trade effluent consent or
agreement and “used water meter” means a meter installed under section B3.1 (viii) below;

“valuation list” means the listin which the rateable value or valuerepresenting the rateable value was
entered under the provisions of the 1967 Act;

“vulnerable household” means premises which fall within the terms of Regulation 2 of the 1999
Regulations;

we”, “us”or “our’refers to Hafren Dyfrdwy;

“year” means the period of 12 months beginning 1 April in one calendar year upto andincluding31
Marchinthe followingcalendar year;

and words and expressions used in this Scheme shall havethe same meaning asinanyrelevant provision
of the Act.
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B1.3 Period when this Scheme applies
This Scheme will apply for the period 1 April 2019 until 31 March 2020.

B1.4 General principles

Under section 142 of the Water Industry Act 1991, we have the power to fix,demand and recover charges
from any persons to whom we provide services,inaccordance with our Charges Scheme. We have made this
Scheme under section 143 of the Act and itcomplies with the chargingrules setby Ofwat. This Scheme fixes
the charges for the services or facilities provided by us and in connection with the following:

e the supplyof water (apartfrom the supply of water inbulk); and
e the provision of sewerage and sewage disposal services (includingthereception treatment and disposal of
the contents of cesspools).

This Scheme applies to all household premises and soif you are a household customer your obligation to pay
our charges does not ariseunder contractbut under the statutory provisionsreferred to above.

We applycharges inthis Scheme in accordancewith the Act and the Licence and anytaxes imposed by lawon
these charges shall berecoverableinaddition to the charges.

Where a household premises is occupied by more than one person other than the owner and not by the
owner, then inaccordancewith section 144C of the Act they will berequired to provide us with details
regardingthe occupiers.

(i) Ifthe ownerfails to provideus with the details then they become jointlyand severallyliable for the water
and sewerage charges inrespect of the household premises.

(ii) Legislation has comeinto force and now landlords arerequired to use the water industry’s tenant address
portal at www.landlordtap.com to register details of new tenancies and those liablefor the water and
sewerage charges at their properties. If the landlord fails to register the required details then they are
liablefor payment of charges.

(iii) Where premises are occupied by more than one occupier, all occupiers of the premises shall each be
jointlyandseverallyliablefor the applicablecharges and we may collectall charges fromany one of the
occupiersinsuch proportions as we deem fit.

(iv) Where inthis Scheme:

(a) anychargeisa percentage; or
(b) apercentage reduction of another charge, the resultingchargewill berounded up or down to the
nearest two decimal places.

(v) For unmetered customers,liabilityaccrues ona dailybasis by virtueof occupation of the premises. We
may demand payment on accountof this liabilityas setoutinsection B6.1 below based on anassumption
that the occupier will remainin occupation forthe remainder of the year. However, ifitis necessaryto
calculatethe extent of any debt outstandingon any particular day when:

(a) the customer vacates the premises; or

(b) the customer enters into any formal insolvency procedure[to includebut not limited to liquidation
(whether compulsory or voluntary),administration, receivership, administrative receivership, any
agreement for the benefit of or composition withiits creditors generally (including enteringinto a
company orindividual voluntary arrangement), bankruptcy, debt relief order or takes or suffers any
similar,analogous or equivalent procedure],
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We will apportion any charges for the current chargingyear on a daily basis up to the date the property
was vacated or the date immediately before the relevantinsolvency procedure became effective (the
insolvency date). Where this gives riseto a creditbalance, this will either be applied to any other account
that the customer holds with us or will be paidto the customer as appropriate. Any apportioned charges
after the change of occupation or the insolvency datewill be payable by the occupier of the premises on
the next day of occupation or the day after the insolvency dateand will not fall to be payable by the
previous occupier or will notfall within the relevantinsolvency procedureas the case may be.

We may refer your account to a debt collection agency, working on our behalf, to determine your
circumstances and/ or to collectthe outstanding charges. Before doing so, we will writeto you givingyou
the choiceto paythe debt infull soas to avoid a referral and notifying you that a compensatory charge of
up to £39.00 will beadded to your accountifa referralis made. We will waivethis compensatory charge if
we aresatisfied thatthere is or has been genuine hardship

(vii) Surface water drainage charges form partof sewerage charges and remain payableunless the customer

candemonstrate to our satisfaction thatthere is nodirect orindirectsurfacewater drainageto a public
sewer from the premises or from any common area next to that premises. Where the customer can
demonstrate this to our satisfaction, thesurfacewater drainagechargewill ceaseto be payable from:

(a) Inthe cases of premises occupied for the firsttime priorto 1 April 2014, 1 April 2014;surface water
drainagecharges for the period prior to this date will bedeemed to be correct and will remain
payableirrespective of the factthat this service may not have been provided.

(b) Inthe caseof premises occupied for the firsttime on or after 1 April 2014, the date that the customer
makingthe application occupied the premises.

(viii) No charges will beleviedinrespect of furnished but unoccupied premises (whether metered or

(ix)

unmetered) where it canbe shown to our satisfaction thatthe period of non-occupationis dueto
exceptional circumstances such as death or long-term hospitalisation of the customer.

