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Dr ink ing water  2014  is  the annual  repor t  o f  the  Dr ink ing Water  Inspecto rate and 

compr ises reports  cover ing publ ic  and pr ivate water  suppl ies .  

Publ ic  suppl ies  –  Th is  par t  descr ibes dr ink ing water  qual i ty  in  the Western  reg ion.  The 

Inspectorate a lso publ ishes a ser ies  of  companion reports  fo r  o ther  reg ions of  England 

(Centra l  and Easte rn,  Northern and  London and South  East  reg ions)  and  a separate 

report  fo r  Wales.  

Pr ivate suppl ies  –  A summary of  in format ion on  pr ivate water  suppl ies  i s  reported fo r  

England and Wales.  

Al l  par ts  are avai lab le on the Inspectorate ’s  websi t e www.dwi .defra.gov.uk  
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Chapter 1: Summary  

Chapter 1: 

  Provides a summary of  the report for the Western region. 

  Puts drinking water quality in the region into context nat ional ly.  

 

Drinking water 2014  is the annual publicat ion of  the Chief  Inspector of  

Drinking Water for England and Wales. I t is the 25 t h  report of  the work of  

the Inspectorate and presents information about dr inking water quality for 

the calendar year of  2014. I t  is published as a series of  seven reports, f ive 

of  which cover publ ic water suppl ies and two descr ibe private water 

suppl ies. This report is about publ ic supplies in the Western region of  

England.  

Set out in this report  are the key facts about the qual ity of  the publ ic water 

suppl ies in the Western region, which is served by seven water companies 

del ivering suppl ies to 4.7 mil l ion consumers. The area served by each 

water company is shown in Figure 1  and the organisation and nature of  

water suppl ies in the Western region is described in more detai l in Chapter 

2: Water supply arrangements .  There was a change in the water supply 

arrangements in the region dur ing 2014 with SSE Water being granted an 

inset appointment to supply a development in Emersons Green, Bristol.  

There were changes also in the number of  private water suppl ies in the 

region not if ied by local author it ies to the Inspectorate in 2014 with the 

total decreasing to 12,890 from 12,989 in 2013. Detai led information about 

the regulat ion and qual ity of  private suppl ies can be found in the separate 

report entit led Drinking water 2014 –  Private water supplies in  England.  

The quality of  publ ic water suppl ies in England in 2014 was good with only 

0.05% of tests fail ing to meet the European Union (EU) and national 

standards. This compares favourably to the 1.6% of failures recorded in 

1991, the f irst year af ter privat i sat ion of  the water industry, when 

regulat ion of  drinking water qual ity was f irst introduced. The situat ion in 

relat ion to the qual ity of  private water suppl ies in England remains less 

satisfactory with 6% of  tests fail ing to meet the EU and nat ional standards 

in 2014. However, this f igure compares favourably to the 7.5% of tests that 

failed in 2010, the year when new regulat ions implement ing the EU 

Drinking Water Direct ive for private suppl ies were introduced.  
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Figure 1: Water supply arrangements  

 

The results of  test ing of  public suppl ies in 2014 demonstrated that overal l 

the qual ity of  drinking water in the Western region was good. The f igure for 

compliance with dr inking water standards was 99.96%, down from 99.97%, 

the regional f igure in 2013, and above the industry average of  99.95%. The 

Inspectorate uses a range of  indices to assess the water qual ity 

performance of  the companies providing public suppl ies. These indices 1 

look in turn at water treatment (process control and disinfect ion ind ices), 

service reservoir integrity and network maintenance. Individual water 

company f igures are set out in Annex 6 .  In 2014 the changes in the 

Western region were an improvement in the f igures for process control,  

dis infect ion and network maintenance. However, the f igure for service 

reservoir integrity was 99.96%, lower than the f igure of 99.97% reported in 

2013. Nonetheless this f igure was at the industry average of  99.96%.  

                                                

1
 Calcu lat ion method for  ind ices is  publ ished at  h t tp : / /dwi .defra.gov.uk/about /annual -

report /ca lcu lat ing - ind ices.pdf  
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Figure 2 shows how the change in the integrity index for the region in 2014 

was mainly attr ibutable to Bristol Water and Sembcorp Bournemouth 

Water.  

Across the Western region in 2014, coliforms were found in 2 3 samples 

f rom service reservoirs (2 BRL, 1 SBW, 8 SWT, 12 WSX) and E.col i  was 

found in a sample f rom one reservoir (WSX). Mostly (12) the fa ilures were 

associated with ingress or a lack of  integrity of  the structure and there 

were four occasions l inked to unsuitable sampling facil i t ies. More 

unusual ly there was one failure that was attr ibuted to the presence of  

spiders suspected to have entered via a washout, and another due to poor 

commissioning pract ice. Al l these failures are discussed in more detai l in 

the Coliform bacteria at service reservoirs  sect ion and attention was drawn 

to common fail ings in the management of  service reservoirs in  Information 

Letter 02/13. In two instances, reservoirs were reportedly unable to be 

removed from service for inspection and companies are reminded that if  

assets are unable to be removed from supply for regular maintenance this 

effect ively renders them inoperable.   

Figure 2: Company performance for the integrity index 

 

Across the Western region, in 2014, there were more events af fect ing 

water qual ity overal l (85 compared to 82 in 2013). A notable feature of  

events in the region in 2014 was an increase in those classif ied by the 

Inspectorate as signif icant  (53 compared to 41 in 2013). Specif ically there 

was a r ise f rom three in 2013 to nine in 2014 of  events relat ing to 

inadequate water treatment. There were no serious events reported in the 

Western region dur ing 2014, however, there was an ongoing investigation 

of  a major event in 2013 where Alderney works operated by Sembcorp 

Bournemouth Water was associated with an outbreak of  cryptospor idiosis. 
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In March 2015, the company was prosecuted for  f ive of fences in relat ion to 

this major event (see Chapter 5: Drinking water qual ity events ).   

In 2014, the Inspectorate put in place a provisional Enforcement Order 

requir ing Br istol Water to comply with the Information Direct ion in relat ion 

to notif icat ion of  events. In Apri l  2015, this Final Order was put in place 

because an audit  had shown that the company had not fully complied with 

the provisional Order (see Chapter 5: Drinking water qual ity events ).  

Local authorit ies across England and Wales provided case studies on the 

remediat ion of  fail ing private water suppl ies. Two examples relat ing to the 

Western region can be found in Drinking water 2014 –  Pr ivate water 

suppl ies in England –  Chapter 3: Improving private water suppl ies .   

More information and industry-wide learning points about these and other 

signif icant events can be found in Chapter 5: Drinking water qual ity event s 

and a summary of  al l  signif icant events in the region can be found in 

Annex 3  of  the report.   

Table 3: Water quality events in 2014  

Nature of event  Risk assessment category (DWI)  

 Minor*  Signif icant  Serious**  

 2013 2014 2013 2014 2013 2014 

Centra l and Eastern  107 119 49 59 1 5 

London and South East  53 90 53 53 -  6  

Nor thern 18 28 47 48 -  1  

Western 39 32 41 53 2 -  

Wales 9 13 11 10 -  -  

Industry 225 281 199 218 3 12 
Five events  a f fected two or  more reg ions in  2014 and two in  2013.  
*Minor  category numbers inc lude a l l  not  s ign i f icant  and minor  events .  
**Ser ious category numbers inc lude a l l  ser ious and major  events .  

 

During 2014, the Inspectorate carr ied out 497 audits of  water supply 

arrangements in England and Wales  of  which 67 were in the Western 

region. Two of  these audits were unsat isfactory (see Chapter 6: Technical 

audit  act iv ity).   

When consumers are dissat isf ied with the quality of  their  dr inking water 

they may contact their water company. Records of  the numbers of  contacts 

received by water companies are sent to the Inspectorate each year.  In the 

Western region the total number of  consumer contacts to water companies 

about the quality of  drinking water was 2.8 contacts per 1,000 populat ion, 

higher than the industry average of  1.7 contacts per 1,000 populat ion.  I f  

the water company fai ls to address the consumer’s water quality issue, the 

consumer can seek advice f rom the Inspectorate. In 2014,  the Inspectorate 

investigated 39 consumer complaints of  which two (1 SWT, 1  WSX) were in 

the Western region.  
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Also, during 2014, the Inspectorate handled 374 requests for advice about 

private water supplies f rom local authorit ies across England and Wales 

and 48 of  these enquir ies were f rom the Western region.  

Audit f indings and consumer complaint case examples can be found in 

Chapter 6: Technical audit  act iv ity  and detai ls of  the work of  the 

Inspectorate in relat ion to private suppl ies can be found in the c ompanion 

report entit led Drinking water 2014 –  Private water supplies in England.  

Turning to planned improvements in dr inking water quality in the region, 

companies in the region are committed to complete the planned work 

summarised in Annex 4  during the AMP5 period (2010–2015). In general 

al l schemes in the region are proceeding in l ine with agreed t imescales , 

however, a scheme to del iver trunk mains improvements (BRL) has 

exper ienced a f ive-month delay because the work affects crit ical route 

corr idors to the city which are subject to a new code of  conduct for street 

works that l imits the programming of simultaneous street work. A scheme 

to del iver improvements to treatment at Sutton Bingham (WSX) was 

completed in February 2015, but the benef its have not yet been fully 

real ised due to other maintenance work causing the works to be operated 

on restr icted f low.  By way of  comparison, in 2014, local authorit ies in the 

Western region put in place 93 improvement Not ices in relat ion to fail ing 

private water supplies. 

In 2014, the Inspectorate provided the water industry with technical advice 

on six topics to enable water suppl iers to comply with the drinking water 

regulat ions. The Inspectorate also provided technical advice on two topics 

relat ing to local authorit ies in relat ion to private water suppl ies. In 

addit ion, four research projects were commissioned by the Inspectorate to 

develop underpinning knowledge for regulatory r isk assessments. Annex 2  

l ists al l of  the advice and research publ ished by the Inspectorate  in 2014.  

Annex 9,  ‘Looking after water in your home’ ,  provides advice for 

consumers,  recently updated and publ ished by Water UK.  

This is the second year following the introduct ion of  the cost recovery 

funding arrangements for the Inspectorate , whereby the costs of  regulat ing 

public water suppl ies is funded by water suppl iers rather than the 

taxpayer. Annex 7  sets out the regulatory costs incurred by each publ ic 

water suppl ier in 2014/15. From this it  can be seen that the Inspectorate 

recovered a total of  £1,994,880 in 2014/15. This compares to a total of  

£1,977,541 in 2013/14.   

In June 2014, the Secretary of  State approved the Chief  Inspector’s 

proposal not to amend the charges  for 2014/15, therefore the dai ly charge 

out rate for each of  the four regulatory  act ivit ies was the same for both 

years (see schedule at http:/ /dwi.defra.gov.uk/stakeholders/ information -

letters/2013/03-2013-schedule-2014-15.pdf).  The main dif ference between 
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the years is ref lected in the charges for audits, events and consumer 

complaint investigations which are r isk based.   

 
Chapter 2: Water supply arrangements 

Chapter 2: 

  Identif ies the water supply companies in the region .  

  I l lustrates the water source and supply arrangements in the region . 

  Provides summary f igures describing the water supply assets and 

stakeholders.  

 

Figure 4: Map il lustrating sources of drinking water by zone across 

the region   

 

Seven water companies supply dr inking water in the Western region: 

Bristol Water (BRL); Cholderton and Distr ict Water (CHO); Sembcorp 

Bournemouth Water (SBW); South West Water (SWT); and Wessex Water 
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(WSX), including two inset appointees: Veol ia Water Projects (VWP) 

suppl ies consumers in the Tidworth area; and SSE Water (SSE) supply 

consumers in Old Sarum, Sal isbury and in Brewery Square, Dorc hester. 

SSE also began supplying water to Emersons Green, Br istol during 2014.  

Much of  the water in the region or iginates f rom surface water ( 71%) 

abstracted f rom rivers such as the Severn, the Hampshire Avon, Dart,  Exe, 

Fowey, Tamar and the Dorset Stour. There is a major transfer of  water into 

the region via the River Severn f rom reservoirs in Wales that provide half  

the daily supply for consumers in England in the Br istol Water area.  

Addit ional ly, the upland areas of  Bodmin Moor, Dartmoor, Exmoor and the 

Mendips are important catchments for water resources in the region. 

Surface water is drawn from many reservoirs, including Chew Val ley Lake, 

Clatworthy, Coll i ford, Roadford and Wimbleball.  Groundwater also provides 

a valuable resource (27%) in the region, with most boreholes drawing 

water f rom the chalk aquifer of  the Wessex basin. Cholderton and Distr ict 

Water is reliant exclusively on the chalk aquifer of the Wessex basin. The 

Permian and Triassic sandstone aquifer in the Otter Val ley is another  

valuable groundwater resource in East Devon. Across the region, a small 

proport ion of  water supplies (2%) can be drawn from either surface or 

groundwater sources.  

Private water suppl ies in the region are  widely distr ibuted across the area , 

but are more concentrated in East Devon and Cornwall .  These private 

suppl ies are more reliant  on groundwater (58% compared to 27%) than the 

public suppl ies in the area. For more information about pr ivate water 

suppl ies please refer to Drinking water 2014 –  Pr ivate water supplies in 

England .  

Figure 5 i l lustrates the location of  private and public supply groundwater 

abstract ion points in relat ion to the groundwater aquifers in the region.  
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Figure 5: Location of private and public supply groundwater 

abstraction points  

 

Note:  Map exc ludes  sur fac e impac ted groundwate r ,  such as  wel ls  and sp r ings .  

 

Summary facts about the drinking water supply infrastructure of  the region 

are given in Table 6 with outl ine geographical and demographic 

information.  
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Table 6: Key facts about public and private water supply arrangements 

in the Western region   

Public supplies Private supplies 

Population supplied  
Water supplied (l/day) 
Abstraction points 
Treatment works 
Service reservoirs 
Water supply zones 
Length of mains pipe (km) 

 

4,662,000 
1,221 million 
338 
151 
826 
162 
36,334 

Population supplied 
Water supplied (l/day) 
Approximate number of private 
water supplies* 
Total number of local 
authorities 

Number of local authorities 
with private supplies 
 

113,440 
151 million 

12,890 
 

30 

 

25 

Water composition 

Surface sources 
Groundwater sources 
Mixed sources 

 

71% 
27% 
2% 

Water composition 

Surface influenced supplies 
Groundwater sources 
Mains water 

Unknown 

 

40.5% 
57.5% 
0.5% 

1.5% 

Area of supply 
Cornwall, Devon, Dorset, Gloucestershire (part), Hampshire (part), Somerset and Wiltshire 
(part). 

*Boundaries for public supplies regions are based on groupings of water company zones. 
Boundaries for private supplies figures are based on the closest approximation of the public 
supply zones. Where local authorities’ boundaries cross regional boundaries, the whole local 
authority data has been attributed to the region in which the majority of its area lies. 
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Chapter 3: Drinking water quality testing  

Chapter 3: 

  Explains the basis of  the drinking water test ing programme. 

  Records the number of  tests carr ied out by water companies.  

  Identif ies any def ic iencies in water test ing and how these have been 

remedied.  

 

Throughout 2014, water companies sampled drinking water across the 

region to ver ify compliance with the dr inking water regulat ions. One-third 

of the tests were carr ied out on samples drawn from consumers’ taps 

selected at random. For monitor ing purposes, company water supply areas 

are divided into zones. Sampling in zones at consumers’ taps is r isk-based 

with the number of  tests being higher in zones with a large populat ion 

(maximum 100,000).  Other sample locat ions are water treatment works and 

treated water (service) reservoirs. Col lect ively, the seven water companies 

carr ied out a total of  585,930 tests dur ing 2014 and only 104 of  these tests 

failed to meet one or more of  the standards set down in the Regulat ions or 

exceeded a screening value.  
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Table 7: Number of tests carried out by companies in the region  

Company 

Place of  sampling  

Number of 

tests per 

company 

Target 

number of  

tests 

Water 

treatment 

works 

Service 

reservoirs 

Consumers’ 

taps 

(zones)  

Br isto l W ater  
25,592 

(17)  
49,538 
(164)  

42,158 
(27)  

117,288 117,300 

Cholder ton 
and Distr ic t  
Water  

424 
(2)  

312 
(1)  

340 
(1)  

1,076 1,076 

Sembcorp 
Bournemouth 
Water  

14,107 
(7)  

6,141 
(20)  

18,721 
(10)  

38,969 39,140 

South W est 
Water  

50,040 
(30)  

81,094 
(274)  

72,510 
(32)  

203,644 203,666 

SSE W ater  
0 

(0)  
0 

(0)  
959 
(3)  

959 959 

Veol ia W ater 
Projects Ltd  

1,264 
(2)  

1,325 
(5)  

476 
(1)  

3,065 3,067 

Wessex 
Water  

65,534 
(79)  

94,232 
(309)  

61,163 
(88)  

220,929 221,219 

Region 
overall  

156,961 
(137)  

232,642 
(773)  

196,327 
(162)  

585,930 586,427 

Numbers  in  b rackets  re f lec t  the number  o f  works ,  reservo i rs  or  zones  operated by th at  company 

in  the reg ion i n  2014 .  Some companies  a re  perm i t ted  to  car ry  out  some tes ts  on  samples  taken 

f rom supply  po in ts  ra ther  t han f rom consumers ’  taps .   

