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For more information on Scottish Water,
our charges and our services contact 
us by phone on our Customer Helpline
0845 601 8855 or on the web at

www.scottishwater.co.uk

our commitment to you
Our service commitments are detailed in our Code of
Practice. If you would like to know more about these visit
www.scottishwater.co.uk or call our Customer Helpline 
on 0845 601 8855. We are committed to the continual
improvement of the services that we provide. If you 
would like to comment on any aspect of our services visit
www.scottishwater.co.uk/haveyoursay

If you have a special need you can choose to have your
details added to our confidential Special Services Register. 
If you, a family member or friend want to join, please
contact us by calling our Customer Helpline, through our
Access Line on 0845 606 8855 or via our textphone
facilities on 0845 603 8855.

Alternatively, you can write to:
Scottish Water
PO Box 8855
Edinburgh, EH10 6YQ

Alternative formats of this leaflet can be made available 
free of charge. Textphone users please call 0845 603 8855.
For information on Braille, large print, audio tapes and a
variety of languages, please call 0845 606 8855. 

Please quote this reference code when contacting us:
SWchargesH5 01/07

WaterAid is the UK charity that helps to provide the poorest
communities in Africa and Asia with safe drinking water and
effective sanitation. For more information on how you can 
help WaterAid call our Customer Helpline and ask for WaterAid.
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Note: If your home is not connected to the public sewer,
you do not have to pay the waste water charge. Please
contact us if you are in any doubt, visit
www.scottishwater.co.uk or call our Customer Helpline.

Some Council Tax exemptions/discounts continue to apply 
to these charges. The permanent Water Charges Reduction
Scheme, a reduction of up to 25% introduced by the
Scottish Executive at 1st April 2006, is applied automatically
to households with 2 or more adults, which are in receipt of
Council Tax Benefit and are not already in receipt of status
discounts. If your property has been altered to meet the
needs of a disabled person, you may be entitled to Disabled
Banding Reduction on the charges you pay for your property.
Please contact your local Council for further information.
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Scottish Water is bringing this leaflet 
to you for less than a penny.

Scottish Water is backing Scotland’s bid for the
Commonwealth Games in 2014. Register your support now –
visit glasgow2014.com
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we all need water
Water is something that we often 
take for granted. Whether in the
mood for a refreshing glass of water, 
a comforting steamy bath, a hot cup
of tea, or just putting on another load
of washing, water is a vital commodity
in every Scottish household.

Scottish Water is here for you, to
ensure that you have the highest
quality water 24 hours a day, 
365 days of the year.

delivering services to you
water
Getting water to your home involves:

• Collecting water from lochs, rivers and boreholes.

• Getting it to the water treatment works.

• Making it safe to drink when you turn on your tap.

Each of us uses an average of 143 litres of tap water every
day, and every drop is treated to make it safe for you to 
drink when you turn on your tap. Your charges pay for these
services and improvements.

If you would like to know more about how you can 
save water in and around your home and garden visit
www.scottishwater.co.uk/savewater

waste water
Your waste water service involves:

• Removing sewage and waste from homes.

• Collecting rain water from roofs, roads and public areas.

• Getting it to the waste water treatment works.

• Treating it to remove and destroy any harmful substances.

• Safely returning to the environment the water that’s left.

There has been huge progress in providing new waste water
treatment systems across Scotland through our Investment
Programme, ‘Clear – Investing in quality’.

Your waste water charge helps pay for cleaning up the
environment by funding new and upgraded treatment works.

this is how we spent 
your money in 2005/6

Expenditure

1 Investment programme £650m

2 Operating costs £304m

3 Interest £142m

4 Private finance initiatives £120m
5 Re-structuring and

transformation costs £14m

Funding

1 Customer charges £1,019m

2 Net new borrowing £162m
3 Other sources £49m

Every penny collected through your charges, less than £1
a day for the average household*, goes towards maintaining,
improving and adding to your water and waste water services.

* the average household is between Council Tax Band B and Band C
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your questions answered
Who can I contact about paying for these charges?

If you have any questions about the payment options for the
charges in this leaflet you should contact your local Council.
They collect the charges on our behalf and details of how 
to pay can be found on your Council Tax bill. You may find
paying by Direct Debit a more practical and convenient
method of payment.

How are the charges set?

We match our charges as closely as possible to the cost 
of running Scottish Water. We are a public body, so every
penny of your charges goes towards providing your water and
waste water services.

Who regulates the water industry in Scotland?

The Water Industry Commission for Scotland (WICS) is 
the economic regulator of the water industry in Scotland,
approving the levels we charge you. The WICS can be
contacted on 01786 430 200 or
www.watercommission.co.uk

Waterwatch Scotland, independent of Scottish Water 
and other agencies, represents the views and interests of
Scottish Water’s customers. Its Convener also has the legal
responsibility for investigating complaints against Scottish
Water. Waterwatch Scotland can be contacted on
0845 850 3344 or www.waterwatchscotland.org

The Drinking Water Quality Regulator (DWQR) monitors 
and regulates the quality of the water we deliver to you. 
The DWQR can be contacted at PO Box 23598, Edinburgh,
EH6 6WW or on www.dwqr.org.uk

Your charges go towards maintaining and improving:

• 26,170 miles of water pipes.

• 30,418 miles of sewer pipes.

• Over 1,800 waste water treatment works.

• 333 water treatment works.
• The provision of around 2.3 billion litres of water 

a day to our customers.