Inaccordancewith section 147 of the Act, we will makeno charge for water taken for the purpose of
extinguishingfires.Inaddition, we will notchargefor:

(a) water taken by a fireauthority for any other emergency purposes;
(b) water taken for testing fire extinguishing equipment or training persons for fire-fighting;
(c) the availability of water for any of the purposes mentioned inthis section.

B2.1 Unmetered charges for water and sewerage

(i)

Where we supply water and/or providesewerage services and a meter has not been used for charging

purposes, we will normally calculatethe annual charges as follows:

(a) For water supply, by multiplying the rateable value of a rateable value premises by the rate per
pound of rateablevalue for the appropriatechargezone, subjectto a fixed or minimum charge (see
table 1).

(b) For sewerage services, by multiplying the rateable value of the rateable value premises by the
relevant rateinthe pound for the appropriate charging zone for the service (or services) that the
property receives or benefits from (see table 1).
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Where we are satisfied thatthe occupier of any rateable value premises does not receive, take or have
access toa supply of water, we will notcharge water supply and used water charges. We may require
that the water supplyis disconnected before this is the case. The surfacewater only charge may continue
to apply.

The unmetered charges aredifferent for different parts of our water area and our sewerage area. This is
because of our policy to equalisethe amount of our unmetered charges on a per capita basisbetween
our four chargingzones. The charges for each zone arein table 1, and the area of each zone is shown on
page 5.

B2.2 Unmetered charges —miscellaneous matters

(i)

(ii)

(iii)

Where a property drains directly to one of our sewage treatment or disposal works, via a privatedrainor
sewer or a combination of the two, the charge for sewerage services will be 72% of the used and surface
water or used water only charge.

Charges may be based on our assessment of the volume of water supplied to, and used water discharged
from, the property which would give the same charge as if the property was charged for water supply
and used water on the basis of its rateable value.

Except where itis covered elsewhere in this Scheme, we will reduceor refund any chargeor partof a
charge made under this Scheme or any earlier Scheme where we are satisfied that:

(a) the rateable value shownin the valuation list is certified by the valuation officer as havingbeen
excessive;

(b) the rateable value usedto calculatethe charge was not the same as thatin the valuation list; or

(c) the relevant servicewas not provided to the rateable value premises in question.

B2.3 Free meter option

(i)

The occupier of any property receivingan unmetered supplycan,ifafter obtainingany necessary
consents of third parties, ask us for a meter to be installed free of charge. This meter will beinstalledina
location and manner approved by us, and for charges to be calculated on the basis of the volume of
water suppliedinstead of rateable value. This will besubjectto standingcharges which areexplained
below.

We will acceptrequests for a meter made on our website, https://hdcymru.co.uk/my-account/my-
water-meter/apply-for-a-water-meter, by a telephone call, or alternatively applicationscan bemade in
writingto the address shownin useful contactnumbers and addresses section on page 16.

Meterlocation

(i)

(i)

Where itis not possibletoinstalla meterinour preferred location we will consider installing the meter
in an alternative location ifthisis practicableand does not involveunreasonableexpense. The occupier
may choose analternativelocation and we will install the meter there ifitis practicableto do so and the
occupier pays any additional expenses incurred.

The meter will remain our property. Once the meter has been installed if the occupier wishes to have it
re-sited, we must carry out the work and there will be anadditional charge. Ifthe occupier ora person
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living with them is registered with us for special assistance, there will be no chargefor re-sitingthe

meter.

Protectionofand damage to the meter

We own and are responsiblefor the maintenance of the meter and any equipment associated withiit.
You must take all reasonablecare of the meter and must not cover or obstruct the meterinanyway. You
must allow us reasonableaccess to your premises in order for us to access the meter. |fwe incura cost
inaccessingorre-sitingthe meter becauseyou have covered or obstructed it, then we will chargeyou
for these costs.

Itis a criminal offenceunder section 175 of the Act to interfere with, wilfully damage or remove the
meter. This means that you must not remove itor instructanyone to remove itfor you. Ifyou are
convicted of doingany of these things, you could face a fine imposed by the Magistrates Court.

Meterinstallation time

(v)

Although we aimto installa meter within three months of receivinga request for installation, as
described above, there may be times when we are unableto do so. Where this happens, we will usethe
firstmeter readingafter installation to calculatecharges for the period from three months after we
received the request notice to the date the meterisinstalled. This calculation of charges shall be binding
upon the occupier.

Meterinstallation not reasonably practicable or unreasonably expensive

(vi)

Ifwe consider thatitis not reasonably practical oritwouldinvolveunreasonableexpense we will not
installa meter.Insuchcases,includingthose where a shared meter agreement is not possibleor
appropriate, the occupier may opt to pay the appropriateassessed volumecharges detailed in section
B4.1 below instead of a chargebased on the rateable value of the premises.

We consider reasonableexpense to be the cost of installation of a single meter fitted externally at the

property boundary/startofthe supply pipeand reasonablereinstatement. When we assess additional
expenses over and above those reasonablyincurred, we will consider the costof the following:

— servicepipe separation;

— installation of additional metersona supply;

— alterations to existing plumbingto enable a meter to be installed;and
— installationinanalternativelocationifrequested by the occupier.