 

The Regulat ions set out the parameters water companies must test for and 

most of  the test ing is for parameters with a  European or national standard 

(Schedule 1 parameters) , however, water companies are also required to 

test for other indicator parameters (Schedule 2 parameters). The 

Regulat ions also lay down how many of  these tests must be done for 

samples collected f rom each type of  sample point every year (Schedule 3) 

and the Inspectorate checks that the water companies are meeting these 

sample f requencies.  

In 2014, across the industry the Inspectorate found from its checks that 

there was a shortfall  in the number of  test results submitted by ei ght 

companies. The extent, scope and reasons for the shortfalls are presented 

in Table 8 and the following industry wide summary is provided for 

learning.  
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Three companies (SEW, SRN, SVT) were found to have large shortfalls. In 

relat ion to Southern Water th is was mainly due to a problem with data 

transfer between IT systems (6 ,000 out of  6,608 missing test results) ,  

however, the company also failed to provide accurate populat ion data for 

zones in the annual return sett ing out the planned sampling programme i n 

advance. The correct populat ion data was resubmitted and this reduced 

the shortfall to under 6,000 tests. Data was subsequently submitted to the 

Inspectorate in March 2015. South East Water had a shortfall  of  close to 

5,000 test results due to various fa il ings in the management of  the 

sampling programme (inaccurate ‘asset out of  service’ information and 

samples either not being taken or results not  being included in data 

returns to the Inspectorate). However, there was also a fundamental f law 

in the company’s return whereby the nitrate/nitr ite calculat ion by its 

laboratory was wrong, impacting on both its returns and also those 

provided by other companies using its laboratory. Subsequent correct ion of  

out of  service information reduced the shortfall to 3,4 41 tests.  Severn 

Trent Water’s shortfal l of  1,000 test results was also due to fai l ings in the 

management of  the sampling programme.  Looking across al l the 

companies with shortfalls , col lected samples being ‘ lost in the process’  

between receipt by the laboratory and report ing of  the results back to the 

company was a common problem, which in the case of  Wessex Water 

accounted for one-third of  its shortfall.   

Companies must plan and provide to the Inspectorate an annual sampling 

programme before the start of  each year. However, dur ing the year, where 

an asset is taken out of  service the scheduled sampling program me wil l 

need to be revised to show that the number of  expected samples f rom this 

site has changed.  The Inspectorate is concerned to note that many 

companies are not act ively managing the sample program me in a t imely or 

accurate manner so that appropriate adjustments in the expected number 

of  samples are not occurring. Asset out of  service information is cr it ical to 

the process of  shortfal l checking, the refore companies should be using this 

information act ively and ensuring it  is correct when it  is provided to the 

Inspectorate in the June and December compliance returns. The accuracy 

of  this data is crucial to the summary and shortfall calculat ions proces sed 

within the Inspectorate ’s report ing systems.  Senior managers should 

understand that those companies that fail  to act ively manage their 

sampling programme are providing false information to the Inspectorate 

(and onwards to the public and the European Commission) and also 

displaying a lack of  care about the water quality performance of  the 

company. For both these reasons, the Inspectorate reminds senior 

managers that they should be taking steps to satisfy themselves , through 

regular internal reports , that the regulatory sampling programme is being 

act ively managed and the systems in place are f it  for purpose and 

adequately resourced.   
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Table 8: Shortfalls in tests submitted to the Inspectorate 

Company Issue with test  data  Reasons 

Dŵr Cymru 
Welsh Water  

Shor tfa l l  in tes t numbers at 
var ious d if ferent types of  
sample point (267) .  

-  Scheduled samples not 
col lec ted.  

-  Errors in the schedule.  
-  Laboratory issues.  

Nor thumbr ian 
Water  

Seven addi t ional data 
submiss ions of  data for  2014 
made in March 2015.  

-  Incorrect  ‘asset  out of  
service information’.  

-  For  pest ic ide parameter,  an 
instrument  fa i lure in  the 
laboratory was not ident i f ied 
unt i l  af ter  the year end.  

Severn Trent 
Water  

Shor tfa l l  in tes t numbers 
(1,073)  af fect ing 84 
parameters f rom al l  t ypes of  
sample point.  

-  Laboratory issues 
(analyt ica l qual i t y contro l 
(AQC) and equipment 
fai lures) .  

-  Laboratory issues 
(equipment  and AQC 
fai lures, non-accredi ted 
method used for  one 
parameter) .  

-  Sampler errors.  
-  Scheduling errors.  

South East  
Water  

Shor tfa l l  in tes t numbers 
(4,702)  af fect ing 86 
parameters f rom al l  t ypes of  
sample point.  
 
Ni trate/n itr i te  calculat ion by 
company’s  laboratory 
incorrect for  data returns 
cover ing per iod May 2013 to 
February 2015 ( th is impacted 
on other  water  companies 
us ing the same laboratory) .  

-  Incorrect  ‘asset  out of  
service information’.  

-  Samples col lec ted but  
resul ts not  inc luded on data 
return to Inspectorate.  

-  Scheduled samples not 
col lec ted.  

 

Southern 
Water  

Shor tfa l l  in tes t numbers 
(6,608)  af fect ing 112 
parameters f rom al l  t ypes of  
sample point.  

-  Incorrect  populat ion data 
used at s tar t  of  year.  

-  Data handl ing/ transfer  
problems wi th in company 
systems. 

Thames Water  Shor tfa l l  in tes t numbers (291) 
for  a l l  t ypes of  parameter  and 
sample points.  

-  Laboratory analys is  not 
completed.  

-  Scheduled samples not 
col lec ted.  

Uni ted 
Ut i l i t ies  

Shor tfa l l  in tes t numbers (196) 
for  a l l  t ypes of  parameter  and 
sample point.  

-  Laboratory issues (AQC 
fai lures, data integr i ty 
checks).  

-  Errors in reschedul ing for  
samples not col lected on 
or ig inal  schedule.  

Wessex W ater  Shor tfa l l  in tes t numbers (290) 
for  a l l  t ypes of  parameter  and 
sample point.  

-  Laboratory issues (mainly 
analys is not  completed).  

-  Incorrect  ‘asset  out of  
service’  informat ion.  

-  Scheduling errors.  
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The Regulat ions also require that the water samples are representat ive of  

water being suppl ied to consumers and there are requirements to ensure 

the qual ity of  the analysis of  samples in the laboratory. In 2014 , the 

Inspectorate was not if ied of  eight events (1 DWR, 1 NNE, 2 SRN, 1 SSE,  

1 SVT, 1 TMS, 1 UUT) where sampling or analysis was not to the required 

standard. Of these, the Inspectorate regarded f ive as signif icant.  In one 

instance, there was an artefact compound identif ied during a pestic ide 

analysis (SSE), in another case two samples were swapped with in the 

analysis process (SRN), on two occasions  data was manipulated (DWR 

and NNE). In the remaining instance, a sample was col lected f rom an out 

of  service asset (SVT).  Further detai ls about these events can be found in 

Annex 3  of  the relevant report .  
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Chapter 4: Drinking water quality results 

Chapter 4: 

  Provides details of  tests fail ing to meet microbiological and chemical 

standards.  

  Comments on the remedial act ion taken by the water company or the 

Inspectorate.  

 

The key water quality results for the Western region are presented in two 

tables, one showing the results for microbiological parameters (Table 9), 

the other deal ing with chemical and physical  parameters (Table 13). The 

microbiological quali ty of  water is discussed f irst.  Companies report a l l the 

results of  the tests on a monthly basis to the Inspectorate. A summary of  

the results of  test ing for all parameters and tables that describe the 

drinking water qual ity performance indices of  each company can be found 

on the DWI website (www.dwi.defra.gov.uk). 

 

Microbiological quality 

To protect public health, microbiological standards have to be met at each 

individual treatment works and service reservoir.  The signif icance of  the 

individual test results for each microbiological parameter at each loca t ion 

var ies and a single posit ive result  cannot be interpreted without other 

information. Al l companies are expected to follow best pract ice as set out 

in The Microbiology of Drinking Water  publ ished by the Standing 

Committee of  Analysts (SCA) which can be  found by vis it ing the website at 

https:/ /www.gov.uk/government/publicat ions/standing -committee-of-

analysts-sca-blue-books.  
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Table 9: Microbiological tests  

The number of tests performed and the number of tests not meeting 

the standard 

Parameter  
Current  

standard 

Total 
number 
of tests 

Number of 
tests not  
meeting 

the 
standard 

Addit ional 
information 

Water leaving water t reatment works  

E.col i  0/100ml 22,125 0  

Col i form bacter ia  0/100ml 22,123 10 VW P (1),  W SX (9)  

Clostr id ium 
per fr ingens  

0/100ml 7,551 5 
BRL (1) ,  SWT (2),  
WSX (2)  

Turbid i ty
1
 1NTU 22,036 7 

BRL (1) ,  SBW  (1),  
SWT (1),  W SX (4)  

Water leaving service reservoirs  

E.col i  0/100ml 38,795 1 WSX (1) 

Col i form bacter ia  

0/100ml in 
95% of  tes ts 

at  each 
reservoir  

38,794 23 

BRL (2) ,  SBW  (1),  
SWT (8),  W SX (12)  
 

Al l  773 reservoirs 

in the region met 

the 95% 

compl iance ru le  

Water sampled at  consumers’  taps  

E.col i  0/100ml 12,709 0  

Enterococc i  0/100ml 1,287 1 BRL (1)  
1
Turb id i ty is  a  cr i t ica l  contro l  parameter  for  wate r  t reatment  and d is in fect ion.  

 

E.coli at works and service reservoirs  

In 2014, a total of  60,920 tests at works and service reservoirs  were 

carr ied out by al l the companies across the region and E.col i  was detected 

in just one sample f rom a service reservoir (WSX).  For the second year in 

row there were no E.col i  failures at works.  

On detect ing E.col i,  companies are required to act promptly to protect 

public health. Their immediate response when f inding E.col i  at a works is 

to sample again, and more widely, to conf irm that water being received by 

consumers is safe.  

In October, Wessex Water reported an E.col i  failure at Bothenhampton 

service reservoir .  This was not if ied to the Inspectorate as an event (see 

Annex 3).  The reservoir was removed from service and a f lood test 

revealed ingress points. Repairs were completed in November  and al l 

subsequent samples have proved sat isfactory.   
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Table 10: Detection of E.coli and Enterococci at treatment works, 

service reservoirs and consumers’ taps  

Company 

E.coli  in 
water 

leaving 
treatment 

works 

E.coli  in 
water 

leaving 
service 

reservoirs 

E.coli  at  
consumers’  

taps 

Enterococci 
at 

consumers’  
taps 

Br isto l W ater  0 –  3 ,632 0 –  8 ,259 0 –  3 ,158 1 –  206 

Cholder ton and 
Dis tr ic t  Water  

0 –  59 0 –  52 0 –  12 0 –  4  

Sembcorp 
Bournemouth 
Water  

0 –  1 ,832 0 –  1 ,023 0 –1,113 0 –  92 

South W est Water  0 –  7 ,100 0 –  13,517 0 –  4 ,392 0 –  376 

SSE W ater  0 –  0  0 –  0  0 –  27 0 –  9  

Veol ia W ater 
Projects Ltd  

0 –  208 0 –265 0 –  24 0 –  8  

Wessex W ater  0 –  9 ,294 1 –  15,679 0 –  3 ,983 0 –  592 

Region overal l  0 –  22,125 1 –  38,795 0 –  12,709 1 –  1 ,287 

Note:  Resu l ts  are  shown as  the number  o f  pos i t i ve  tes ts  –  the  to ta l  number  o f  tes ts .  

 

Coliform bacteria at works 

Testing for coliform bacteria gives reassurance that water entering supply 

was treated adequately to remove bacter ial and viral  pathogens. Repeated 

occurrences of  col iform bacteria in samples f rom the same works in one 

year are thus of  concern and require act ion to be taken. In 2014, this 

situat ion occurred at  eight sites (2 WSX –  Maundown South works and 

Hooke works). 

Af ter a col i form failure at Maundown works in August Wessex Water’s 

investigation found nothing signif icant , however, af ter a second col iform 

failure in October, a more thorough investigation identif ied the hatch seals 

on the reservoir had failed. These were repaired  and a redundant st i l l ing 

tube was also removed. The Inspectorate has noted that the company had 

an opportunity to identify and remedy these def iciencies in 2013 when the 

company was investigating a Clostr idium perfr ingens  fai lure at  this site.  
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When invest igating a col iform failure at Hooke works in Apr i l,  Wessex 

Water identif ied faults with the construct ion of  the spring chambers and 

the contact main, neither being in accord with company standards. A 

second coliform failure occurred in August and repairs  have since been 

carr ied out. The site wi l l  be taken out of  service whi lst a UV plant is 

constructed.  

The act ions taken in response to single detect ions of  col iforms from a 

number of  other works were as fol lows : -    

Wessex Water carr ied out two weeks of  enhanced monitor ing at Black 

Lane works af ter a col iform failure in July. The invest igation found nothing 

untoward, although work had been carr ied out on the nearby pump house 

the day before and the sampling facil i t ies were replaced.  

Fol lowing a col iform fa ilure at Dunkerton works in June, Wessex Water  

replaced a leaking gland on the sampling tap and cleaned out the raw 

water col lect ing chamber and pipework.  Fol lowing this remedial act ion al l 

samples have given satisfactory results.  

In October when coli form bacteria were detected in a sample f rom water 

leaving Durleigh works, Wessex Water discovered that the chamber 

containing the tapping for the sample point was f looded. The points of  

ingress into the chamber were sealed and a pump and level probe installed 

to prevent f looding in the future. Addit ional ly , the sample l ine was 

replaced. The Inspectorate noted that the sample tap had been replaced 

relat ively recently so an opportunity had been missed to mit igate this r isk . 

Companies are reminded that maintenance  of  sample facil i t ies should 

include a comprehensive assessment of  the whole facil i ty f rom the point of  

tapping through to the tap. 

The Inspectorate has noted that col iform bacteria were found in ten 

samples f rom treatment works in the Western region dur ing the year. This 

information wi l l be taken into account dur ing  the Inspectorate’s r isk -based 

programme of technical audit .   

 

Clostridium perfringens 

This organism is a spore-forming bacterium that is exceptional ly resistant 

to unfavourable condit ions in the water environment, such as extremes of  

temperature and pH, and disinfect ion processes such as chlor inat ion and 

ultraviolet l ight.  I t  is a normal component of  the intest inal f lora of  up to 

35% of humans and other warm-blooded animals. These characterist ics 

make it  a useful indicator of  either intermittent or historical faecal 

contamination of  a groundwater source or the performance of a surface 
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water f i l t rat ion plant.  The detect ion of  any Clostr idium perfr ingens should 

tr igger an invest igation by the water  company.  

In 2014, out of  7,551 samples taken in the region,  f ive did not  meet the 

specif ied value (1 BRL, 2 SWT, 2 WSX).  

In September, when Clostr idium perfr ingens  was detected in a f inal water 

sample f rom Barrow No. 2 works, Bristol Water reported that treatment was 

performing satisfactori ly at the t ime. However , this site had been 

associated with an event relat ing to the detect ion of  Cryptosporidium  

oocysts and elevated turbidity in the previous month (August –  see Annex 

3) and consequent ial  to that event, the company had init iated a six month 

programme to clean out sediment that had bui lt  up in the individual cells of  

the DAF process.  Companies should consider al l relevant information to 

ensure that investigation of  failures is comprehensive.  

Clostr idium perfr ingens  was also found in a sample  col lected in October  

f rom Northcombe works in Devon, South West Water noted that there had 

been a contemporaneous repair of  valve control lers that would have 

altered forward f low through f i l ters.  Al l subsequent samples have been 

satisfactory.  

In August, following a Clostr idium perfr ingens  failure at Bastreet works in 

Cornwall,  South West Water init iated an in -depth assessment of  r isk at the 

works and of  the wider community in col laborat ion with Publ ic Health 

England (PHE). There was no ident if ied change in residual r isk , but the 

company init iated enhanced monitoring up to and unt i l f i l ter refurbishment 

is completed by March 2016.  

