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Dear 

Thank you for your request for information concerning Castle Water.  

Ofwat confirms it does hold the information. 

 

Castle Water has two licences; one for the provision of Water and/or Sewerage 

(WSSL) and one for retail services. Each of the WSSL licenses are subject to a set 

of Standard License Conditions set by the Secretary of State, the link to which is 

above the box with all the licenses on that page: 
https://www.gov.uk/government/publications/water-supply-and-sewerage-licencing-regime-

standard-licence-conditions 

 

Part B 2(1) of the Standard License Conditions (page 16) sets out the requirement 

that the licensee complies with the Customer Protection Code of Practice, further 

information on which is posted on this page: 

https://www.ofwat.gov.uk/customer-protection-final-code-practice-non-household-retailers/ 

In relation to your questions 3 and 4 whilst these fall outside of the scope of FOI, 

Ofwat can confirm that we have received some complaints about Castle Water’s 

services  

• Between April-September 2017 Castle Water was the most complained about 
retailer in terms of enquiries / complaints received. The majority of these 
complaints were in relation to answering calls. The Consumer Council for 
Water (CCW) and Ofwat have raised this with Castle Water. It confirmed that 
an average call waiting time was 21 minutes. It is now aiming to reduce this to 
one minute. Since September 2017 it has deployed 40 extra customer service 

https://www.gov.uk/government/publications/water-supply-and-sewerage-licencing-regime-standard-licence-conditions
https://www.gov.uk/government/publications/water-supply-and-sewerage-licencing-regime-standard-licence-conditions
https://www.ofwat.gov.uk/customer-protection-final-code-practice-non-household-retailers/
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staff and Ofwat will review the situation at the end of October to monitor 
progress. 
 

• Ofwat has also received a complaint from another retailer that some of their 
customers were continuing to receive bills from Castle Water despite having 
switched to them, and that this bill is based on “in advance” charges rather 
than for actual usage based on a meter reading. We are currently seeking 
further information from Castle Water to clarify the issue.  

 

If you have any specific concerns or complaints regarding Castle Water do feel free 

to contact our Management Office at CaseManagementOffice@ofwat.gsi.gov.uk  so 

that they can look into it further and have the opportunity to raise them with Castle 

Water if needed. 

Furthermore you may find it helpful to look at the Guaranteed Standards of Service 

which retailers are also subject to, under which customers should receive automatic 

payments if a company fails some of the basic customer service aspects. 

https://www.ofwat.gov.uk/households/supply-and-standards/standards-of-service/ 

 

Once a FOI request is answered, it is considered to be in the public domain. To 

promote transparency, Ofwat may publish the response and any material released 

on our website in the FOI disclosure section. Any personal information in the letter 

will be removed before publishing. This document will be held in accordance with 

Ofwat’s retention and disposal schedule which can be found in our Publication 

Scheme at the following link https://www.ofwat.gov.uk/publication/retention-

disposals-policy/. If you have any concerns how Ofwat processes your personal data 

please contact the Data Protection Officer at FOI@ofwat.gsi.gov.uk. To view Ofwat’s 

full privacy policy please go to https://www.ofwat.gov.uk/publication/privacy-policy/  

 

If you have any queries or concerns with regard to the content of this email please 

do contact me, quoting the reference number. 

 

 

Further information concerning your rights is available from the Information 

Commissioner’s Office at: 

mailto:CaseManagementOffice@ofwat.gsi.gov.uk
https://www.ofwat.gov.uk/households/supply-and-standards/standards-of-service/
http://www.ofwat.gov.uk/foi/
https://www.ofwat.gov.uk/publication/retention-disposals-policy/
https://www.ofwat.gov.uk/publication/retention-disposals-policy/
mailto:FOI@ofwat.gsi.gov.uk
https://www.ofwat.gov.uk/publication/privacy-policy/
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https://ico.org.uk/ 

or 

The Information Commissioner’s Office  

Wycliffe House 

Water Lane 

Wilmslow  

 

Yours sincerely, 

 

Christine Manise 

Senior Associate  

Programme and Project Management  

Tel: 0121 644 7664 

Ofwat, Centre City Tower, 7 Hill Street, Birmingham. B5 4UA 

ofwat.gov.uk 

Follow us at: twitter.com/ofwat  

 

 

https://ico.org.uk/
http://www.ofwat.gov.uk/