You canrefer a dispute concerningany case where we refuse to install a meter to Ofwat for
determination.

Reversionto unmetered charges

(vii) As longas water is notused at the premises inthe way describedin sections B3.1(i)(e) or B3.1 (i)(f)

below, the occupier of a household premises who chooses a meter may change backto payingcharges
based upon the rateable value of the premises (provided the rateable value is still appropriatefor the
premises in question) at any time before the later of:

(a) 24 months after the meter being installed for charging purposes;
(b) or 30days after receipt of a fourth six-monthly bill (whether based on anactual or an estimated

reading);

as longas the occupier has not previously opted for a meter and changed backto rateable value based

charges for the premises.
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(viii) As longas water is notused at the premises inthe way describedinsection B3.1(i)(e) or B3.1(i)(f) below,

the occupier of a household premises located in zones A and D, who opted for a meter before 1 April
1996 may change back to payingcharges based on the rateable value of the premises. Notice to us must
be given inwriting. Reverting backis subjectto the rateable value for the premises still being
appropriateand the same occupier still occupyingthe premises. Reverting back will befrom the date
that we receive the notification.

B3.1 Meteredcharges waterand sewerage

Compulsory metering policy

(i)

Unless we have specifically agreed otherwise in writing, all water we supply will inthefollowing
circumstances besupplied through a meter:

(a) where we alreadysupply water to the premises through a meter;

(b) where on orafter 1 April 1989 we make a new supply of water to the premises or requirea
separation of the supply pipe;

(c) where an occupier (includinga previous occupier) has opted to have the supply metered and has
not reverted to unmetered charges withinthe applicabledeadline;

(d) where the premisesislocatedinanarea covered by our selective metering programme and there
is a change of occupier, provided that the new occupier has not been billed for unmetered charges
at the premises;

(e) where water we supplyis used or passed through a sprinkler,automatic garden watering device or
a hosepipe not heldinthe hand;

(f)  where there is a swimmingpool at the premises with a capacity greater than 10,000 litres, unless
the occupier of the premises cansatisfy usthat no water we supplyis atanytime usedto
automaticallyfill the pool or automatically maintain orincreasethe level of water init.

Circumstances where there is no compulsory metering on change ofoccupier

(ii)

Where there is a change in occupation of a household premises which is charged for water and
sewerage services onan unmetered basis, unless the premises has been substantially altered (see
section B4.1(c)) or is in one of the categories of premises that must be metered listed above (section
B3.1(i)), the basis of chargewill remain unchanged for the new occupier.

Liability for metered charges

(iii)

Where the supplyto a premises is metered and the charges arevolume based, the personliablefor the
payment of charges may continue to be liableto pay such charges after they have ceased to be the
occupier of the premises. This applies where such person has failed to notify us that they are leavingthe
premises at leasttwo normal working days before they do.

The charges for which the person will beliablewill bethose for the period ending on the date on
whichever of the followingfirstoccurs after they ceaseto occupy the premises:

(a) where they informus of the ending of their occupation less than two normal working days before, or
atanytime after, they ceaseto occupythem, the twenty-eighth day after we have been informed;

(b) anyday on which any meter would normally havebeen read in order for the amount of the charges
to be determined;
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(c) anyday on whichany other personinforms us that they have become the new occupier of the
premises.

Watersupply charge

(iv)

Water we supply through one or more metersto any premises will becharged to the occupier at the
standard water supply chargeintable 2, unless we agree otherwise, or one of the followingtariffs
applies:the WaterSure tariff, WaterSure Plus tariff or the Here2Help Scheme, see sections B5.1, B5.2 and
B5.3.

This chargewill be due on demand and apply from 1 April.
Household premises will usually receivea bill every six months.

We will aimto baseat leastone bill each billing year (1 April to 31 March)on an actual meter reading.

Water supply standing charges

(v)

Inaddition to the charges set out above, there is a standing chargefor the meter measuringthe supply
to the premises (see table 2). This standing chargewill apply fromthe appropriatedate set out above.
Unless we agree otherwise, these charges will bedue on demand and apportioned for each billing period
or on a dailybasis for periods lessthan or greater than the normal billing period.

Sewerage charges

(vi)

Where we provide sewerage services to a single premises whose water supplyis metered, unless the
WaterSure tariff (see section B5.1), WaterSure Plus tariff (seesection 5.2) or the Here2Help Scheme
applies (seesection B5.3) or another company billsand collects charges on our behalf, sewerage and
sewage disposal charges to the occupier of the premises will havethe followingthree elements:

Usedwatercharges

(a) with effect from 1 April 2019 a charge per cubic metre of used water discharged directly orindirectly

to a public seweris payableatthe rates shown intable 3.

Direct connection to our sewagetreatment works

Where a property drains directly to one of our sewage treatment works or disposal works, via a
privatedrain or sewer ora combination of the two, the volumetric charge for used water will beas
shown intable3.