In February, Wessex Water reported Clostr idium perfr ingens  in a sample of  

water leaving Newton Toney works near Amesbury at a t ime when there 

was heavy rainfal l and f looding of  the basement room where the sample 

tapping and l ine was located. The company sealed the cable ducting 

entering the bui lding to prevent future f looding and installed a  level alarm. 

Al l subsequent samples throughout the year were satisfactory.  

The Inspectorate cr it ic ised Wessex Water for its l imited invest igation 

following a Clostr idium perfr ingens  failure at Durleigh works in December 

that was notif ied as an event (see Annex 3).  

 

Turbidity at works 

Turbidity is a measure of  how much l ight can pass through water and 

indicates the ‘cloudiness’ of  water. Turbidity may be caused by either 

inorganic or organic part ic les suspended in the water. At a treatment 

works turbidity is an important cr it ical control in relat ion to determining 

whether raw water has been adequately prepared for disinfect ion. Turbidity 
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standards are set at two points in the water supply chain, at treatment 

works and at consumers’ taps. The following discus sion focuses on the 

results of  samples taken at treatment works where the standard is 1 NTU.  

The results of  turbidity test ing at consumer taps can be found in the  

Maintaining water qual ity in distr ibut ion  sect ion. 

 

Groundwater works 

Where turbidity arises in groundwater it  is usual ly as a consequence of  the 

disturbance of  inert clay or chalk part ic les , but it  can also arise f rom the 

oxidation and precipitat ion of  certain inorganic substances , l ike iron and 

manganese, when air is introduced into the water by  pumping. If  the 

groundwater is under the inf luence of  surface water then the cause of  

turbidity may be part ic les with adherent biological matter, which may 

contain pathogens.  

Irrespective of  origin, turbidity can interfere with the eff iciency of  

dis infect ion. Turbidity is therefore a crit ical control measure that should be 

val idated at a groundwater works by continuous on - l ine monitoring of  raw 

water with alarms set to ensure that act ion is taken to ensure that turbidity 

is <1NTU at al l t imes. Where a r isk  f rom Cryptosporidium  has been 

identif ied in relat ion to a groundwater source and its catchment, then 

companies should be carrying out monitoring of  the raw water and this 

should identify the nature of  the r isk and the suff iciency of  the control 

measures.  

Table 11 i l lustrates the potential groundwater Cryptosporidium  r isk in the 

region and compares it  to the actual Cryptosporidium  r isk in 2014. Out of  a 

total of  258 groundwater abstract ion points, 23 were subjected to r isk-

based monitor ing for Cryptosporidium  and the r isk was ver if ied by posit ive 

oocysts detect ions at 11 abstract ion points  supplying 11 works (1 SBW, 9 

WSX, 1 VWP) During 2014 none of  the works  drawing water f rom these 

abstract ion points exhibited a turbidity fai lure.  
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Table 11: Cryptosporidium  risk assessment and monitoring of 

groundwater abstraction points in the region in 2014 

Company 
Number of 

abstraction 
points 

Number of 
abstraction 

points where 
raw water is 

monitored for 
Cryptosporidium  

Number of 
abstraction points 

where risk of  
Cryptosporidium  

was verif ied* by the 
detect ion of  oocysts  

Br isto l W ater  2 0 0 

Cholder ton Water  2 0 0 

Sembcorp 
Bournemouth Water  

13 1 1 

SSE W ater  0 0 0 

South W est Water  32 0 0 

Veol ia W ater 
Projects  

3 1 1 

Wessex W ater  206 21 9 

Region total  258 23 11 

Industry total  1,961 208 27 

*ve r i f ied  means  e i ther  pos i t i ve  detec t ion o f  Cryptospor id i um  ooc ys ts  or  data  qua l i t y  
insuf f i c ient .  Unc lea r  data  i s  assumed to  be pos i t i ve .  

 

During 2014 there were turbidity fai lures at four other groundwater s ites in 

the Western region (WSX). At Codford works (WSX) in January, the 

turbidity was l inked to start up of  the borehole and it  was found that the 

high turbidity alarm on the site had been overridden to prevent the site 

shutt ing down. Turbidity monitors have since been installed on each 

individual borehole. The groundwater contains natural ly occurring iron and 

this results in a bui ld up of  deposits in tanks. Following the failure the 

tanks were cleaned and there is a scheme in place to install addit ional 

treatment for iron removal at this works which is due for complet ion by 

June 2016. 

Holt works (WSX) exhibited a turbidity fai lure in October. The company 

considered that turbulence on pump start  up disturbed deposits. The 

company has since instal led a turbidity monitor in t he correct locat ion for 

demonstrat ing compliance with Regulat ion 26 (prior to dis infect ion).  

Compton works (WSX) exper ienced a turbidity failure in November at a 

t ime when new booster pumps were being commissioned on the site. This 

was not if ied as an event  to the Inspectorate and further detai ls can be 

found in Annex 3 .  
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In February, a turbidity failure was recorded at Deans Farm works at a 

t ime when Wessex Water was running the site using a  backup generator 

following a power cut. There has been very heavy rainfal l in the area and 

the water table was abnormally high, which is thought to be the reason for 

the change in water quality.  The company ran the borehole to waste for 

two weeks once turbidity had improved with  enhanced monitor ing. All 

subsequent samples  have been sat isfactory.  

 

Surface water works 

Turbidity in surface water is related to sediment and biological matter. 

Fol lowing rainfal l the f low and hence the turbidity in r ivers and streams 

can r ise very quickly and values in excess of  100NTU are not uncommon. 

Surface water may be abstracted into reservoirs where storage of  the 

water allows part ic les to sett le out; however, some of  these reservoirs do 

not have a suff iciently long retent ion t ime for s ett lement of  pathogens such 

as Cryptospor idium .  Al l surface waters are l ikely to contain some faecal 

matter originat ing f rom animals, birds and sewage works discharges. For 

this reason, surface water must be prepared for disinfect ion (clar if icat ion 

and f i l t rat ion). The Bouchier report recommended continuous t urbidity 

monitor ing af ter f i l t rat ion at surface water works against a performance 

target for each individual f i l ter of  <1NTU. Since turbidity can interfere with 

the eff iciency of  disinfect ion, it  is a crit ical control measure that should be 

val idated by continuous on- l ine monitor ing of f i l tered water with alarms set 

to ensure that act ion is taken to ensure that turbidity in water entering the 

f inal dis infect ion stage is <1NTU at al l t imes. Where a r isk f rom 

Cryptosporidium  has been identif ied in the catchment upstream of the 

abstract ion point,  then companies should be carrying out monitor ing of  the 

raw water and this should ident ify the nature of  the r isk and the suf f iciency 

of  the control measures.  

Table 12 i l lustrates the potential surface water Cryptospor idium  r isk in the 

region and compares it  to the actual Cryptosporidium  r isk in 2014. Out of  a 

total of  80 surface water abstract ion points, 52 were subjected to r isk-

based monitor ing for Cryptosporidium  and the r isk was ver if ied by posit ive 

oocysts detect ions at 42 abstract ion points serving the following treatment 

works: SBW (1); BRL (2); WSX (6); SWT (22). During 2014 , three of  the 

works (Banwell works (BRL), Adlams works (SBW) and Prewley works 

(SWT) had turbidity fai lures .   
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Table 12: Cryptosporidium  risk assessment and monitoring of surface 

water abstraction points in the region in 2014 

Company 
Number of 

abstraction 
points 

Number of 
abstraction 

points where 
raw water is 

monitored for 
Cryptosporidium  

Number of 
abstraction points 

where risk of  
Cryptosporidium  

was verif ied* by the 
detect ion of  oocysts  

Br isto l W ater  19 6 2 

Cholder ton Water  0 0 0 

Sembcorp 
Bournemouth Water  

6 5 5 

SSE W ater  0 0 0 

South W est Water  29 29 29 

Veol ia W ater 
Projects  

0 0 0 

Wessex W ater  26 12 6 

Region total  80 52 42 

Industry total  394 180 124 

*ve r i f ied  means  e i ther  pos i t i ve  detec t ion o f  Cryptospor id i um  ooc ys ts  or  data  qua l i t y  
insuf f i c ient .  Unc lea r  data  i s  assumed to  be pos i t i ve .  

 

A turbidity fai lure occurred in a sample col lected in July f rom Banwell 

works, which also contained visual mater ial.  Br istol Water concluded that 

this was slime sloughed of f f rom the sample l ine, which was subsequent ly 

cleaned and disinfected. The company has been carrying out a review of  

al l i ts sample tap facil i t ies and this is due to be complete d by the end of  

July 2015. An inadequate sample l ine situation was also ident i f ied 

following a turbidity fai lure at Adlams works (SBW). This was a repetit ion 

of  a failure in 2013, which the company had attempted to deal with by 

instruct ing the sampler to extend the f lushing t ime. On this occasion the 

company instal led drainage facil i t ies to enable the tap to be kept running 

continuously.   

A turbidity fai lure at  Prewley works (SWT) in September was caused by 

l ime overdosing which occurred due to a faulty val ve. The valve was 

replaced and addit ional pH alarms were instal led to ensure a more t imely 

response to any similar problems.  

During 2014, the Inspectorate was aware of  Cryptosporidium  detect ions as 

descr ibed as follows:  
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In December 2014, Boyne Hollow works operated by Wessex Water was 

abandoned in response to a Not ice put in place by the Inspectorate 

requir ing the company to mit igate the r isk of  Cryptosporidium  at this site 

following detect ions of  oocysts in May and June. Wessex Water also 

agreed to improve treatment by conf iguring the process at Tucking Mill 

works to treat both raw water streams by membrane f i l t rat ion following 

detect ions of  oocysts in March. This was completed and the site returned 

to supply in October.  A second Not ice relat ing to the r isk of  

Cryptosporidium  was put in place in December following oocyst detect ions 

at Wessex Water’s Okeford works in August and September  requir ing the 

company to either instal l addit ional treatment or permanent ly abandon the 

works. The company plan to abandon the site by 30 September 2017 

following network improvements.  

Fol lowing Cryptosporidium  oocyst detect ions at West Lulworth works 

(WSX) in February and July, a Not ice was served in December requir ing 

the company to either install addit ional treatment or pe rmanently abandon 

the works.   

Details are provided in Annex 3  of  several other events in 2014 relat ing to 

the detect ion of  Cryptosporidium  oocysts at four other works:  Knapp Mi l l 

(SBW), Wendron (SWT), Barrow (BRL) and Crownhil l (SWT). 

Cryptosporidium  oocysts were detected at Alderney works (SBW) in 

January. This works was associated with an outbreak of  c ryptospor idiosis  

in 2013 (see Chapter 5: Drinking water qual ity events ).   

 

Coliform bacteria at service reservoirs  

Testing for coliform bacteria gives reass urance that the qual i ty of  water 

held at these strategic points in the distr ibut ion system is adequately 

maintained. The national standard requires that at least 95% of no less 

than 50 samples collected f rom each service reservoir throughout one year 

are f ree f rom all coliform bacteria.  In 2014, al l 773 service reservoirs 

( including water towers) in the region met the standard.  

In September, there was a col iform failure at Sway service reservoir 

(SBW). There were previous failures at this s ite in 2009 and 2012. 

Fol lowing the failure in 2014 the company inspected, c leaned and made 

repairs to seals at this s ite , and updated its r isk assessment . 

At Cardinham service reservoir  (SWT) after a col iform failure in  August, 

South West Water carr ied out a f lood test wh ich ident if ied ingress points 

that were repaired. There have been no subsequent fai lures at this site.  
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After a new reservoir  was commissioned at  Milmarsh in November, Bristol 

Water reported a col iform failure  (BRL). Shortcomings were found with the 

commissioning procedure which al lowed debris to remain in the reservoir.  

The company has since updated its procedures for commissioning new 

assets. The new reservoir was taken out of  service and cleaned again and 

al l samples fol lowing return to service have prove d satisfactory.  

Coliforms were detected at Lapford service reservoir in September . A 

previous fai lure occurred at this s ite in  2004. South West Water was 

satisf ied that the reservoir was in good condit ion , but as a consequence of  

the inspect ion upgraded the sampling facil i t ies  pr ior to returning the 

reservoir to supply. Al l further samples have proved sat isfactory.  

The invest igation of  a col iform failure at Rendlestone service reservoir 

(SWT) was l inked to ingress along a joint.  The roof membrane was 

repaired before the reservoir was returned to service.   

When a col iform failure in October in a sample col lected f rom  Ashcombe 

service reservoir near Dawlish  was investigated, follow-up samples also 

contained coliform bacteria. The internal inspect ion found spid ers which 

had most l ikely entered through a washout. This reservoir exhibits poor 

turnover and is due to be abandoned by South West Water in 2015.  

In November, three col iforms were found in a sample collected from Haytor 

service reservoir near Newton Abbot t,  There was a previous failure at this 

site in 2010. On this occasion, col iform bacteria were grown from the 

sample tap indicat ing poor tap hygiene by South West Water. The tap was 

cleaned and subsequent enhanced monitoring results were satisfactory.  

The company is working towards abandoning this s ite  for operational 

reasons.  

In July, col iform bacteria were detected in  a sample collected from Milber 

service reservoir ,  near Newton Abbott .  There was a previous failure at this 

site in 2005 and an inspect ion in 2007 led to repairs to cracks in the roof  

and vents by South West Water. On this occasion, the company made 

improvements to a sampling point which has since been giving satisfactory 

results.  

Wessex Water cleaned out Charmy Down tower near Bath  following a 

col iform failure at this site in  June. The company also rect if ied integrity 

issues relat ing to cable ducts around a security hatch at Fiveways Old 

service reservoir ,  near Corsham, af ter a col iform failure in November. 

Similar remedies were undertaken a t Sandhi l l reservoir near Warminster 

af ter a coliform failure in Apri l.  Subsequent samples at these three sites 

have given sat isfactory results.  

Fol lowing a col iform failure at  Wyke service reservoir near Weymouth  in 

November, Wessex Water identif ied  ingress through the f loor and the 
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walls. The site was taken out of  service and wil l remain so, although no 

date has yet been set for abandonment.   

Grove New service reservoir (WSX) near Watchet was the subject of  two 

col iform failures dur ing 2014 (January and O ctober) and experienced a 

similar failure in September 2013. Af ter the second failure the hatch 

covers had been repaired; however , af ter the third failure sealant was 

found to be coming away from concrete stands on several hatches. This 

and other failures described above indicate a lack of  thoroughness in the 

approach taken to service reservoir maintenance by Wessex Water. This 

wi l l  be taken into account dur ing  the Inspectorate’s forward programme of 

technical audit .   

At Bathford service reservoir,  in response to a col iform failure in 

September, Wessex Water reported that before this reservoir  could be 

taken out of  service for inspection they needed to address pump control 

issues. A similar lack of  operabi l i ty of  an asset was evident f rom the 

company’s inves t igat ion of  a col iform failure at  Croydon Hall service 

reservoir,  near Minehead, in October. A recommendat ion for repairs f rom 

an inspect ion in 2008 had not been actioned. The reservoir is located on 

land not owned by the company and the sample point is s i tuated in an 

overgrown hedge. The Inspectorate reminded companies in advance of  

submitt ing AMP6 business plans that they should include l imitat ions on the 

operat ion of  an asset in updated r isk assessments and ensure plans were 

in place for a permanent remedy at the earl iest opportunity.   

South West Water repaired ingress points and renewed sampling facil i t ies 

at Hore Down East service reservoir af ter a col iform failure in August . This 

reservoir also exhibited a coliform failure in 2006 and there was a similar 

failure at Hore Down West service reservoir in 2010.  Af ter the work in 

August there have been no further failures reported.  

In Drinking water 2013 ,  i t  was reported that Wembury reservoir was out of  

service following col i form failures and in 2014 South W est Water decided 

to abandon the site. Also in 2013, it  was reported that temporary repairs 

were made at Steeple reservoir following an E.coli  fai lure. The company 

has since completed the necessary enabl ing works so that the reservoir 

could be taken out of  service. The reservoir has since been refurbished 

and returned to service in June 2014.  

In October, a failure at  Windmil l service reservoir near Launceston, 

Cornwall  was reported by South West Water to the Inspectorate as an 

event (see Annex 3) .  

The Inspectorate has noted that col iform bacteria were found in 24 

samples f rom service reservoirs in the Western region during the year and 
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this information wi l l be taken into account during the Inspectorate’s r isk -

based programme of technical audit .   

