
southwestwater.co.uk

WELCOME TO  
SOUTH WEST WATER

ISLES OF SCILLY
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South West Water provides water and 
wastewater services to a population of 
approximately 1.7 million in Cornwall, 
Devon, and parts of Somerset and Dorset. 
Since 2016 we have also been providing 
water services to approximately 500,000 
people in the Bournemouth Water region.

We’ve prepared this booklet for household 
customers as a handy guide for you to 
keep. It contains information about how 
to contact us and where to find out more 
about key aspects of our service – I hope 
you find it useful.

On behalf of all my colleagues I welcome 
you on 1 April 2020.

Jo Ecroyd  
Customer Service Director,  
South West Water

WELCOME TO  
SOUTH WEST WATER

ISLES OF SCILLY

As you may be 
aware, from  
1 April 2020 
South West Water 
will be providing 
water and 
wastewater 
services on the 
Isles of Scilly.
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Accounts Helpline  
for billing enquiries  
0344 346 1010 *

8am - 6pm Monday - Friday 
9am - 1pm Saturday 
Closed on Sundays and bank holidays

Services Helpline 
for supply enquiries 
0344 346 2020 *

8am - 6pm Monday - Friday 
Emergencies only outside these times

 
*  03 numbers are charged at standard 

rates and will be included in any 
free minutes in a mobile or landline 
phone contract.

 
There’s lots of information 
and we can be contacted 
on our website  
southwestwater.co.uk

Debt Helpline  
0800 083 0283

Water conservation  
0800 378937

Minicom  
0800 169 9965

You can contact us via NGT  
Text Relay.

Address 
South West Water 
PO Box 4762 
Worthing BN11 9NT

CONTACT  
US

As of 1 April 2020, you can contact 
us with any questions or queries 
using the details below.
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From 1 April 2020 South West Water will become the appointed water and 
wastewater company for the Isles of Scilly. This means that South West Water will 
take responsibility for existing water and wastewater infrastructure on the islands 
currently owned by the Council of the Isles of Scilly, the Duchy of Cornwall and the 
Tresco Estate. South West Water will also be responsible for sending bills, reading 
meters and customer services.

WHAT WE DO

HOW WILL MY BILL 
BE CALCULATED?

If you are on a water meter your bill 
will be made up of a fixed charge and 
a volume charge.

Fixed charges – cover our costs for 
supplying water and taking away and 
treating used water. 

Volume charge – is based on the 
amount of water you use.  
A 5% allowance is given for the water 
that doesn’t go back into our sewers 
for drinking, cooking and gardening.

If you are on an unmeasured supply, 
that is you do not have a water meter, 
your bill is made up of a fixed charge 
and a variable charge.

Fixed charges – cover our costs for 
supplying water and taking away and 
treating used water.

Variable charge – is based on the 
rateable value of a property which was 
formally assigned by the Valuation 
Officer for the purpose of calculating 
Local Authority Rates. 

For households on the Isles of Scilly 
unmeasured charges equivalent to a 
property with a rateable value of £50 
will apply. From 1 April 2021 this will 
increase to £75.

More information will be provided 
with your first South West Water 
bill from April.
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Come rain or shine, saving water 
makes sense. By being water smart 
you can save money off your bill if 
you are on a water meter and help 
protect the environment.

Small changes in water use, avoiding 
waste, can make a big difference 
when multiplied by all our customers.

Find out more, like how to order 
free water-saving products, at 
southwestwater.co.uk/savewater

WANT TO FIND OUT 
ABOUT HAVING 
A METER FITTED?

We know many of our customers 
could benefit by switching to a water 
meter. Having a water meter means 
you only pay for the water you use 
and puts you in control of your water 
use so you can take steps to reduce 
your bill. 

From 1 April 2020 you can call our 
automated meter option request 
line on 0800 083 4301 for a free 
pack and application form which will 
help you to estimate your annual 
water use and whether your charges 
would be lower on a metered basis, 
or you can apply on our website 
southwestwater.co.uk/my-water-
meter

If you’d like to have a meter fitted, 
we’ll install one free of charge if it’s 
possible to do so and the cost isn’t 
unreasonable. 

If you choose to have a water meter 
fitted and then find that you don’t 
benefit by having one, you can opt to 
switch back to unmetered charges 
within 24 months of the meter being 
installed (or within one month of 
receiving a bill showing the second 
full 12 months’ water use).

NEED HELP  
WITH YOUR BILL?

If you have difficulties paying 
your bill, don’t worry or struggle in 
silence – get in touch. Our people 
will work with you, based on your 
own individual circumstances to 
make it as easy as possible for you 
to manage your water bill. Find out 
more about how we can help at 
southwestwater.co.uk/bills

PLAY YOUR PART,  
BE WATER SMART
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Our wastewater investment 
will be focused on achieving 
a reliable wastewater service 
including being able to cope 
with extreme conditions, 
protecting the environment and 
providing long term benefits to 
the community.

The balanced investment for 
each island for water asset 
improvements will focus on 
achieving a clean, safe and 
reliable supply of drinking water.

South West Water appreciate 
that the island economy is 
heavily dependent on tourism 
with over 90% of the islands' 
income coming from this 
source. Therefore, our proposed 
programme of investment 
will be designed to support 
and enhance the economy 
of the islands by improving 
services and the environment.

Once finalised, we will 
actively communicate with 
local communities to ensure 
we work together to deliver 
improvements in the best way 
for the communities we serve.

We believe it is right to support the necessary 
improvements in water and wastewater services 
on the islands so that services are in line with 
standards on mainland UK by 2025 or 2030 in the 
case of Tresco.

INVESTING IN 
OUR REGION
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At some stage in our lives we can all benefit 
from a bit of extra help. This could be due to 
a physical or learning disability, illness, age or 
communication requirement, or other reasons.

The help available to people on our Priority 
Services register includes providing bills in 
formats such as Braille or large print, reading 
bills to customers over the telephone and 
helping with alternative water supplies 
in emergencies.

Our Priority Services will be available 
to anyone living on the Isles of Scilly, 
even if you are not the bill payer. 
The help available doesn’t have to be 
for you, if you’re an account holder or 
nominated carer you can register on 
behalf of someone else.

Find out more at 
southwestwater.co.uk/
priorityservices  
or call 0344 346 1010 
or minicom 0800 169 9965 
(Text Relay is also available)

PRIORITY SERVICES

CALLERS AT 
YOUR DOOR

southwestwater.co.uk

All our staff carry identity cards with 
their photograph and our company 
logo and are always happy to wait 
while you check. So please don’t let 
anyone enter your home without 
checking their identity first. Call us 
on 0344 346 2020 and remember – 
if in doubt, keep them out.

Our Operations and Programme 
Manager, Helen Richards, is 
already based on St Mary’s 
and will be leading South West 
Water teams and activities from 
1 April 2020. She looks forward 
to working with the whole Isles 
of Scilly community.

MEET HELEN
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