Sewerage standing charges

(b) astandingchargefor the meter measuringthe supply of water to the premises (see table4). Unless
we agree otherwise these charges will bedue on demand apportioned for each billing period, oron a
daily basisfor periods less than or greater than the normal billing period; and

Surface waterdrainage charges

(c) the charge or charges based on the rateable value of the premises as specifiedinsection B2.1 above
(see table5a); or

(d) the charge based on the type of property as specifiedin B3.1(xi) below (see table 5b).

(e) See section B3.1(xi)below to see which applies.
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Wateroutequals waterinlesslosses

(vii) We will calculate used water charges on the basis thatthe volume of “water out” is the same as the
volume of “water in”. The volume of “water in” will bebased upon the meter records of water supplied
to or taken at the premises, and (where we cannotget such meter records) all other reliableinformation
availableto us at the time. This will subjectto the paragraph below, be bindingonthe person liableto
pay the charge (for the purposes of this clause “the occupier”).

The unit chargeis set at a level that acknowledges “normal losses”. This covers miscellaneous non-
returns to the sewer, e.g. evaporation from cooking, clothes washing, bathing, hot water equipment and
garden watering. We make no specific adjustmentfor losses thatare higher than “normal” levels, such as
evaporation from swimming pools, but customers may opt to meter their own dischargeas describedin
section B3.1(viii) below.

Customermeasurementofwaterout
(viii) Ifthe occupier is not satisfied with the volume of used water calculated by us, they may:

(a) installand maintainattheir own expense their own meter(s), gauge recorder or other apparatus we
approve on a water fitting, pipeor drain of the premises in questionina locationand manneralso
approved by us inorder to determine a more accurate measurement of the volume of used water
discharged to the public sewer; and

(b) provideto us full details of the volumes of water or used water recorded inaccordancewith our
requirements.

(ix) Aslongaswe aresatisfied as tothe accuracy of the volume of water or used water recorded by the
meter(s), gauge recorder or other apparatus installed by the occupier, we will usethis information to
determine the volume of used water discharged to the public sewer.

Ifwe are not satisfied or if the occupier fails to provide full details of the relevant volumes to us by the
due date or otherwise inaccordancewith our requirements we will basethe charge on our assessment
of the volume of used water discharged as described in section B3.1(vi)(a) above.

Rainwater harvesting systems

(x)  Where arainwater harvesting system is installed from which water discharges to a public sewer after
use we will calculate charges on the followingbasis:

(a) Where the supply to the household premises is metered and the occupier is not liablefor the surface
water drainagechargeas specifiedinsection B3.1(vi)(c) above, we will make an assessmentof the
volume of water that could be harvested and subsequently discharged to the public sewer after use
based on the type of property (detached, semi-detached, or other).

Ifthe occupier is not satisfied with the volume of used water assessed by us they may install their
own meter(s) as set outin section B3.1 (viii) above.

(b) Where the supplyto the household premises is metered and the occupier is liablefor the surface
water drainagechargeas specifiedinsection B3.1(vi)(c) above, used water charges will be calculated
as per section B3.1(vi)(a) above.

(c) Where the supplyto the household premises is not metered the charges as set outinsections B2.1,
B2.2 above or B4.1 below will apply.

Property type surfacewater
(xi) An occupier liableforthe surfacewater drainagechargespecifiedin:

— sectionB3.1(vi)(c)above, or
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section B3.2(ii) (including where the premises does not receive a water supply),

will paythe chargeintable 5bif:

(a)
(b)
(c)

(d)

(e)

they opt inwritingto pay the charge; or

they opt, or we require them, to have the water supply to the premises metered; or

we have notified the occupier prior to this Scheme cominginto effect that they will becharged on
this basis;or

we have identified that the relevant charge (as set out in table 5.b) is less than the charge currently
paid by the occupier based on the rateable value of the premises (as specifiedinsection B3.1(vi)(c));
or

there is a change of occupier.

The charge will apply from:

inthe caseof (a), the date we receive the notification fromthe customer and all relevantinformation
we may require;

inthe caseof (b), the date of the approvedinstallation;

inthe caseof (c), from 1 April 2019;

inthe caseof (d) from 1 April 2019;

inthe caseof (e) from the date of the change of occupier.

Surface water — special cases

(xii) Where there is access between a household premises and a non-household premises, apartfrom by a

highway, occupied by the same person, the charge payablefor both such premises shall becalculated by
aggregating the total site area of both premises and applyingthe charges for non-household premises.

(xiii) Where the customer makes a claimonthe appropriateformand cansatisfy usthat no surfacewater or
groundwater drains directly orindirectly fromthe premises or any common area next to those premises

to a public sewer,the surfacewater drainagechargeshall ceaseto be payablefrom:

(a)

(b)

Inthe caseof premises occupied for the firsttime priorto 1 April 2014, 1 April 2014.Surface water
drainagecharges prior to this date will normally be deemed to be correctand will remain payable
irrespective of the fact that this service may not have been provided;

Inthe caseof premises occupied for the firsttime on or after 1 April 2014, the date that the customer
makingthe application occupied the premises (see section B1.4(vii) above).

B3.2 Metered supplies —miscellaneous matters

Meterreading not obtained

(i)

Ifwe are unableto read a meter we will calculatean estimated reading based upon previous

consumption. This calculation will be binding upon the person liableto paythe charge. Appropriate

adjustments will subsequently be made when we take or receive an actual meter readingat a later stage
where possible.