 

E.coli  and Enterococci at consumers’ taps   

A total of  12,709 consumers’ taps were tested across the Western region 

in 2014 for E.col i  and al l gave sat isfactory results.  Like E.coli ,  the 

presence of  Enterococci is indicat ive of  faecal contamination and neither 

bacterium should be found in any sample.  In 2014, the companies carr ied 

out 1,287 tests for Enterococci at consumers’ taps  and just a single 

sample (BRL) gave a posit ive result .   

Enterococci was detected in a sample f rom Kingswood, Br istol (BRL)  in 

August and was assessed by the Inspectorate as a minor incident . 

Investigations of  propert ies and assets in the area  did not f ind evidence of  

wider faecal contamination. Following two unsuccessful attempts to regain 

entry to the property, the company instal led a non -return valve on the 

supply to the property to prevent any potential contamination of  the 

network by the property.  

 

Chemical quality 

The drinking water regulat ions set out the minimum test ing requirements 

for all chemical and physical parameters. A full summar y of  the results of  

test ing by each company, including the results for indicator parameters , is 

provided on the DWI website.  

The following text and Table 13 set out the results for those parameters 

where there has been a failure to meet a European or natio nal standard 

(mandatory qual ity standards) and any other parameter of  interest. In 

addit ion, at the request of  local author it ies, the results of  test ing for 

f luoride, iron, lead, manganese, nitrate, nitr ite, pesticides and radioact ivity 

are given. The Inspectorate has also included instances where residual 

chlorine results were reported at a level that may be considered 

undesirable on grounds of  consumer acceptabil i ty (2mg/l).  
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Table 13: Chemical and physical parameters 

The number of tests performed and the number of tests not meeting the standard or 
specification 

Parameter 

Current 
standard or 

specified 
concentration

1
 

Total 
number  
of tests 

Number of 
tests not 
meeting 

the 
standard 

Additional information 

Aesthetic parameters  
 

 

   

– odour No abnormal 
change 

3,956 4 BRL (1), WSX (3) 

– taste 3,918 7 SWT (4), WSX (3) 

Aluminium 200μg/l 4,423 1 BRL (1) 

Chlorine – residual (free)
2
 2mg/l 12,576 0  

Chlorine – residual 
(total)

2
 

2mg/l 12,627 1 BRL (1) 

Fluoride  1.5mg/l 1,171 0  

Iron 200μg/l 4,336 15 
BRL (7), SBW (1),  
SWT (2), WSX (5) 

Lead  10μg/l 1,319 8 
BRL (1), SWT (3), 
WSX (4) 

Manganese 50μg/l 4,331 3 SWT (3) 

Nickel 20μg/l 3,615 6 BRL (1), WSX (5) 

Nitrate 50mg/l 1,693 0  

Nitrite 0.5mg/l 1,698 0  

Pesticides – total  0.5μg/l 1,479 0  

Pesticide – individual
3
 0.1μg/l 29,260 1 Metaldehyde BRL (1) 

pH (Hydrogen ion) 6.5 – 9.5 4,841 1 SWT (1) 

Radioactivity     

 Gross alpha 0.1Bq/l
4
 246 0  

 Gross beta 1.0Bq/l
4 

244 0  

 Total indicative dose 0.1mSv/year 0 0  

 Tritium 100Bq/l 508 0  

Notes:  
1
For comparison, 1mg/l is one part in a million, 1μg/l is one part in a thousand million. 

2
The value of 2mg/l is a screening value set by the Inspectorate. 

3
A further 668 tests were done for aldrin, dieldrin, heptachlor, heptachlor epoxide, all of which met the relevant 

standard of 0.03µg/l. 
4
These are screening values to trigger action. The standard is ‘Total Indicative Dose’. 
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Aesthetic parameters 

Aesthetic parameters: Taste and odour 

Consumers expect their dr inking water to be clear and bright  in 

appearance and free from discernible taste or odour. In recognit ion of  this 

the Regulat ions st ipulate national standards for colour, odour and taste.  

Companies are required to investigate the cause of  any adverse result .  

In 2014, a total of  11 tests f rom consumers’ taps in the region exhibited a 

posit ive taste or odour.  Al l tests in the region met the standard for colour . 

The posit ive detect ions of  taste and odour are summarised below in 

relat ion to their nature and cause as determined by the invest igations 

carr ied out by the companies.  From this information it  can be seen that 

many were conf ined to a single property and did not ref lect a wider 

problem in the zone:   

  Penci l:  2 (1 BRL, 1 WSX). This descriptor is specif ic to a substance 

associated with unapproved plast ic pipe, the remedy is to advise the 

householder to replace the pipe with approved  medium density 

polyethylene pipe.  When Br istol Water investigated a penci l odour in 

a consumer’s tap sample col lected in October f rom a property in the 

Falf ield, Charf ield, Wickwar and Hawkesbury Upton zone, a water 

f it t ings inspect ion found a black plast ic supply pipe and lengths of  

redundant pipework. The company advised the householder 

appropr iately. When Wessex Water invest igated a pencil taste and 

odour f rom a property in the Poole zone in June, they also 

discovered a black plast ic supply pipe and gave appropriate advice.  

  Earthy/Musty: 3 (1 WSX, 2 SWT) . This descriptor relates to 

situat ions where harmless, but object ionable, substances are 

produced by the growth of  algae in raw water storage reservoirs or 

the growth of  fungi in poor ly designed plumbin g systems; the remedy 

is improved treatment/reservoir management by the company or to 

advise the householder on necessary changes to the design and 

maintenance of  the plumbing system. Al l three of  the earthy/musty 

failures in 2014 were related to algal growth (see Geosmin  sect ion).  

  Metal l ic/Astr ingent: 1 (SWT). This descr iptor relates to situations where 

plumbing metals, such as copper, are present; the remedy is to advise 

the householder on necessary changes to the design and maintenance 

of  the plumbing system.  

South West Water reported a metall ic taste in a sample f rom a property 

in the Prewley North zone in March. The investigation found that the 

sample was not collected f rom the tap connected direct to the mains , 

but to one connected to a f i l ter where the cartr idge had not been 
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changed since 2007. Af ter receiving advice f rom the company the 

householder disconnected the f i l ter.   

  Sweet: 1 (WSX). This descr iptor relates to suppl ies that are sof tened 

within the customer property. The remedy is to ensure tha t a tap for 

drinking is instal led upstream of the sof tener and these were the 

circumstances when Wessex Water invest igated a sweet taste and 

odour in a sample taken at a property in Calstone zone in Calne, 

Wiltshire in May.  

  Plast ic/Rubber: 1(SWT). In September when a plast ic/rubber taste was 

reported by South West Water f rom a sample col lected f rom a property 

in the Prewley West zone the company provided the householder with 

non-return valves for hoses connections to white goods and this 

resolved the problem. The company also reported that laboratory staf f  

did not follow the correct test procedures and took steps to prevent a 

recurrence.  

 

Consumer contacts to water companies for taste and odour  

When consumers experience a persistent taste or odour, they may  contact 

their water company to report the problem. Records of  these contacts in 

each zone are recorded by water companies and passed to the 

Inspectorate annually. Figure 14 shows the zone-by-zone contact rate per 

1,000 populat ion across the Western region  and i l lustrates that the highest 

contact rates occurred in zones operated by Wessex Water (Wylye, 

Catt istock, Tatworth and Tucking Mil l zones). Wylye zone also exhibited a 

high contact rate in 2013. The contacts from consumers in both Wylye and 

Tucking Mil l zones are about chlor ine and are discussed elsewhere (see 

Chlorine  sect ion).  
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Figure 14: Rate of taste and odour contacts per 1,000 people 

 

There are a number of  legally -binding programmes of work in place to 

improve taste and odour for consumers in the Western region. At Tott iford 

works (SWT) granular act ivated carbon (GAC) treatment is to be instal led 

and addit ional treatment is also planned at four other works: Crownhil l,  

College, Northcombe and Tamar (SWT). These are all due to be completed  

by December 2019.  

Also within the Western region, a scheme to improve taste and odour did 

not go ahead at Blashford works because Wessex Water decided to take 

the works out of  use instead. Wessex Water completed a scheme to install 

addit ional treatment at Sutton Bingham works on t ime, but other 

maintenance work at the site were outstanding, which has meant that the 

benef its have not been fully real ised because the works has only been 

operated on restr icted f low. A further taste and odour scheme in Porlock  is 

due for complet ion in 2017 when Wessex Water is to abandon a works and 

service reservoir and the supply arrangements for six concessionary 

suppl ies improved (see Annex 4).  

 

Aluminium 

Aluminium can occur natural ly in some water sources. Also, aluminium-

based water treatment chemicals may be used at surface water works to 

aid the process of  f i l t rat ion.  
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In 2014, a total of  4,423 samples were tested for aluminium in the Western 

region. Cholderton and Distr ict Water, Sembcorp Bournemouth Water, 

Southwest Water, Wessex Water , Veolia Water Projects and SSE Water  

achieved 100% compliance with the aluminium standard. Just one test 

exceeded the standard (BRL) and this was not related to a problem with 

treatment performance at the works.  

A failure in a sample col lected in August f rom a consumer’s tap in 

Hanham, Bristol (BRL) was attr ibuted by the company to systemic f lushing 

they had been carrying out in the area. Companies are reminded that they 

must ensure that procedures for planned network act ivity do not impact on 

customer water quali ty.  

 

Chlorine  

Chlorine is widely used as bleach  and has a long history of  use in 

circumstances where  the maintenance of  good hygiene is essential,  for 

example, food preparation, swimming pools and water suppl ies . In the UK 

levels of  residual chlorine in tap water are very low, typical ly 0.1 –  0.5mg/l 

and rarely exceeds 1.0mg/l in water drawn from taps in premises . This 

compares very favourably to the World Health Organisation (WHO) health-

related guide value of  5mg/l.   

Water companies are required to measure residual chlor ine whenever 

samples are col lected for microbiological analysis . Any abnormal change 

in the level of  residual chlor ine in a part icular supply must be invest igated. 

The Inspectorate checks the act ion taken by companies in relat ion to any 

chlorine result  above 2mg/l  at treatment, service reservoirs  or  zones. 

Across the region in 2014, there was one abnormal result  (BRL). 

In June, Br istol Water reported a total chlorine value of  2.6 mg/l ( f ree 

chlorine of  1.9mg/l) in a sample collected from Lit t leton works. During 

2014 the chlorine results f rom this works were typical ly 1.1 mg/l (f ree 

chlorine 1.0mg/l).  The company concluded the high result  was 

unrepresentat ive, but there is no evidence to support this conclusion 

because the company did not invest igate the cause at the t ime.  

In addit ion to invest igating  any abnormal change in the level of  residual 

chlorine, water companies must also investigate and address any situation 

where the level of  residual chlorine is not  accepta ble to consumers. 

Companies therefore have protocols in place for receiving, assessing and 

recording contacts f rom consumers report ing chlor ine -related tastes or 

odours in tap water. Figure 15 maps the chlorine taste and odour 

consumer contact rate per 1 ,000 populat ion for all zones in the Western 

region dur ing 2014.  
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Figure 15: Map il lustrating rates of chlorine-related consumer 

contacts to water companies per 1,000 population 

 

From Figure 15 it  can be seen that consumers in several zones ( 1 BRL,  

7 SWT, 7 WSX) exhibit  a rate wel l above the industry average (0.24 per  

1,000 populat ion) for chlor ine-related tastes and odours, for example, the 

Tucking Mil l zone exhibited a chlorine contact rate of  2.01  per 1,000 

populat ion. Companies are expected to use this  information to optimise 

their residual chlorine management arrangements , paying part icular 

attention to minimising the var iat ions in the level of  residual chlor ine 

exper ienced by consumers, since change is of ten the cause of  consumer 

contacts.  

 

Fluoride 

Traces of  f luoride occur naturally in many water sources, part icularly in 

groundwaters. In this region, natural ly occurring f luoride is found in water 

drawn from the great Oolite l imestone in the area of  North East Somerset 

and West Wiltshire (part icularly around Lacock). Consumers can obtain 

specif ic information on the level of  f luoride in the drinking  water supply to 

their home or workplace f rom their water company. Fluoride is not removed 

by conventional water treatment. There are currently no operat ional  

f luoridat ion schemes in the Western region and al l 1,171 tests during 2014 

met the regulatory standard of  1.5mg/l.  The level of  natural f luoride in 
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water suppl ies in in the region ranges between 0.003mg/l and 0.84mg/l.  

Please refer to the DWI website (http:/ /www.dwi.defra.gov.uk) for more 

information on f luoridation.  

 

Geosmin  

Geosmin is a natural substance produced by the seasonal growth of  algae, 

in s low moving surface water . I t  gives r ise to a character ist ic ‘earthy’ or 

‘musty’ taste and odour discernib le to consumers.  

In 2014, South West Water detected geosmin in invest igational samples 

col lected in response to earthy and musty odour failures in consumer’s tap 

samples collected f rom two dif ferent propert ies on the same day in 

October (Restormel Central  and neighbouring Restormel East zone).  The 

company commenced dosing of  powdered act ivated carbon (PAC) at 

Restormel works where there was also an increase in colour. In December , 

South West Water completed a legal ly -binding programme of  improvement 

works to instal l GAC treatment to address a pesticide r isk at Restormel 

works and this should also go some way towards addressing the geosmin 

problems benef it ing 418,589 consumers l iving in Bodmin and the 

surrounding area.  

 

Lead  

Lead in tap water typical ly ar ises in premises where the pipes and brass 

f it t ings have not been refurbished since the 1970s when the use of  lead in 

contact with dr inking water was banned. The other reason why lead may 

be found in tap water is the i l legal use of  lead-based solder for making 

joints on copper pipes.  

In addit ion to the ban, the standard has been progressively t ightened from 

50µg/l in 1990 to 25µg/l in 2004 and since the end of  2013 has stood at 

10µg/l.  Dur ing this t ime period water companies have assessed the r isk of  

lead being present in tap water at the point of  use and where necessary 

instal led addit ional water treatment (general ly phosphate dosing or pH 

correct ion) to minimise the propensity of  lead to leach out of  pipes and 

f i t t ings within consumers’ premises.   

Since the only permanent long-term solut ion to the issue of  lead in tap 

water is the removal of  lead pipes and f it t ings, water companies have been 

engaged in a range of  other act ivit ies to identify where specif ic act ion 

plans for lead removal are required, for examp le in social housing or 

schools. I f  a lead failure occurs in a public bui lding then water companies 

and local authorit ies are able to use their  powers to require the owner to 

remedy the problem; however, in relat ion to private property, water 
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companies and local authorit ies can only give advice, they cannot compel 

homeowners to replace lead pipes or f it t ings.  

Figure 16 shows the posit ion of  the Western region in relat ion to the 

industry as a whole.  From 2009 to 2013 the regional index tracked above 

the industry f igure. In 2014 the f igures al igned as the region saw a small 

decline in compliance with the lead standard.  

Figure 16: Percentage of tests meeting the standard of 10µg/l for lead 

between 2005 and 2014 

 

In 2014, companies in the Western region reported eight (1 BRL, 3 SWT, 4 

WSX) failures of  the standard of  10µg/l out of  a total of  1,319 tests.   

Five of  the eight failures reported by companies dur ing  2014 were in zones 

where the water is treated to reduce the r isk f rom lead. Companies are 

expected to use information about the location of  failures at domestic 

premises to ensure that water treatment is optimised and to identify where 

new water treatment provision is required.   

A value of  13.2µg/l for lead was detected in a tap sample collected f rom a 

hairdressing salon in the Lit t lehempston and Tott iford zone by South West 

Water in Apri l.  The company carr ied out a f it t ings inspection and found 

minor contravent ions relat ing to backf low protect i on and a mains fed hose 

tap. A Sect ion 75 Notice was served requir ing the owner to carry out 

remedial works. Fol lowing replacement of  a section of  plumbing, 

subsequent samples gave sat isfactory results.  

In August, a sample taken in the Dotton zone was found to contain 

16.4µg/l lead. Investigations found that the extern al service pipe was made 

of  lead and South West Water replaced their part of  the pipe in November. 

Fol lowing advice f rom Wessex Water provided in response to a lead failure 
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(13.8µg/l) in October at a property in the Stubhampton zone, the 

householder replaced their lead service pipe.  

Bristol Water completed an improvement scheme (see Annex 4) involving 

instal lat ion of  coagulat ion and membrane treatment at Sherborne works to 

reduce lead that is natural ly occurring in the spring that feeds the works . 

This improvement wi l l  benef it  32,557 consumers l iving in the Midsomer 

Norton and Radstock  area. 

 

Nickel   

Nickel may be present in coatings on modern tap f it t ings. In 201 4, a total 

of  3,615 tests were carr ied out for nickel and all but six (1 BRL, 5 WSX) 

met the standard (20µg/l).   

A level of  36.9µg/l nickel was reported in a sample collected by Br istol 

Water in November f rom a consumer’s tap in the Thornbury, Shirehampton, 

Pil l and Port ishead zone.  A similar result  (45µg/l) occurred in a sample 

col lected f rom Wessex Water’s  Salisbury zone in December. In both cases, 

the company’s invest igation identif ied that the tap was not of  a Water 

Regulat ions Advisory Scheme (WRAS) approved type.   

Wessex Water attr ibuted nickel failures in samples col lected f rom 

consumers’ taps in the Danesborough zone (22.1µg/l) ,  Forston zone. 

(36.3µg/l)  and Odcombe zone (25.7µg/l)  to the tap f it t ing in the propert ies 

and gave wr it ten advice to the householders  about f lushing and tap 

replacement.  

A very high level of  1,316.8µg/l nickel was reported in a sample f rom a 

consumer’s tap in the Al l ington zone  in May. Af ter f lushing, further tests 

gave results well below the standard. The householder was given writ ten 

advice by Wessex Water about f lushing out standing water before using 

the tap for drawing water for drinking.  

 

Nitrate and nitrite  

Nitrate occurs natural ly in all source waters due to the decay of  vegetable 

material in soil.  Nitrogenous fert i l isers used on arable farmland are a 

signif icant source of  nitrate in groundwater. Rainfall washes nitrate f rom 

the soi l into lakes, r ivers and streams. Nitrate levels can be reduced by 

water treatment or by blending with another, low nitrate, water source. In 

2014, al l 1,693 tests for nitrate met the standard (50mg/l).   

Nitr ite may be formed when chloramine is used as the residual dis infectant 

to maintain the microbiological qual ity in the distr ibut ion network. The 

formation of  nitr ite is control led by careful opt imisation of  the 
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chloramination process. Sembcorp Bournemouth Water and Wessex Water 

have arrangements where they can receive bulk suppl ies of  chloramianted 

water f rom each other. Nitr ite can also form in samples of  water, af ter 

col lect ion and before analysis, especial ly if  the sample is not kept cool.  In 

2014, al l 1,698 tests carr ied out across the region for nitr ite met the 

standard.   

During 2014, Br istol Water completed a nitrate improvement programme at 

Frome works. The complet ion of  th is scheme resulted in improved water 

quality to 44,226 people.  

A Not ice is in place to instal l treatment at  Cholderton works to remove 

nitrate by the end of  March 2020 benef it ing 2,100 consumers (see Annex 

4).  

Wessex Water are construct ing an integrated grid system and carrying out 

catchment management to facil i tate blending as a solut ion to nitrate r isks 

at seven sites (Bulbr idge; Chirton; Dunkerton; Fonthil l  Bishop; Hooke; 

Sturminster Marshall ;  and Wylye). The catchment management work was 

completed in March 2015 with the grid system in place, if  required, by 

2018. Once complete this improvement scheme wil l be nef it  approximately 

22,000 customers.  

 

Pesticides and related products  

This group of  substances, generically cal led pesticides, includes many 

organic chemicals ranging from weed kil lers, to insectic ides and 

fungicides. Water sources may contain traces of  p estic ide residues as a 

result  of  agricultural use (pest control on crops) and non -agricultural use 

(herbicides for weed control on highways, railways etc.).  Water companies 

are required to assess the r isk to drinking water supplies of  pestic ide use 

in source water catchments and then test  for those that might be present. 

Companies have taken raw water monitor ing into account when 

document ing potent ial and actual  pesticide hazards through thei r 

Regulat ion 27 r isk assessments . When pestic ides are f irst detected, water 

companies wi l l enhance the monitor ing of  raw water and not ify the 

Environment Agency to facil i tate appropriate act ion in the catchment to 

safeguard drinking water quality.  

Table 17 i l lustrates the potential pestic ide r isk in the region and compar es 

it  to the actual pesticide r isk in 2014. Out of  a total of  338 raw water 

monitor ing points, 192 were subjected to r isk-based monitor ing for 

pestic ides and the r isk was ver if ied by posit ive detect ion of  pestic ides at 

133 abstract ion points.  
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Table 17: Raw water monitoring points at risk from pesticides in 201 4  

Company  

Number of  
raw water 

monitoring 
points 

Raw water 
monitoring points  

monitored for 
pesticide risk  

Number of raw water 
monitoring points 

where pesticide risk 
verif ied by 
monitoring 

Br isto l  W ater 21 11 11 

Cholder ton and 
Dis tr ic t  Water  
 

2 0 0 

Sembcorp 
Bournemouth Water  

19 11 6 

South W est Water  61 54 50 

Veol ia W ater 
Projects  

3 3 3 

Wessex W ater  232 113 63 

Regional total  338 192 133 

Industry total  2,358 1,495 1,058 

Data a re  f or  raw wate r  moni tor ing po in ts  in  the reg ion in  201 4.  Ve r i f i ca t ion o f  r i sk  i s  based on  
a t  leas t  one sample  conta in ing pes t ic ide above the l im i t  o f  detec t ion .  SSE W ater  does  not  
ope rate  abs t rac t ion po in ts  in  the reg ion.  

 

The outcome of  pesticide r isk management by companies in the region was 

that there was only one failure of  the pestic ide standard  for metaldehyde 

(BRL).  

 

Metaldehyde   

Metaldehyde is the act ive ingredient in some slug pel lets.  The standard is 

0.1µg/l.   

A metaldehyde failure (0.119µg/l) occurred in Novem ber at Lit t leton 

treatment works (BRL). The company currently has a legal ly -binding 

programme of work in place to manage metaldehyde in the raw water by 

l iaising with farms applying slug pel lets in the catchment and enhanced 

monitor ing to facil i tate stopping abstract ion where demand permits. The 

Gloucester and Sharpness canal is one of  the sources of  raw water and 

Bristol Water has arrangements with the Canal and River Trust to divert 

f lows from the River Frome into the River Severn when metaldehyde is 

observed in the River Frome. Bristol Water’s catchment management 

strategy is notable because it  includes investigating household use of  

metaldehyde, promot ing good pract ice amongst gardeners and al lotment -

holders. The Inspectorate is requir ing all companies t o continue 

developing solut ions in each of  their high r isk catchments dur ing the AMP6 

period (see Information Letter 01/2014 issued February 2014). In 

September, the Inspectorate wrote to al l companies to explain the 
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report ing requirements for the AMP5 catchment management schemes and 

the follow on AMP6 programmes of  work.  

 

pH (Hydrogen ion)  

The acidity of  water is measured by pH. The standard for pH requires it  to 

be above 6.5 and below 9.5. The most f requent problems arise in upland 

areas where water may pick up iron and humic acids f rom peaty soi l,  

result ing in acidic raw water ( low pH), which is commonly described as 

‘sof t  water’.  Such water has an increased potential to corrode iron pipes. 

Where pH values above 9.5 occur this is usual ly due to leaching  f rom 

cement mortar- l ined mains. Addit ionally, the pH of  water can be affected 

when a treatment device within premises art if icial ly sof tens the tap water.  

In the Western region, out of  a total of  4,841 tests, the standard was 

exceeded on one occasion in 2014.  

South West Water reported a consumer’s tap sample f rom the Avon zone 

with a pH of  9.9 in June. The cause was found to be low turnover in a 

cement- l ined main. Flushing was not a feasible solut ion therefore  a 

redundant sect ion of main was capped of f , and consumers served from 

another main that was not cement l ined and where the pH was 7.9.   

 

Radioactivity  

Gross alpha/gross beta/ total indicative dose 

Radioactivity in raw water can occur natural ly in the environment or f rom a 

specif ic point source emission. Water companies are required to screen for 

radionucl ides that emit either alpha or beta part ic les. I f  such screening 

exceeds guide values (gross alpha 0.1Bq/l,  gross beta 1.0Bq/l) then fuller 

analysis for specif ic radionucl ides is carr ied out to determ ine the origin. 

Under these circumstances the total indicat ive dose (TID) must be 

calculated. TID is a measure of  the effect ive dose of  radiat ion through 

consumpt ion of  the water  and no further act ion is required if  the  guide 

value of  0.1mSv/year is not exceeded.  

Where screening and other information has shown there to be no r isk 

relat ing to radioact ivity in a specif ic water supply, companies can apply 

for,  and have been granted, an exemption f rom further radioactivity 

monitor ing (known as a waiver) by the  Inspectorate. For TID, in the 

Western region a waiver has been granted for all but 2 7 zones (2 BRL, 1 

SSE, 1 VWP, 23 WSX). During 2014, SSE Water was granted a waiver for 

TID for two zones.  
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Out of a total of  490 tests carr ied out in the Western region in 2014 none 

gave results above the gross alpha or gross beta screening values.  

 

Tritium  

Monitor ing for tr it ium is necessary only where a source of  tr it ium is present 

within the catchment and it  cannot be shown on the basis of  other 

surveil lance programmes or investigations that the level of  tr it ium is well 

below its parametr ic indicator value of  100Bq/l.   

In 2014, a total  of  508 tests for tr it ium were carr ied out in the Western 

region by six companies (13 BRL,  92 SBW, 380 SWT, 1 SSE, 8 VWP, 14 

WSX) and al l of  the results were below the screening value of  100Bq/l.  

For tr it ium, waivers have been granted for al l but 15 zones (2 BRL, 10 

SBW, 1 VWP, 2 WSX). In 2014, South West Water was granted a waiver 

cover ing al l zones.  

Monitor ing waivers t ime expire af ter f ive years and the Inspectorate has 

been in discussion with companies dur ing 2014 to ensure they are now 

carrying out monitoring in those situat ions where a waiver had not been 

renewed. 

Information Letter 06/2013 advised companies about the new EU Direct ive 

made under the Euratom Treaty concerning the requirements for 

radioact ivity monitor ing of drinking water.  These requirements must be 

implemented in national legislat ion by 28 November 2015. Dur ing 2014 the 

Inspectorate has been working closely with Defra t o ensure the necessary 

changes are made to the drinking water regulat ions. The pr incipal change 

relates to the introduction of  a monitor ing standard for radon because the 

other requirements are already in place. The Inspectorate on behalf  of  

Defra wi l l be consult ing the industry on the proposed changes to the 

Regulat ions over the summer of  2015.  

 

Maintaining water quality in distribution   

Elevated levels of  iron or manganese are object ionable to consumers 

because the water may appear turbid or discoloured due to unsightly 

deposits and may also stain laundry and water f it t ings. Since 2004 the 

Inspectorate has been monitor ing the progress of  companies’ distr ibut ion 

maintenance work, using an index made up of  three parameters (turbidity, 

iron and manganese). F igure 18 shows the long-term improvements in the 

Western region with the index now standing at 99.91% up from 99.89% in 

2013.  
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A major issue in the region is the ongoing trunk mains improvements by 

Bristol Water where the company is s l ip l in ing around 60km  of trunk main 

in the city of  Bristol and then carrying out systemat ic c leaning of  the 

distr ibut ion network. The trunk main relining wi l l be completed by August 

2015 and the cleaning of  the distr ibut ion system is due to be f inished by 

November 2015. Five of  the iron failures during 2014 were in the area 

affected by this scheme, which has been delayed (see Annex 4).  Once 

f inished, these improvements should minimise discolourat ion and iron 

failures in 17 zones serving a populat ion of  531,159.   

Figure 18: Percentage of tests meeting the standards for  turbidity, 

iron and manganese 

 

Note: SSE Water only began supplying water in 2008. They have achieved 100% in each year since. 
Veolia Water Projects only began supplying water to Tidworth in 2009. They have achieved 100% in each year since. 
Cholderton and District Water have achieved 100% in each year except 2002 (95.83%), 2003 (97.62%) and 2004 (97.22%) 

 

Discolourat ion of  tap water of ten prompts consumers to contact their water 

company. The number of  people contac t ing water companies about 

discoloured water is reported annual ly to the Inspectorate in accordance 

with Information Letter 1/2006. Looking at the trend s ince 2008, it  can be 

seen from Figure 19 that across the industry, the numbers of  consumers 

contact ing their water company to complain about discoloured water has 

declined. The total for the industry in 2014 was 47,986. In the Western 

region the f igure now stands at 7,171 , down from 16,790 in 2008 and 

comprises 15% of all  consumer contacts for discolourat i on across England 

and Wales.  
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Figure 19: Total contacts for discolouration 2008–2014  

 

 

In 2014, the Inspectorate carr ied out an exercise to ident ify zones with 

persistent discolourat ion issues  and Figure 20 i l lustrates the f indings. In 

total,  21 zones were identif ied (20 SWT, 1 WSX).   

The majority of  the zones identif ied were in the area served by South West 

Water where several schemes were completed between 2006 and 2013 to 

remove manganese at treatment works and to refurbish water mains. The 

f indings suggest that there is a need for the company to take further steps 

to secure the benef it  for consumers of  these improvement works.  However, 

none of  these zones are included in schemes in AMP6 to rect i fy 

discolourat ion.  

The Ful lwood zone, operated by Wessex Water, is included in a wider 

scheme to renovate a trunk main and the associated local mains network 

which is due for complet ion in 2016.  

The Inspectorate expects companies to be reviewing consumer contact 

data on a continuous basis to identify zones with pe rsistent problems that 

require remediat ion, irrespective of  whether the zone has been the subject 

of  improvement works in the past.  
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Figure 20: Zones with persistently elevated discolouration contacts  

 

In 2014, across the whole of  the Western region, out of  total of  14,837 

tests for the four parameters ( iron, manganese, turbidity and 

benzo(a)pyrene) there were 18 failures ( iron 15; manganese 3). The 

Inspectorate expects that the location and circumstances of  the se 18 

failures reported by the companies w i l l have been taken into account 

during the relevant r isk assessments and Distr ibut ion, Operation and 

Maintenance Strategies (DOMS). The detai ls of  where this occurred are 

descr ibed below.  

  Bristol Water –  seven failures for iron.  

  There were two fai lures in  the Kingswood, Fishponds and 

Mangotsf ield zone. Bristol Water noted that in one instance the 

property was located at the end of  a three inch cast iron main and a 

sample f rom a neighbour ing property contained iron, however, the 

company did not carry out remedial f lushing. The second failure in 

this zone was attr ibuted to an event involving 20 low pressure/loss 

of  supply consumer contacts where there were f low changes due to 

valve operations. Three iron failures were attr ibuted to sect ions of  

cast iron main in the three dif ferent zones (Blagdon, Clutton, 

Peasedown, Midsomer Norton and Radstock; Stapleton, St. George 

and Coombe zone; and Shepton Mallet,  Pilton, Oakhil l ,  Wookey Hole 
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and Shipham). The company is reminded that they must introduce 

short-term remedial measures such as regular f lushing unti l sect ions 

of  mains identif ied as being in poor condit ion have been remediated.  

  Sembcorp Water –  one failure for iron. The company’s invest igation and 

f i t t ings inspect ion concluded that the cause was deteriorat ion of  the 

customer’s galvanised iron supply pipe.  

  South West Water –  two failures for iron and three fai lures for 

manganese. Both iron failures occurred at consumer’s taps in the Pynes 

Central zone in Exeter and the cause was determined as a three inch 

cast iron main in poor condit ion. This was slip l ined in December 2014 

and subsequent samples have given sat isfactory results. The other 

failure was attr ibuted to disturbance of  sediment following local valve 

operat ions in a part of  the network that is scheduled  for cleaning by 

March 2016.  

One of  the three manganese failures in 2014 was caused by an 

increased demand for water by a brewery located in the Al lers zone and 

South West Water carr ied out a mains cleaning exercise to prevent a 

recurrence. The company also carr ied out a f lushing exercise following 

a manganese fai lure in the Avon zone. A manganese failure in the 

Restormel West zone was reported late by the laboratory ( AQC results 

meant the test ing had to be repeated before being conf irmed). 

Fortuitously the presence of  manganese was short - l ived. Procedures 

have been improved to prevent a future report ing failure of  this type.  

  Wessex Water –  there were f ive failures for iron. Four iron failures 

occurred in Taunton in areas known to be at r isk f rom discoloura t ion 

where the ‘Taunton clean and clear’ scheme is being carr ied out by 

Wessex Water. In response the company introduced short -term 

measures (f lushing or service pipe replacement) and pr ior it ised the 

longer term rehabi l itat ion work schedule.   