Single meter supplying multiple premises

(ii)

Where we supply water through a single meter to a number of properties inseparateoccupation, we

may charge the occupiers of the individual properties onan unmetered basis unlessthe occupier of one

of the properties in question or some other person has agreed inwritingwith us to be legallyresponsible
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for payment of all metered water supply charges inrespect of water supplied by us through the single

meter.

Leakage allowance and non-return to sewer allowance

(iii)

Ifthere is aleakon asupplyto a household premises thatis charged on a measured basis, we will make
anadjustment to the charges payableprovided that the leak is repaired within 28 days, was not caused
by the occupier’s negligence, by the negligence of the owner of the pipeor by the negligence of any third
parties actingon their behalfand was not a leak that the occupier should haveknown about and could
have repaired sooner. We will alsoapplyanallowanceto the charges payablefor sewerage for water
that has not returned to the sewer. We will only make one allowanceduringthe occupier’s period of
occupation. We have a Code of Practice which covers leakage, a copy of whichis availableon our website
https://www.hdcymru.co.uk

Temporary disconnection

(iv) Where a customer requests that a metered supply be temporarily disconnected and then requests for
that supply to be reconnected:
(a) withintwelve months of the disconnection, there will bea reconnection fee inaddition to the
appropriatecharges for the period when the supply was disconnected.
(b) more than twelve months after the disconnection, there will bea reconnection fee but there will be
no charges for the period when the supply was disconnected.
Meterdownsizing

(v)

Where we supply water through a meter or meters greater than 15mm insize, the occupier may request
inwritingfor us to carry out an “assessment of usage” with a view to downsizingthe meter(s). If,in our
opinion,itis reasonably practicableandifitdoes notinvolveunreasonableexpense, we will,if the
occupier has obtained any necessary permissions, replacethe meter(s) with more appropriate, smaller

sized meter(s) free of charge.

No compulsory metering on change ofoccupier

(vi)

Unless the household premises has been substantially altered (see sectionB4.1 (c))orisinone of the
categories of premises that must be metered (see section B3.1 (i)), where there is a changein
occupation ofa household premises which is charged for water and sewerage services on an unmetered
basis, thebasis of chargewill remain unchanged for the new occupier

B3.3 Charges for meter testing

(i)

Ifwe are asked to prove the accuracy of a meter,and on testing the meteritis found to be recording
within the limits setout inthe Measuring Equipment (Cold Water Meter) Regulations 1988, we will
recover from the personrequesting the test a fee which will be:

(a) for the removal and testing of metersup to andincluding28mmin sizethe charge shown intable 6;
(b) for metersover 28mm insizethe actual costof removing, testing andinstallinga replacement

meter.

29



Hafren Dyfrdwy- Household Scheme of Charges 2019-20

B4.1 Propertytype charges

The assessed volumecharges intable 7 will apply per year. They will accrueona daily basisand be payableon
demand on a daily basis by the occupier of a premises for each billing period in the following circumstances:

(a) where an occupier has requested a meter under the option scheme but itis not practicablefor a meter
to beinstalled, orit wouldinvolveunreasonableexpense, and the occupier of a property opts to paythe
tariff below instead of charges based on the rateable value of the premises;

(b) where a premisesislocatedinanarea covered by our selective metering programme and itis not
reasonably practicablefora meter to be installed, oritwould involveunreasonable expense, and the
occupier of a property opts to paythe tariff below instead of charges based on the rateable value of the
premises;

(c) where a household premises that is charged on anunmetered basis is substantially altered;

(d) where there is noappropriate rateable value and we consider thatitis not reasonably practicableorit
would involveunreasonableexpense for the supply to be metered;

(e) where despite several visitsand written requests we are still unableto obtainaccess to install, read
and/or maintain our meter.

Where an occupier has requested a single person household tariff, we may require the occupier to provide us
with reasonableevidence that the premises qualify, e.g. documents indicating receiptof the council taxsingle

person discount.

Where household premises are charged on the basis of a single person household itis the occupier’s
responsibility toinform us immediately if this is no longer the case.

Where an occupier vacates premises that are charged on the basis of a single person household the premises
will revert to the relevant charge based on property type, as shown intable 7, until suchtime as we are
satisfied thatthe premises areagainoccupiedas asingleperson household.

Where applicants for the single person household chargeare already payinganassessed volumecharge, the

charge will notbe availableunless therehas been a previous failed application for a meter inrespect of the

premises.
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B5.1 WaterSure

(i)

(ii)

Inaccordancewith the 1999 Regulations any household customer who meets the requirements set out
below and whose supply of water is metered or, they arecurrently paying Assessed volume charges as a
consequence of us decidingthatitis too difficultortoo costly for us to install a meter, may applyto pay
the WaterSure tariff. Applications mustbe made to us on the appropriateform andincludesupporting
evidence (such as a copy of the most recent award notice) to satisfy usthat the applicantlivesina
vulnerable household. The formis on our website, https://www.hdcymru.co.uk. You canalsocontact
us by telephone, email or letter usingthe details in Section A of this document called “Useful contact
numbers and addresses” on page 16.

To be eligiblefor the tariff, the consumer or a person living with them in the premises must be:
(a) entitled to receive one or more of the following:

(i) housingbenefit;

(ii) income support;

(iii) working tax credit;

(iv) income-basedjob-seeker’s allowance;

(v) childtaxcredit(except families inreceiptof the family element only);
(vi) pensioncredit;

(vii) income-related employment and supportallowance; or

(viii) Universal Credit;
and either:
(b) entitled to receive child benefit for three or more children wholivein the premises; or
(c) diagnosedas sufferingfrom one or more of the following:

(i) desquamation

(ii) weeping skindisease

(iii) incontinence

(iv) abdominal stoma

(v) Crohn’sdisease

(vi) Ulcerativecolitis

(vii) renalfailurerequiringdialysisathome, unless a contribution to the cost of water consumed
inthe process of dialysisduringthebilling period is made by the health authority; or

(viii) any other medical condition as certified by a registered medical practitioner.This
certification mustinclude:

e the name of the patient;
e the diagnosisofthe medical condition;

the date of the certification;

e the name, address andsignature of the registered medical practitioner;and

e astatement that as aresultof the conditionthe patientis obliged to usea significant
additional volume of water.

Applicants who meet the above criteria will becharged, from the start of the billing period in which the

applicationismade, the lower of:
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(a) the metered water supplyandsewerage charges as set out insection B3.1 or Assessed volume
charges set out insection4.1;

(b) the WaterSure tariffshownintable 8. This is the average household water supply bill for our water
areas (for the water tariff) and our sewerage area (for the sewerage tariff).

The application shall have effect until whichever is the earlier of:

(a) twelve months after the startingdate (unless thatis partway through a billing period in which case
it will apply up to the end of that billing period); or
(b) the end of the billing period when the premises cease to contain a vulnerable household.

Customers charged on the WaterSure tariff must confirm that they are still eligible for the tariff each year.
We will contactcustomers charged on this tariff before the end of each chargingyear to explain how to do
this and carry out random checks to confirmeligibility and prevent fraudulent applications.

B5.2 WaterSure Plus (social tariff)

Any consumer or person living with them who meets the eligibility criteriafor WaterSureas set out in
sections B5.1 (i) (b) or (i) (c) above, but who only receives Disability Living Allowance or Personal
Independence Payment, caninstead applyto paythe WaterSure plus tariff.

Successful applicants will bechargedinaccordancewith section B5.1 (ii) above and pay the WaterSure
Plus tariffshownintable8.

B5.3 The Here2Help Scheme (social tariff)

(i) In accordancewith section 44 of the Flood and Water Management Act 2010 we have introduced a social
tariffto assistcustomers with low incomes occupying household premises who are strugglingto pay their
water and/or sewerage charges. Different rates applyinZones A and D compared to Zones B and C.

(ii) The social tariff will notbe available where:

(a)the premises for which water and/or sewerage charges arepayableis not the onlyor principal home of
the occupier and any other qualifyingperson;or

(b) the premises are not used solely as a household premises and the other use is the principal useof the
premises; or

(c) water supplied to the premises is used or passed through a sprinkler,automatic garden watering device
or a hosepipe not held inthe hand (with the exception of trickle flow devices); or

(d) there is a swimmingpool at the premises with a capacity greater than 10,000 litres, unless the occupier
of the premises cansatisfy us thatno water we supplyis atanytime used to automaticallyfill the pool
or automatically maintain orincreasethe level of water init.

(iii) The social tariff application process requires the completion of a means assessment form for the entire
income of those livingatthe household premises. This will help to identify whether the customer is eligible for

the social tariff and if so which tariff band applies.

The decision abouteligibility for the social tariffis final and will takeinto accountall relevantcircumstances
relatingto the households financial circumstances and how they have come about.

(iv) Customers may apply for the tariffatany time duringthe chargingyear and where their applicationis
successful therecommended tariffband as set outintable 9 will apply fromthe date of application.
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(v) No other rebates orallowances as setout inthis Scheme or otherwise will apply tothose customers paying
the social tariff.

(vi) The tariff will apply for 12 months from the relevant date above. Customers must reapply for the social
tariffannuallyand we will contactcustomers charged on the tariff before the end of each chargingyear to
explain how to do this.

(vii) There is nolimitto the number of years that a customer may pay the social tariff.

(viii) Ifa customer fails to reapply or fails to provide the necessary evidence of their financial situation, or,
provides evidence to show that their financial situation has improved e.g. change in circumstances thatcould
affect their eligibility, their tariff band might be changed or they could be reverted to standard charges.

(ix) Ifa customer’s applicationisnotsuccessful, they cannotreapply until six months has passed or unless
there has been a material changeintheir financial circumstances.

(x) Where the customer was previously charged on a metered basis, we will continueto read the meter.

(xi) Customers charged on the social tariff musttell us ifthere is a changein circumstances thatcould affect
their eligibility.

For further information about the Here2Help Scheme you canalso contactus by telephone, email or |letter
usingthe details in Section A of this document called “Useful contactnumbers and addresses” on page 16.