Two of  the f ive failures occurred at consumers ’ taps in the Fulwood 

zone in January and October. The f irst of  these was attr ibuted to a 385 

metre galvanised service pipe that exhibited elevated concentrat ions of  

iron, lead, copper and zinc. The company replaced approxi mately 25 

metres of  galvanised pipe leading f rom the main to the customer 

boundary and gave advice to the householder. The second fai lure in a 

cul-de-sac in the Fulwood zone was due to the accumulat ion of  iron 

deposits at the end of  the system because near by propert ies were also 

affected. Wessex Water introduced a weekly f lushing programme and 

subsequently decided to replace a length of  asbestos cement - l ined 

main.  
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Two more of  the iron failures occurred at consumers ’ taps in Maundown 

Central zone occurred in August and November. The f irst arose at one 

of  seven propert ies located in a cul -de-sac. Part of  the network had 

been epoxy l ined in 2002, however , a length of  380m feeding the cul -

de-sac had not been remediated. Flushing was introduced to manage 

water qual ity and rel ining of  this section of  main scheduled to take 

place in July 2015.  

The second fai lure in the Maundown Central zone occurred at  a retai l 

out let  in November where Wessex Water is regular ly f lushing the 

network. A copper service pipe was found connected to the galvanised 

plumbing system. The copper pipe was replaced with plast ic to reduce 

the r isk of  galvanic corrosion. This part of  the network is due to be 

rehabi l itated dur ing AMP6 (see Annex 4) .   

The f if th failure occurred in January in a sample taken at a sports 

centre in the Calstone zone. A f it t ings inspection at this publ ic bui lding 

identif ied a number of  minor contravent ions. Wessex Water also found 

a relat ively long (45m) service pipe and concluded this may have 

contr ibuted to the fai lure as the sample had been collected on the f irst 

day the centre was open af ter closing for Christmas. Subsequent 

samples gave satisfactory results.  

Annex 4  detai ls the legally-binding programmes of  distr ibut ion 

maintenance work scheduled for complet ion betwee n now and 2020 to 

address ongoing distr ibut ion qual ity problems in the Western region.  

 

Chapter 5: Drinking water quality events   

Chapter 5: 

  Explains how events are classif ied.  

  Provides summary f igures of  the number and type of  events.  

  I l lustrates industry-wide learning points f rom case studies.  

 

Water quality events are classif ied into f ive broad categories based on the 

init ial company report.  The categories are:  

Not significant:  no further information required by an inspector to assess 

the event.  

Minor:  i t  is unl ikely that further information would be required by an 

inspector to assess the event . 
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Significant:  a ful l company report is usual ly required to enable an 

inspector to assess the event . 

Serious:  in addit ion to a full company report,  the assessment  may involve 

more than one inspector and site visits in the investigation.  

Major:  in addit ion to a full company report,  wil l  require an investigation led 

by senior inspectors involving extensive information gathering and usual ly 

site vis its. 

In 2014, companies in the Western region notif ied the Inspectorate of   

85 events. Table 21 shows how these events were classif ied.  

Table 21: Water quality events in the region in 2014  

Nature of event  

Risk assessment category (DWI)  

Minor*  Signif icant  Serious**  

2013 2014 2013 2014 2013 2014 

Air in water  -  -  -  -  -  -  

Chemical  -  2  3 -  -  -  

Discoloured water  2 2 9 6 -  -  

Inadequate t reatment  -  1  3 9 -  -  

Loss of  suppl ies/poor pressure  5 6 1 7 -  -  

Microbiological  9 6 8 9 -  -  

Taste/Odour  6 2 3 2 -  -  

Health concern  1 1 6 6 1 -  

Publ ic concern  13 9 7 4 1 -  

Other  3 3 1 10 -  -  

Region overal l  39 32 41 53 2 -  

England and Wales 225 281 199 218 3 12 
*Minor  category numbers inc lude a l l  not  s ign i f icant  and minor  events  
**Ser ious category numbers inc lude a l l  ser ious and major  e vents  

 

A summary of  the nature, cause and durat ion of  each  event categorised as 

signif icant, serious or major along with detai ls of  the Inspectorate ’s  

f indings are set out in  Annex 3 .  Most events were of  relat ively short 

durat ion and the company took appropriate act ion to inform and safeguard 

consumers and other stakeholders. A comparison of  2013 events with 

those of  2014 shows an increase in the number of  signif icant  events, 

although there were no serious events in 2014.   

Wider learning points f rom event assessments in the region in 2014 are 

highl ighted by the following cases : 

 

Companies require 24/7 communication and operational capability  

This event occurred over the Christmas publ ic hol iday per iod when there 

was bad weather and widespread f looding makin g access to operat ional 

sites dif f icult .  During the early evening of  Christmas Eve, a groundwater 

works in Wiltshire operated by Wessex Water shut down automatically in 
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response to r is ing turbidity in the raw water. A technician, bel ieving the 

cause to be a monitor fault ,  restarted the works. However, later in the 

evening the works shut down again, this t ime due to r ising turbidity in the 

treated water leaving the site. This t ime, the works was restarted and run 

into supply for over an hour during which t im e the technician attempted to 

identify the reason for the turbidity issue by way of  running each of  the 

boreholes that serve the works in sequence. This site was conf igured in 

such a way that there was only one raw water turbidity meter through 

which al l of  the boreholes pump. The duty scientist was then cal led and 

the works taken out of  supply. Overnight and into Christmas Day morning 

the works was run to waste and turbidity monitored. A decision was then 

made to put the works back into supply even though turbidity was around 

2NTU, twice the level set in the Regulat ions to ensure effect ive 

dis infect ion.  

The Inspectorate was crit ical that consumers were not given any warning 

that water qual ity may not be up to its normal qual ity, the company could 

not demonstrate the decision-making process that led it  to return the works 

to supply and there was no notif icat ion made to the Inspectorate at the 

t ime. The cause of  the event was foreseeable. A borehole located in a 

below ground chamber was located in a f looded f ield adjacent to the site. 

During an audit  carr ied out by the Inspectorate in response to the wider 

f looding event, it  was noted that the borehole was not sealed effect ively 

therefore there was a pathway for f lood water to enter the borehole. The 

company’s  regulatory r isk assessment did not extend in scope to 

considerat ion of  the l ikelihood of  f looding during severe weather and the 

response to the event was not informed by a suitable r isk assessment. 

Instead assumptions were made about water quality and the  r isk of  surface 

water inf luence and the company underestimated the r isk to disinfect ion. 

Companies are reminded that the turbidity standard of  1NTU is set at the 

point where water is presented for disinfect ion as an important publ ic 

health safeguard and whenever this is breached, there is a r isk that the 

quality of  water entering supply may have been compromised and 

companies must pr iorit ise publ ic health protect ion, including the 

forewarning of  consumers, and not if icat ion of  the Inspectorate in a t imely 

manner.  

 

Enforcement Order  

In September, Bristol Water experienced a burst main that resulted in a 

loss of  suppl ies to consumers, potential ly of  a scale beyond the resources 

of the company’s own alternate supply provision. While the worst case 

scenar io was avoided and the company’s operational capacity proved 

suff icient to restore suppl ies to normal, there were ser ious fail ings in 

respect of  the report ing of  the event in accordance with the Water Industry 
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(Suppl iers’ Information) Direct ion 2012 (the Informa t ion Direct ion). In 

part icular , there was misreport ing of  the number of  consumers affected 

which resulted in an underestimat ion of  the extent and impact of  the event, 

these being factors which inf luence the Inspectorate’s regulatory 

response.  

Fol lowing the Inspectorate’s assessment of  this event, a provisional 

Enforcement Order was put in place in early December. The requirements 

of  such Orders are effect ive immediately for a period of  three months and 

the purpose of  this enforcement measure is to ensure t he safety and 

secur ity of  drinking water suppl ies. Bristol Water was required to review 

and make improvements to their procedures for the management of  water 

quality or suff iciency events, specif ical ly the methods of  calculat ing and 

report ing the scale of  an event in terms of  the populat ion potential ly 

affected. 

Towards the end of  the per iod covered by the provisional Enforcement 

Order the Inspectorate carr ied out an audit  to establ ish if  Bristol Water had 

complied with the Order. The company could not demo nstrate that they 

had del ivered the act ions in a manner which provided the assurance there 

would be no repetit ion of  the original fail ings, therefore, the Inspectorate 

concluded that it  was in the public interest to put in place a f inal 

Enforcement Order, a breach of  which is an offence, enforceable through 

the courts. The process of  putt ing in place a f inal Enforcement Order 

involves a formal per iod of  consultat ion with the company and engages the 

processes as set out in the Inspectorate’s enforcement pol i cy 

(http:/ /dwi.defra.gov.uk/about/enforcement -pol/dwi-enforcement.pdf).  Af ter 

consider ing the company’s representat ions, the Inspectorate remained of  

the opinion that a f inal Enforcement Order was in the publ ic interest and 

the Order was put in place on 22 Apr il 2015 requir ing specif ied act ions to 

be completed by 12 June 2015.  

This is the f irst t ime that the Inspectorate has found it  necessary to 

convert a provisional Order into a f inal Order to secure compliance. The 

original errors by Br istol Water had se rious implicat ions far wider than the 

company and this was compounded by the inabi l i ty of  the company to 

demonstrate that it  had learnt the lessons in a t imely and ef fect ive way. 

The Inspectorate reminds al l senior managers in the industry that they are 

responsible for assuring themselves that the arrangements in place for 

secur ing compliance with Direct ions made by the Secretary of  State are 

robust and capable of  standing up to audit  scrut iny. A wide range of  

stakeholders are required to respond to notif ic at ions made under both the 

Information Direct ion and the Secur ity and Emergency Measures (Water 

Undertakers’) Direct ion ,  and the di l igence of  water companies is cr it ical ly 

important in tr iggering, or not, decision making and substantive resource 
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deployment by others. The Inspectorate wi l l not hesitate to take similar 

act ion again in l ight of  any similar evidence of  a breach of  a Direct ion.  

The following examples are included in this report because of  the industry -

wide learning points.  

 

Flooding of water supply infrastructure 

The beginning of  2014 was characterised by per iods of  heavy rainfal l 

part icularly in southern England where extensive f looding occurred 

impact ing on some water treatment works, notably Kenley (SES) and 

Egham (AFW) in Surrey.  

Figure 22: Emergency flood defences at Kenley works 

 

 

Kenley is a groundwater works and a normally dry culvert adjacent to the 

site began f lowing, result ing in f looding of  the site in ear ly February. 

Sutton and East Surrey Water responded quickly to protect treatment  

processes and power suppl ies with sandbags and f lood defences (provided 

by Nat ional Grid) and to pump away f lood water with the assistance of  a 

mult i-agency team including the London Fire Br igade and the London 
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Borough of  Croydon, who managed the event overal l.  Loss of supply f rom 

this works would have affected 5 ,000 propert ies.  

At Egham works, f looding of  the River Thames threatened the sludge 

treatment plant on the site. Again a mult i -agency response avoided the 

loss of  suppl ies to consumers to about 110,000 propert ies with the army 

instal l ing sandbags to protect the sludge plant. The remainder of  the 

assets on the site were already protected f rom the r isk of f looding due to 

elevation above the f lood r isk level.  

Inspectors carr ied out public conf idence technical visits to both of  these 

works during the event to independent ly assess that the mit igat ion 

measures put in place by the companies and other agencies were 

comprehensively addressing al l potential  r isks to water qual ity. These 

vis its enabled the Chief  Inspector to provide ministers with independent 

reassurance that these water supplies, which remained fully operational 

throughout the emergency, were safe and the companies were being 

provided with al l the wider resources necessary.  

Despite the general ly good response and outcome, the experience 

highl ighted that both companies had further work to do in order to fully 

understand and mit igate the r isk of  f looding at these sites. There is 

learning for the industry as a whole in terms of the lessons learnt f rom 

these events about the readiness and thoroughness of  contingency plans 

for loss of  supplies f rom all s ites. In part icular, al l companies should have 

in place detai led plans regarding the availabil i ty and use of  cross -

boundary supplies to enable the maintenance of  suppl ies. The Inspectorate 

expects industry-wide learning to have taken place with al l companies 

having completed the necessary reviews and any resultant act ion plans. 

Companies should be able to demonstrate that the learning exercise was 

comprehensive and embedded, and this wi l l  be taken into account dur ing 

the Inspectorate’s forward programme of  technical audit .  
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Figure 23: Flood waters at Egham works  

 

 

A foul smell and taste in a vil lage water supply  

Around midday on 9 May reports of  foul water began to be received f rom 

residents in a vil lage in Gloucestershire. In total that day, there were nine 

contacts, including f rom the vi l lage pub and a playgroup for pre -school 

chi ldren. By late evening, consumers had been given a boi l water l eaf let 

and bott led water. However, the handl ing of  the event by Severn Trent 

Water caused confusion and anger in the community because people were 

being given information that direct ly conf l icted with their own observat ions 

about the foul taste or smell of  the water. This loss of  conf idence was not 

short l ived and some vil lagers st i l l  do not  drink unf i ltered tap water.  

In the days before the event, Severn Trent Water had been receiving poor 

pressure cal ls f rom an adjacent distr ict metered area. On the morn ing of  9 

May a technician had been directed to check the pressure at  a hydrant and 

the status of  a valve feeding the area affected by low pressure. The 

technician found a lower than expected pressure on the 180mm main 

shown on the mains records as serving the affected area and a valve 

shown as open on these records was in fact shut. This valve was then 

opened. On investigating further, the technician found that the company’s 

mains laying contractors had commissioned a new 90mm plast ic main in 

September 2013, but  this was not shown on the plans although it  was 

supplying the propert ies experiencing low pressure. The technician 

returned to check the pressure on the new 90mm plast ic main and on 

f inding it  was lower than expected, reverted the posit ion of  the val ve on 
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the 180mm main to its original shut posit ion. By operating the valve on the 

180mm main, a volume of  stagnant water was let into the network and the 

quality of  this water was suf f icient ly foul when it  emerged from taps that 

consumers rejected i t  for use. In total there were 38 contacts report ing the 

object ionable taste or odour and a normal supply was restored af ter 

f lushing and sampling three days later.  

The root cause of  this event was poor management of  mains laying 

contractors so that it  took eight months (September to June), and also a 

consequential water quality event, for the mains records to be updated. 

This was not an isolated occasion of  consumers being adversely impacted 

by act ions taken as a consequence of  inaccurate records. The 

Inspectora te’s assessment of  two events in 2010, one in 2012 and another 

in 2013, were all caused by decisions taken on the basis of  erroneous 

mains records. Furthermore, when pleading guilty in court to the offence of  

supplying water unf it  for consumption in 2013 t he company acknowledged 

that mobil isat ion of  standing water following changing pressures and f low 

within a system can cause unusual tastes and odours. The Inspectorate is 

unimpressed that neither compell ing evidence or recommendations or 

prosecut ion, resul ted in decisive preventat ive act ion to deal effect ively 

with def iciencies in the governance of  f ramework contractors. Companies 

are reminded that the speed of  recording changes to mains on the l ive 

system following the commissioning of  new mains is a crit i cal water qual ity 

control,  not an inconsequential administrat ive chore unworthy of  the 

attention of  senior management.  

 

Responding to sewage like taste and odour reports by consumers  

In November, a customer contacted Severn Trent Water report ing that the 

tap water had a sewage like taste and odour. Local ised , but serious, faecal 

contamination of  tap water in two propert ies was conf irmed by the 

presence in samples of  four indicator organisms ( E.coli ,  col iforms, 

Enterococci and Clostr idium perfr ingens ) .  Contemporaneous samples 

col lected upstream in the network all gave satisfactory results , therefore 

do not dr ink advice and bott led water was given to the occupiers of  both 

propert ies. A detai led investigation of  the supply arrangements revealed 

that a privately owned water tank was connected to the service pipe 

serving both propert ies. This tank was found to be in poor condit ion 

al lowing ingress of  faecal matter f rom sheep. Further investigation 

identif ied that a third property was connected to the same service  pipe, but 

at a point upstream of the water tank. Samples f rom this third property 

while giving satisfactory microbiological results exhibited high results for 

turbidity (12.2NTU), iron (2,647µg/l) and manganese (69.9µg/l).  The 

warning advice was extended to this third property and a Section 75 Not ice 

for a category 5 r isk was served on the responsible persons.  
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To provide protect ion to the wider distr ibut ion system, a boundary box was 

f i t ted to the point of  connection with the company’s main and, addit iona l ly,  

a non-return valve was f it ted to the tank inlet.  The sect ion of  service pipe 

serving the third property was f lushed and subsequent samples verif ied 

that these act ions had restored to normal the water supply to this property. 

Fol lowing notif icat ion that remedial works to bypass the external tank had 

been completed, Severn Trent Water took further samples f rom the two 

propert ies or iginal ly served by the tank. On this occasion, Cryptospor idium  

oocysts were detected therefore further remedial work was requ ired, 

including extensive f lushing and addit ional monitor ing. In l ight of  the 

satisfactory results obtained at this stage PHE and the relevant local 

Environmental Health Off icer conf irmed they were content for the company 

to l i f t  the boi l water advice.  