B6.1 Charging and payment arrangements - unmetered supplies

Charges payable by the occupier

(i)  Unless we agree otherwise, all unmetered charges under this Scheme for water supplied or sewerage
services provided by us shall be payable by the occupier.

Unmetered charge due 1 April

(ii) Subjectto section B1.4(v) above and as appears belowall unmetered charges shall bedue and payable
on 1 April 2019, unless the person responsiblefor the unmetered chargesisalsoresponsiblefora
metered water supply chargeand / or sewerage chargeor sewage disposal chargenot based on rateable
value for the same premises (or premises of which the same premises forms a part).

Instalment arrangements

(iii) Inareas where we directly bill, collectand recover charges, the personliableto payany such charge
based on rateable value may, except where that person is alsoliableas describedin (ii)immediately
above, elect to pay the charge ina manner we approve either:

(a)intwo as near as may be equal amounts on 1 April and 1 October 2019 respectively;

(b)in eight consecutiveas near as may be equal amounts commencing on 1 April 2019 or such date after
this as we may agree and continuingon the corresponding day of each of the seven following
months; or
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(c) by such other number of amounts and/or upon such other dates as we may from time to time
approve (for example, people experiencing difficulty with payment canaskto pay weekly or
fortnightly).

And inthese circumstances thecharge shall bedue and payableinthe amounts and on the dates so

prescribed or approved.

Inareas where we directly bill, collectand recover charges, if liability for any charge based on rateable
value begins after 1 April 2019 the proportionate part of the charge for the remainder of the year,
calculated ona daily basis,shallunless we haveapproved any alternative payment arrangements, be due
and payableimmediately. However, ifliability firstoccurs prior to 1 October 2019 and the proportion of
the charge due up to that date is paid on demand, the remainder of the charge may, subjectto any
approved alternativearrangements, be paid on 1 October 2019.

Inareas where our charges are billed, collected or recovered by another water undertaker actingon our
behalf, the payment and chargingarrangements determined and applied by that water undertaker forits
own charges shallapplyfor our charges.

Ifimmediately before the coming into operation of this Scheme a person has not paidto us all
outstandingarrears of charges due to us under any prior Charges Scheme, that person shall pay the
outstanding charges insuch amounts and on such dates as we may specify. Such outstanding charges
shall then be due and payableinthe amounts and on the dates specified.

Where a person paying charges by instalments fails to pay any amount on the date on which itbecame

due and payablewe shall beentitled after giving written notice of such failuretotreat the outstanding
amount as immediately due and payableandrecover all suchamounts which have not yet fallen due.

.2 Charging and payment arrangements - metered supplies

Charges payable by the occupier

(i)

Unless we agree otherwise, all metered charges under this Scheme for water supplied or sewerage

services provided by us shall be payable by the occupier.

Metered chargedue ondemand

(ii)

Where we directly bill, collectand recover charges, if a personis liableto pay to us a measured element
of charge for a premises, that chargeshall,inadditiontoanychargebased on rateable value which that
person is alsoliableto pay inrespect of any rateable value premises forming part of that premises,
subjectto section B1.4(v) above and unless we agree otherwise, be due on demand.

Household premises will usually receivea bill every six months.
Payments can be made ina number of amounts and/or upon such dates as we may from time to time
approve (for example occupiers of household premises experiencing difficulty with payment canaskto

pay weekly or fortnightly) and including whereappropriatea monthly budget payment arrangement.

Charges payableunder section B3.1(vi)(a) shall bebased upon our assessment of the volume of used
water which we believe will bedischarged fromthe premises.
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(iii) Where our charges arebilled, collected or recovered by another water undertaker actingon our behalf,

the payment and chargingarrangements applied by that water undertaker for its own charges shall apply
for our charges.

B6.3

Payment

Where to pay

(i) Payments may be made:

B6.4

by direct debit (at no extra charge). You canset up a Direct debit onlineat www.hdcymru.co.uk or
by calling03457 500 500

by debit or creditcard by ringing03457 500 500 (at no extra charge).

by cash ata PayPointoutlet (at no extra charge). Take your bill or Watercard and cash paymentto a
PayPointstore where you can pay your bill free of charge

at Barclays Bank (atno extra charge for payments by cheque but a charge may be made for cash
payments) or at your own bank (askthe bankifa chargeis payable)

ata Post Officeusingthe payment slip ona bill or a reminder notice (the Post Office will makea
charge for this)

ata BuildingSociety (ask your own society for details)

by post to the address on your bill

by internet banking, using e-payment facilities of your bank or building society

electronically by debit card (using Alliance & Leicester Commercial Bank’s Bill Pay service) via our
website: www.hdcymru.co.uk.

None of these organisationsreferred to above acts as our agent.

We accept payments for charges via the Water Direct Scheme operated by The Department of Work
and Pensions.Ifyou areinarrears and onlncome Support, Job-Seekers Allowance, Pension Credit or
Employment and Support allowance, you may qualify to have your charges paid directly fromyour
benefit. If you are interested in using the Water Direct Scheme you should contact us on 0345 604
3772 and we will contact The Department of Work and Pensions on your behalf. We can also make
applications onyour behalf.

We will makethe charges shown intable 10 for dishonoured payments.