This event i l lustrates the importance of  responding quickly and effect ively 

to a report f rom a consumer of  a ‘sewage like ’ odour or taste in tap water. 

Such contacts may be the f irst and only indication of  a serious problem 

and warrant an immediate and thorough f it t ings inspection. Sampling, 

while important, should not be on the crit ical path to deciding on the need 

to inspect the water supply arrangements; the nature of  the consumer 

report alone is suf f icient of  itself  to warrant an urgent f it t ings inspect io n to 

safeguard publ ic health. As this case highl ights, sampling by itself  does 

not fully ident ify either the cause or the remedy. Companies also need to 

appreciate that , depending on the exact supply arrangements; any 

contamination may be intermittent making sampling an unrel iable f irst l ine 

response. The Inspectorate recommends that companies check to ensure 

that protocols for handl ing consumer water quality contacts specif ical ly 

identify sewage l ike taste and odour reports and empower f irst l ine 

responders to pr iorit ise these for inspection, as wel l as sampling.  

 

The objective and purpose of Regulation 8  in the Private Water 

Supplies Regulations  

In February, an MP wrote to the Inspectorate on behalf  of a constituent 

who was complaining about a ‘copper re sidue’ in her drinking water. In l ine 

with normal pract ice,  the Inspectorate contacted the water company to f ind 

out if  they were aware of  the complaint and , if  yes, to establ ish whether 

the company had investigated appropr iately or , if  no, to require the 

company to investigate. The company was able to conf irm that the 

constituent was not a customer on their bi l l ing records, but had previously 

requested a direct connect ion to the mains supply f ree of  charge. Her 

request had been handled as a f irst t ime connection request, the quote for 

which was inf luenced by the nearest main being several miles away. When 

handl ing her request the company did not  recognise, and inform the local 

author ity, that the exist ing supply to the property was a mains water supply 
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prov ided by means of  a ‘further onward distr ibut ion’ arrangement across 

land owned by another party (as def ined by Regulat ion 8 in the private 

supply regulat ions).  

The Inspectorate’s next act ion was to contact the local authority to make 

them aware of  the water quality complaint associated with the Regulat ion 8 

supply. In March, the local author ity conf irmed that whi le they had 

discussed and agreed the Regulat ion 8 arrangement with the water 

company, they had not been able to investigate the complaint because t he 

complainant was not contactable and the owner of  the adjacent premises 

had recently passed away.  

In May, the local authority contacted the Inspectorate again to report that 

the matter had been progressed, not by them, but by the water company 

who was instal l ing a f ree connection to the mains supply. The company 

was contacted again by the Inspectorate whereupon it  was explained that 

other new mains work was being carr ied out in the zone to improve 

resi l ience against insuff iciency, therefore they could now meet the original 

request for a direct connect ion to this property at no expense to the owner. 

The Inspectorate pointed out that on complet ion of  these works, the duties 

on the local authority under the pr ivate water supply regulat ions would fall 

away, but the duty to invest igate the water quality complaint did not fall 

away, instead it  transferred to the water company.  

In July, the company reported that the connect ion to the property had been 

made to the company’s newly laid main and a water f it t ings insp ection had 

been carr ied out which had conf irmed there was no copper pipework inside 

the property. Addit ional ly , sampling had been carr ied out and al l the 

results were sat isfactory. This information enabled the Inspectorate to 

answer and close the original enquiry f rom the MP.  

This case study highlights how requests for new connections to water 

companies provide an opportunity to identify Regulat ion 8 supply 

situat ions. Al l companies should update their new connections procedures 

so that staff  are aware that  these supplies should be recorded on the 

private supply record and therefore they should notify the local authority 

whenever such an arrangement comes to l ight.  

While it  is not uncommon for consumers to make a complaint about their 

drinking water when they have exhausted al l other routes for resolving a 

supply problem, as this case i l lustrates, care is required to ensure that 

best endeavours to resolve a supply problem do not distract f rom the duty 

to carry out a t imely investigation of  any reported water qual ity concern. 

Regulat ion 8 was introduced into the new private water supply regulat ions 

in 2010 because it  was known that this type of  supply arrangement usually 

lacked any professional oversight in its set up, maintenance and 

management, causing a disproport ionate and growing number of  disputes 
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tr iggered by impaired quality or suff iciency for which there was no means 

of  resolut ion. Typically, to supply a property in this way the owners wi l l 

have had to lay a long service pipe and connect this to another  service 

pipe located on an adjacent premises. In doing so the owners may not 

have paid regard at the t ime to ensuring that the pipe mater ials and 

instal lat ion were both compatible and suitable. In this case it  was found 

retrospect ively that there was no copper plumbing within the property, 

therefore, if  the supply arrangement had not ceased, the local authority 

would have been under a duty to establ ish if  any part of  the ‘onward 

distr ibut ion ’ network was made of  copper, whether its condit ion was the 

cause of  a qual ity problem and, if  so, who was responsible for its 

replacement. To enable such an invest igation, the local authority would 

need to tr igger the duty of  the water company to carry out a f it t ings 

inspect ion at the pr imary premises (the customer of  t he water company) 

and report on the nature and condit ion of  the onward distr ibut ion 

arrangement. The intention of  Regulat ion 8 was twofold: in the short term 

to provide a means for remedying def iciencies and preventing future 

disputes f rom arising when the  supply arrangements cease to be 

serviceable;  and, in the longer term, by identifying these supply 

arrangements to enable planning by the water company to improve the 

local supply infrastructure over t ime so that al l such propert ies can benef it  

in the future f rom a secure and safe direct connect ion to the public mains 

supply. The Inspectorate expects water companies and local author it ies to 

be working joint ly to put in place plans for the eventual removal of  all 

Regulat ion 8 suppl ies. In this planning process, the r isk assessment and 

monitor ing powers of  both water companies and local author it ies, which 

are now ful ly al igned, should be used to gather evidence that can then be 

used to enable any investment in improvements to the publ ic water supply 

infrastruc ture necessary to achieve the goal of  making ‘onward 

distr ibut ion’ obsolete.  

 

Remediation of a Regulation 9 borehole supply leading to the creation 

of a new Regulation 8 supply –  an exception to the guidance on 

Regulation 8 supplies? 

This case study relates to a private borehole on a farm estate that also 

serves 27 resident ial  propert ies; some owned by the estate , with the 

remainder in private ownership. Borehole water is pumped to two large 

reservoirs that provide suppl ies to each of  the propert ies by grav ity. The 

standby backup supply to the reservoirs was by means of  a metered 

connection to the local mains water supply located within a few metres of  

the reservoirs.   

Monitor ing undertaken following the introduct ion of  the new private supply 

regulat ions identif ied that the borehole supply consistently excee ded the 
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standard for f luoride (1,500µg/l) with the highest value recorded as 

1,600µg/l and the lowest being 1 ,540µg/l.  Results exceeding the standard 

for sodium were also recorded. The local author ity soug ht advice f rom 

PHE, who in turn consulted the Inspectorate and it  was agreed that the 

local author ity should serve a Regulat ion 18 Not ice to require remediat ion 

because both f luor ide and sodium are health -related standards.  

As required by the Notice,  the relevant person (the estate manager) 

considered the var ious options for deal ing with the situation ( treatment, 

blending, mains supply) and concluded that the most cost effect ive and 

rel iable method was to feed the reservoirs with mains water. A meeting 

was held with the local water company about uprat ing and designing the 

mains connection to the reservoirs so that it  complied with the Fit t ings 

Regulat ions. Following these works, the estate would be in compliance 

with the Regulat ion 18 Not ice; however, due to some of  the propert ies 

being in private ownership, the arrangement would mean that the estate 

would be ‘further distr ibut ing mains water ’ to these pr ivately owned 

propert ies thereby creating a new Regulat ion 8 pr ivate supply.  

Before conf irming the proposa l as meeting the requirements of  the 

Regulat ion 18 Notice, the local author ity sought advice f rom the 

Inspectorate. As set out in current guidance 2 on Regulat ion 8 supplies, the 

purpose of  the Regulat ion 8 legislat ion was to provide a means of  dealing 

with problems of  suff ic iency or wholesomeness ar is ing f rom exist ing supply 

arrangements involving the onward distr ibut ion of  mains water. The 

intent ion behind the legislat ion was for this type of  indirect mains water 

supply arrangement to be ident if ied (and where necessary remediated) and 

prevented f rom being extended. The ult imate aim of  the legislat ion was to 

ensure that over t ime al l propert ies served by a supply of  water from the 

mains would become direct customers of  a l icen sed water company 

thereby el iminating the r isks associated with these hitherto unregulated 

supply arrangements. This type of  historic supply arrangement is usual ly 

associated with a lack of  clarity regarding ownership, management and 

control,  and the infrastructure is of ten unsuitable or  beyond its useful l i fe. 

The consequences of  these attr ibutes was a growing number of  protracted 

disputes between neighbours with consequential qual ity and quantity 

complaints that were seemingly unresolvable by water companies and local 

author it ies.  

In this case, the local authority was faced with making a decision that 

would endorse the creation of  a new Regulat ion 8 private supply, contrary 

                                                

2
 Curren t  gu idance on de f in i t ion of  a  Regulat ion 8  supply was issued by the Dr ink ing 

Water  Inspectorate on 23 Apr i l  2013.  Al l  p revious guidance on Regulat ion 8 suppl ies  

was superseded and should not  be used.  
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to guidance from the Inspectorate. However, as the purpose of  the new 

Regulat ion 8 supply was to deal cost effect ively with a fai l ing borehole 

supply that was the subject of  a Regulat ion 18 health -based Notice, and 

the mains connection was one that was pre -exist ing, not new, the 

Inspectorate considered that the local authority had a sound evidence 

base for endorsing the approach of  creating a new Regulat ion 8 supply. 

The Inspectorate emphasised the need to ensure that the new Regulat ion 

8 supply met all of  the requirements of  the Fit t ings Regulat ions, there was 

clar ity regarding management and control,  including mainten ance and 

costs, and restr ict ions in place that meant it  could not in the future be 

extended to addit ional premises.  

The Inspectorate also advised that had there been no pre -exist ing standby 

mains connection in place, the local authority approach would have  needed 

to be dif ferent. The local author ity would have needed to require the water 

company to prepare detai led proposals for the separately owned premises 

to become direct customers of  the water company. I f  i t  was then found that 

al l of  the associated costs of  these proposals could not be met by an 

agreement between the part ies (the estate, the private premises owners 

and the water company) then the local authority would be able to revoke 

the original Regulat ion 18 Notice, replace it  with an equivalent Section 80 

Notice for lack of  wholesomeness, and then commission the works direct ly 

using Section 81 powers, enabl ing recovery of  the unfunded port ion of  the 

costs by means of  a putt ing a charge on the propert ies.   

The Inspectorate recommends that water companies and local authorit ies 

put in place working procedures for the joint working necessary for local 

author it ies to make use of  their Sect ion 81 powers in the Water Industry 

Act 91, to achieve the national water policy object ive (f irst set out in the 

Water Act 1945), for a piped mains supply to be accessible to al l domest ic 

premises in non-urban areas. As indicated in Drinking water 2014 –  Private 

water suppl ies in England –  Chapter 2: Number and nature of private water 

suppl ies in England ,  the Inspectorate is working at national level with 

Ofwat to el iminate any perceived or actual regulatory barr iers to improving 

and regularis ing mains water provision in local it ies where local authorit ies ’ 

implementat ion of  the private water suppl ies regulat ions has provid ed 

evidence of  need.  

The Inspectorate is consider ing the offence of  fail ing to adequately treat or 

dis infect water  in respect of  one event  which occurred in the region dur ing 

2014. 

On 25 March 2015, Sembcorp Bournemouth Water appeared before 

Bournemouth Magistrate’s Court and pleaded gui lty to four charges of  

supplying water unf it  for human consumption and one count of  failure to 

adequately operate a treatment process contrary to Section 70 of  the 
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Water Industry Act 1991 and Regulat ion 26 of  the Water Suppl y (Water 

Qual ity) Regulat ions 2000 respect ively. The company was f ined £20,000 

on each of  four counts of  water unf it  for human consumption plus £5,000 

for the count of  failure to adequately operate a treatment process, total l ing 

£85,000. The company also paid £48,772 towards prosecut ion costs and a 

£120 vict im surcharge.  

This followed identif icat ion of  an outbreak of  gastroenterit is in 

Bournemouth caused by Cryptosporidium hominis.  When notif ied, the 

Inspectorate immediately carr ied out an extensive investi gation and 

identif ied fai l ings in the operat ion and maintenance of  the works. In 

addit ion, the Inspectorate obtained evidence that a combination of  

deteriorat ion in raw water qual ity and changes made to the operation of  

the works led to the parasite enter ing drinking water suppl ies in the area. 

PHE carried out an epidemiological study, which demonstrated a strong 

associat ion between cases of  human infect ion and dr inking tap water. The 

Inspectorate put in place a Not ice legal ly requir ing Sembcorp Bournemouth  

Water to take steps to prevent a recurrence. Addit ional treatment in the 

form of ultraviolet (UV) dis infect ion is now operat ional at this works.  

 

Chapter 6: Technical audit activity 

Chapter 6: 

  Descr ibes the audit  strategy of  the Inspectorate.  

  Summarises the outcome of  audit  act ivity in 2014.  

  Highlights learning points for the industry.  

 

The Inspectorate has operated a r isk -based approach to technical audit  

since 2005 and no technical audit  takes place  without a reason.  

Technical audit  is the means by which the Inspectorate ver if ies whether 

companies are operating and maintaining water suppl ies in a sustainable 

manner that is l ikely to secure a safe , clean supply of  drinking water into 

the future. Audit act ivit ies take a number of  dif ferent forms:  

  Assessment of  information provided by water companies.  

  On-site inspection of  company records, procedures and plans.  

  Meet ings to chal lenge the veracity of  specif ic plans, procedures or 

programmes of  work.  



Dr ink ing wate r  2014  

62 

For the purposes of  the report the audit  act ivit ies in 201 4 are divided into 

two tables. Table 24 summarises the outcomes of  inspect ions , including 

consumer complaint investigations. Table 25 covers the outcomes of  audits 

relat ing to the enforcing of  water qual ity improvements .  

Table 24: Outcomes from inspections and consumer complaint 

investigations in 2014  

Company 
Location and 
reason 

Main f indings from audit  

Audit  focus:  Samplers  

Br isto l W ater  Two sampl ing 
rounds and annual  
schedule  

Unsat isfac tory:  

  General competence of  two samplers 
demonstrated.  

  Numerous observat ions of  sampl ing in the 
same zone for  the same analys is  suite  on 
the same day;  annual schedule exhib ited 
an appropr iate spread of  p lanned samples,  
the problem was ar is ing as a consequence 
of  the company’s  approach to deal ing wi th  
sampl ing shor tfa l ls  throughout the year  
(e.g.  inadequate management of  
compl iance wi th regular i ty  requirements) .  

  Recommended the company takes steps to 
better  manage the sampling programme to 
ensure compl iance .  

SSE W ater  Bulk  t ransfer  
agreements  

General ly sat isfac tory:  

 Service Level Agreements were in place 
for a l l  bulk  suppl ies ,  but  there was a lack 
of  c lar i t y about  informat ion shar ing and 
not i f icat ions to DW I.  

Audit focus:  Consumer complaint handling  

South W est 
Water  

Discolourat ion (1)  

 

Sat isfac tory.  

Wessex W ater  Discolourat ion (1)  

 

General ly sat isfac tory:  

  However , i t  was noted that  short- term 
mit igat ion measures dur ing re l ining work  
proved inadequate .  

 

Over the last three years, the Inspectorate has been pleased to be invited 

to attend an annual forum for sharing best pr act ice with a focus on 

prevent ing microbiological failures associated with these service reservoir 

assets.  Each year there has been a theme for improvement and so far 

companies have shared information on the following: designs and locat ion 

of  sample taps; security of  sites ( including tree and shrub growth that may 

impact on reservoir integrity);  internal inspection methodology in terms of  

what to look for, frequency of  inspect ion and the use of  submersible 

remotely operated vehicles for inspect ion ; and cleaning reservoirs that are 

in supply. Companies have openly shared their compliance results and 
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changes in sampling pract ice such as regular tap cleansing and double 

dis infect ion of  sample points. Those attending have all reported a year -on-

year improvement in compliance since the forum was set up. One 

company, who has attended from the start ,  describes the purpose and 

benef its as follows: ‘This forum has helped us as a company to f ind and 

share best pract ice ideas with others, which in turn has helped to imp rove 

our bacter iological compliance, not only at service reservoirs but also at 

water treatment works ’ .  Another company commented ‘We view the 

conference as a valuable opportunity to share best pract ice, new products 

and experiences as well as innovations or new ways of thinking to resolve 

some of the common issues faced by water companies ’ .  A third company 

said ‘The event has evolved year -on-year to offer water companies a 

premier opportunity to network and exchange their technical ski l ls and 

good pract ice. The support of the Inspectorate has provided attendees with 

f irst class feedback and has enabled each company to str ive to improve 

performance ut i l ising some best pract ice in order to safeguard the supply 

of water to its customers’ .  