Reimbursement of customer costs

Where the Customer cansatisfy usthat the circumstances specifiedin (i) or (ii) immediately below apply, we

will reimbursethe reasonablecosts incurred or payments made by a customer inrelation to any third party

arrangement, as longas the customer has paidinfull allcharges dueto us. Reimbursement will apply from1
Aprilinthe year in whichan applicationisfirstmade to us, which must inthe caseof surfacewater drainage

be on the appropriateform.

(i)  Septic tank emptying
Where a property drains to the public sewer via a privateseptic tank or similar apparatus, we will

reimburse the costs incurredin havingthe septic tank emptied up to a maximum amount equivalent to

the charges due for the drainage of used water from those premises.
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We will makethis reimbursement to the person liableto pay our charges under section B2.1(i)(b),
section B4.1, section B3.1 (vi) or section B3.2(ii) for the drainage of used water from the premises, as
longas that person remains liablefor those charges, and for the costs of havingthe septic tank emptied.

(ii) Surface water drainage
Where surfaceand/or groundwater drains froma premises both:

° to the public sewer (whether directly orindirectly);and

° to a canal,sewer, drain, culvertor channel under the legal responsibility and/or control of a third
party (which does notitselfdraindirectly orindirectly to a public sewer) by virtue of a bindinglegal
arrangement requiring payment by the customer to a third party actingunder and by virtue of a
power conferred by statute or statutoryinstrument.

We will reimbursethe amount of any payment due and made to a third partyinaccordancewithsuchan
arrangement up to a maximum amount equivalentto the charges due to us for the drainage of surface

water or groundwater from those premises.

We will makethis reimbursement to the person liableto pay our charges for the drainageof surface
water or groundwater from those premises, as longas that person remains liablefor those charges and
for the payment to the third party.

Household charges 2019-20

This section of the document sets our water and sewerage charges for 2019-20. Section references correspond

to the relevant sections of the Scheme of Charges set outinsection B.

For example, unmetered charges explainedinsection B2 relate to the unmetered charges tables set outin
section C2 below.

Table 1: Unmetered water supply and sewerage

Rate per pound of rateable value (p/£RV)

Charging Annual

. Used and surface Used water Surface water
Zone standing charge Water supply
¢ water only only
A N/A 109.12%* 123.25 87.21 37.66
B 105.06 7192 N/A N/A N/A
C 64.80 67.64 N/A N/A N/A
D N/A 99.49* 105.81 74.54 32.13

* Subject toa minimum charge of £101.84
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C3 Metered charges

Table 2: Metered water supply charges

Zones A and D ‘ Zone B Zone C

Size of met
ize of meter up £ per year | £ per year £ per year

Water Supply

Volumetric charge | 13854 1.1482 1.0598

Table 3: Metered used water charges for Zones A and D
(a) Discharged to a public sewer

Volume discharged directly or indirectly to a public sewer Charge £ per m3

(b) Discharged directly to a treatment works

Volume discharged directly to our treatment works Charge £ per m3

Table 4: Metered standing charge for used water - Zones A and D

Used Water

£ per year

2161

Table 5: Metered household surface water drainage charges - Zones Aand D

(a) Rateable Value charges

Charging Rate per pound of rateable
Zone value (£/£RV)
A 0.3766
D 0.3213
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(b) Property type surfacewater drainage charges

| Type of premises Charge
£ peryear
Detached house (includinglink-detached): 80.50
Semi-detached house 57.84
Other household premises 34.95

Table 6: Charge for meter testing for meters up to and including 28 mm

Charge for meter testing for meters up to and including 28 mm

£70.00

C4 Assessed volume charges

Table 7: Property type and assessed volume charges

(a) Zones A and D

Water Supply Used Water
i £ per year £ per year
Detached house (includinglink-detached): 208.07 144.42%
Semi-detached house 185.11 129.74*
Other household premises 170.74 119.69*
Single person household 99.29 66.38*
*Plus the appropriatechargefor surface water drainage - see table 5b

(b) Zones Band C

Zone B Zone C
Water Supply Water Supply
£ per year £ per year

A§sessed Charge - 86.17 81.26
Single Occupancy
Asseﬁsed Charge - 133.90 125.50
Multi Occupancy

C5 Support options

Table 8: WaterSure/WaterSure Plus tariff

Zones Aand D Zones Band C
Chargein £ per year Chargein £ per year
Water supply 151.11 154.85
Sewerage* 158.22 N/A

* Subject to section B3.1 (xiii)
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Table 9: Here2Help Scheme (Social tariff)

(a) Zones A and D

Water Supply Sewerage
£ per year £ per year
1 15.11 15.82
2 30.22 31.64
3 45.33 47.47
4 60.44 63.29
5 75.56 79.11
6 90.67 94.93
7 105.78 110.75
8 120.89 126.58
9 136.00 142.40
(b) Zones Band C
: Water Supply
£ per year

1 15.49

2 30.97

3 46.46

4 61.94

5 77.43

6 92.91

7 108.40

8 123.88

9 139.37

Table 10: Charges for dishonoured payments

Charge for each dishonoured Charge for each dishonoured

payment by cheque payment by direct debit
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