Table 25 summarises the Inspectorate’s act ivity in relat ion to 

improvements to water quality.  These act ivit ies cover the putt ing in place 

of  Notices or undertakings and the checks made to ensure the work 

specif ied by the company is technical ly appropr iate, has been carr ied out  

in the required t imescales and the benef its to water qual ity have been 

real ised.  

Table 25: Outcome of audit activities relating to enfor cing water 

quality improvements 

Activity  Number of improvement programmes (and outcomes)  

Issuing of  
statutory 
instruments  

Undertak ings:  
BRL (1) ,  SSE (1)  
  

Not ices:  
BRL (2) ,  CHO (1),  SBW (1) ,  SWT (7),  W SX (15)  

Reviewing 
schemes 

Schemes reviewed:  
BRL (22) , CHO (1),  SBW (1),  SWT (5),  W SX (2),   

Changes of  
solut ion 

Schemes examined:  
None.  

Closure of  
schemes 

Schemes reviewed for  c losure:  
 
Sat isfac tory –  scheme closed.  

SWT (1)  

 

 

Inspect ion of  
schemes 

None dur ing per iod.  

Receipt and review 
of  r isk  
assessments  

SBW (1),  W SX (1) 
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There were two schemes reported as delayed in 2014 (see Annex 4) .  The 

f irst of  these is a scheme being delivered by Bristol Water to reline trunk  

mains and clean the distr ibut ion system in parts of  Bristol.  This scheme is 

near ly complete and approximately 56 out of  a planned 60km of trunk 

mains have been rel ined. This scheme has been delayed by approx imately 

f ive months due to City Counci l requirements to l imit the amount of  

simultaneous roadworks occurring on certain routes in and out of  the city. 

The company expects commissioning of  the f inal sect ion to take place in 

August 2015.  

The second delayed scheme reported is by Wessex Water and relates to 

improvements to the Sutton Bingham works by convert ing exist ing f i l ters 

back to sand and providing addit ional GAC adsorbers to treat pestic ides 

and resolve taste and odour issues. Although the work was compl eted and 

the plant commissioned, the company decided not to put the t reatment 

works into supply unti l issues with reliabi l i ty of  other parts of  the plant had 

been resolved. This delayed commencement of  monitoring to demonstrate 

the effect iveness of  the solut ion.  

 

For further information on the Water Supply (Water Qual ity) Regulat ions 

2000, or the microbiological  and chemical parameters covered by the 

regulat ions please refer to the DWI website (www.dwi.defra.gov.uk) .  

I f  you have a need for more specif ic information than that on our website, 

please contact us on the DWI enquiry l ine: 0300 068 6400. 

 

 

 

 

 

 

 

 

 



Western  reg ion  

65 

Annex 1  
Further sources of information 

The reports and other content are publ ished on the DWI website only 

(www.dwi.defra.gov.uk).  

The publ icat ion Drinking water 2014  comprises the regional reports for 

England and a report  covering Wales. There are four regional reports for 

England (Central and Eastern, London and South East, Northern, and 

Western) and one for Wales ( in two languages). Each report presents  

information f rom 2014 under the following headings:  

  Summary. 

  Water supply arrangements.   

  Drinking water qual ity test ing.       

  Drinking water qual ity results.  

  Drinking water qual ity events.  

  Technical audit  act iv ity.  
 

There are also separate reports covering private water supplies, one 

cover ing England and one covering Wales ( in two languages).  

 

Water company look-up tables 

These summarise al l  the results of  water company monitor ing in 2014. 

They provide information on:  

  what was tested;  

  how many tests were performed; 

  the range of  the results of  test ing; and  

  how many tests failed to meet the standards.  

 

Significant drinking water quality events in England and  

Wales 2014 

To promote shared learning, the Inspectorate has compiled a l ist of  al l 

signif icant, serious and major events that  occurred in 2014, which 

i l lustrates the nature and cause of  each event, the main act ions by the 

company and f indings f rom the inspectors’ assessments. Relevant content 

f rom this overal l l ist  is contained in an annex to each region al report.   
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Annex 2 
Information relating to public water supplies published by the 
Inspectorate in 2014 
 
Information Letters 
Ref Title 

01/2014 Metaldehyde and other pestic ides  

02/2014 Regulat ion 28 report ing requirements  

03/2014 Drinking water qual i ty improvement programmes –  changes to 

progress report ing requirements  

04/2014 Cryptosporidium  monitor ing in water suppl ies  

05/2014 List of  approved products for use in publ ic water suppl ies in the 

United Kingdom 

 
The le t te rs ,  and the i r  assoc ia ted annex es ,  can be found on the Inspec tora te ’s  webs i te  a t  
ht tp : / / www. dwi . def ra .gov.uk /s takeholde rs / in fo rmat ion - le t te rs / index.h tm  
 
 

Technical guidance 
 

  SCA The Determinat ion of  Taste and Odour in Dr inking Water  

 
Cop ies  o f  the above gu idance can be found on the Insp ec tora te ’s  webs i te  a t  
ht tp : / / www. dwi . def ra .gov.uk /s takeholde rs /gu idance -and-codes -o f -prac t ice /  
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Research 

Ref Title 

DWI 70/2/249 Enhancing the value of  molecular methods to the water 

industry: an E.col i  case study 

DWI 70/2/262 Identifying meaningful opportunit ies for drinking water 

health r isk reduct ions in the US 

DWI 70/2/276 Speciat ion of  manganese in dr inking water  

DWI 70/2/283 Risks to drinking water f rom personal care products and 

domestic cleaning products  

DWI 70/2/285 A crit ical appraisal of  exist ing guidance on onl ine monitor 

performance data  

DWI 70/2/286 Assessing the l ikel ihood of  selected veterinary medicines 

reaching drinking water  

DWI 70/2/287 Brass f it t ings –  A source of  lead in dr inking water  

DWI 70/2/295 Toxicological evaluation for pharmaceut icals in dr inking 

water  

 

Copies  o f  res earch repo r ts  and exec ut ive  summar ies  can be found on the Inspec tora te ’s  webs i t e  
at  h t tp : / / www.dwi .def ra .gov.uk / res earc h/comple ted - researc h/2000todate .h tm   
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Annex 3 

Not significant and minor drinking water quality events 
Nature  Number  of  not signif icant and minor events  Area a ffected (est imate  of  populat ion affected)  

Chemical  

BRL (1 )  Keynsham, Somerset  (3)  

WSX (1)  Yeovi l ,  Somerset  (3)  

Discolourat ion  
BRL (2 )  Bedminster ,  Br is to l  (5 ,500)  

Coombe Ding le,  Br is to l  (2 ,067)  
 

Heal th  concern  WSX (1)  Edington,  Somerset  (3 )  

Inadequate t rea tment  WSX (1)  Codford W i l tsh i re  (3)  

Loss of  suppl ies /  
poor pressure  

WSX (6)  Pewsey,  W i l tsh i re  (3 ,475)  
Br inkwor th,  W i l tsh i re  (2 ,650)  
West  Quantoxhead,  Somerset  (1 ,250)  
Dunster ,  Somerset  (4 ,615)  
Tidworth W i l tsh i re  (984)  
Beaminster  Dorset  (9 ,130)  

Microbio log ica l  

BRL (2 )  Parts  o f  Br is to l  (136,218)  
Kingswood,  Br is to l  (3)  

SBW  (1)  Bournemouth (10)  

SW T (1)  Br i xton,  Devon (3)  

WSX (2)  Langport ,  Somerset  (3 )  
Br idgewater ,  Somerset  (45,200)  

Other  
WSX (3)  Bath (20,000)  

W ylye,  W i l tsh i re  (940)  
Chi t terne ,  W i l tsh i re  (378)  
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Nature  Number  of  not signif icant and minor events  Area a ffected (est imate  of  populat ion affected)  

Publ ic  concern  

BRL (1 )  Green Ore  and surround ing areas,  Somerse t  (650)  

SBW  (1)  Bournemouth (30)  

SW T (3)  St  Auste l l ,  Cornwal l  (5)  
Axminster ,  Devon (3)  
Barnstaple,  Devon (3 )  

WSX (4)  Devizes,  W i l tsh i re  (3)  
Por lock,  Somerset  (3)  
Sut ton Benger,  W i l tsh i re  (3)  
West  Ashton,  W i l tsh i re  (3)  

Taste o r  odour  

SW T (1)  Truro,  Cornwal l  (3 )  

WSX (1)  Br idport ,  Dorset  (3)  

Total  32 –  BRL (6) ,  SBW (2) ,  SWT (5) ,  WSX (19)  233,147 

 

 

 

 

 

 

 

 

 

 



Dr ink ing wate r  2014  

70 

Significant, serious and major drinking water quality events  

Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

06 Jan 2014  
For 1 day 
(SBW ) 

Knapp Mi l l  works,  
Ringwood,  
Chr is tchurch and 
Bransgore .  

134,000 Cryptospor id ium .  Sembcorp Bournemouth Water  Ltd act ion:  

  S low sand f i l ter  taken out  o f  service due to  a h igher than 
usual  out le t  turb id i ty .  

  Sampl ing enhanced throughout  the works .  

  Raw water  con ta ined both C. ubiqu i tum,  C.  homin is  and 
C.mur is .   

  No cases of  human cryptospor id ios is  reported to  PHE in  
the area.  

 
DWI comments and f indings:  

  Inadequate r isk  assessment .  

  Served a Regulat ion 27(5)  Not ice  because the r i sk  
assessment  d id  not  re f lec t  the Cryptospor id ium  r i sk  or  
the act ions the company we re tak ing  to  mi t igate the r isk  
inc lud ing p lans for  ins ta l la t ion of  u l t ravio le t  (UV) .  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

08 Jan 2014  
For 0.5 hours  
(SW T) 

Col lege works,  
Falmouth and 
surrounding area .  

20,000 Treatment  fa i lu re  
leading to  
e levated turb id i ty .   

South West Water Ltd act ion:  

  F lushed mains.  

  Increased ch lor ine res iduals  at  t reatment  works.  

  Sampled af fected a rea.  

  Review of  procedures.  

  Retra ined s ta f f .  
 
DWI comments and f indings:  

  Th is  event  was due to  e levated turb id i ty a t  the in le t  to  
the contact  tank on restar t  due to  power  outage.  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  
 

Risk  c lass i f icat ion:  Sign i f icant  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

09 Jan 2014  
For 6 hours  
(SW T) 

Sidmouth,  Devon .  3 ,875 Loss of  supply due  
to  p lanned work .  

South West Water Ltd act ion:  

  Rezoned area (brought  in  water  f rom d i f fe rent  source) .  

  Sampled af fected a rea.  

  Provided bot t led  wate r  on request .  
 
DWI comments and f indings:  

  Valv ing  work a t  Corehi l l  reservo i r  resul ted  in  the 
reservo i r  emptying.  

  Inadequate maintenance  procedures.  

  Recommended that  the  company sat is fy i tse l f  tha t  
su i tab le procedures are in  p lace for  mainta in ing  
equipment .  

Suggested that  the company review the  su i tab i l i ty o f  
equipment  which can fa i l  due to  bat te ry l i fe .  
 
Risk  c lass i f icat ion:  Sign i f icant  
 

10 Jan 2014  
For 4 days 
(W SX) 

Bradley Head 
works,  Centra l  
Somerset .  

4 ,301 Cryptospor id ium .  Wessex Water Services  Ltd act ion:  

  Automat ic  shutdown of  Bradley Head t reatment  works  
af ter  which  the company detected Cryptospor id ium  in  the  
sampl ing f i l ter  when tested .  

  S i te  is  to  remain out  o f  supply  unt i l  i t  can be abandoned.  
Some network re in fo rcement  need ed to  enable  th is .  

  Improvement  programme in  p lace for  th is  and other  
works re la t ing  to  Cryptospor id ium  r isk .  

 
DWI comments  and f indings:  

  Inadequate r isk  assessment .  

  Sampl ing  d id  not  occur  on shutdown as requi red  by 
procedure and therefore  was not  t imely enough.  

  Recommended the company ensures they have suf f ic ient  
processes in  p lace to  mi t igate the r isk  in  the short  term.  

  Recommended the company reviews i ts  procedures and 
ensures suf f ic ient  invest igatory  samples are tak en to  
meet  the requi rements  o f  Regulat ion  10.  

 
Risk  c lass i f icat ion:  Sign i f icant  
 



Dr ink ing wate r  2014  

72 

Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

05 Feb 2014  
For 3 hours  
(BRL)  

Br is to l  c i t y 
centre .  

4 ,953 Brown 
d isco lourat ion due 
to  p lanned work .  

Bris tol  Water Plc act ion:  

  Repai red fau l ty equipment .  

  Sampled af fected a rea.  

  F lushed mains.  

  Rezoned area (brought  in  water  f rom d i f fe rent  source) .  

  Company reviewed the model l ing and ident i f ied that  
a l though correct ,  there was an addi t ion al  pressure 
d i f ferent ia l  caused by the rezoning ,  th is  wi l l  be taken 
in to account  in  fu tu re operat ions on th is  sect ion of  main.  
 

DWI comments and f indings:  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

05 Feb 2014  
For 18 hours  
(SW T) 

St  Auste l l ,  Bugle,  
Penwi th ick .  

20,000 Brown 
d isco lourat ion  due 
to  p lanned work .  

South West Water Ltd act ion:  

  F lushed mains.  

  Review of  procedures.  

  Sampled af fected a rea.  

  Replaced fau l ty equipment .  

  Company to  t r ia l  handhe ld turb id imeters .  
 

DWI comments and f indings:  

  Inadequate cont ingency p lanning.  

  Requi red company to  respond to  repeated  suggest ion 
about  provid ing technic ians wi th  por tab le turb id imeter s ;  
improved t ra in ing and model l ing of  the ne twork to  
preven t  recur rence.  

 
Risk  c lass i f icat ion:  Sign i f icant  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

27 Feb 2014  
For 1 week 
(W SX) 

Sal isbury ,  
W il tsh i re .  

3  Enterococc i .  Wessex Water Services  Ltd act ion:  

  Sampled af fected a rea.  

  The company a rranged for  consumer taps to  be  rep laced 
by the  hous ing assoc iat ion 's  maintenance.  
 

DWI comments and f indings:  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  
 

Risk  c lass i f icat ion:  Sign i f icant  
 

13 Mar  2014  
For 3 months  
(W SX) 

Norton 
Fi tzwarren ,  
Taunton.  

3  Backs iphonage.  Wessex Water Services  Ltd ac t ion:  

  Sampled af fected a rea.  

  Company iso la ted the publ ic  supply and carr ied out  
water  f i t t ings inspect ion ,  which  ident i f ied  contravent ions.  

  Requi red the  f i t t ing of  d ouble non-retu rn va lve to  
connect ion  between p r i vate supply and publ ic  supply on 
farm.  
 

DWI comments and f indings:  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  

 
Risk  c lass i f icat ion:  Sign i f icant  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

18 Mar  2014  
For 1 hour  
(VW P) 

Chalkp i t  works,  
Tidworth .  

22,500 Dis in fect ion  
fa i lure.  

Veolia Water Projects act ion:  

  Sampled af fected a rea.  

  Th is  is  a  marg ina l  d is in fect ion s i te  where t reated water  
is  b lended wi th  water  f rom another  s i te .  

  Faul ty ch lo r inator  changeover swi tch was ident i f i ed af ter  
1  hour 20 min,  and  repai red .  

  Run to  waste capabi l i t y to  be provided  and documented.  

  Company to  re -br ie f  s ta f f  on importance of  Regulat ion 26  
and escalat ion of  re levant  issues.  

  Chlor inat ion system to  be upgraded at  s i te ,  and process 
loop t ime reduced .  

  Dis in fect ion pol icy to  be  updated and re issued.  

  Regulat ion 28 r isk  assessment  to  be reviewed and 
updated.  

  Procedures regard ing l ia ison to  be updated .  
 
DWI comments and f indings:  

  Inadequate communicat ion caused delay in  response.  

  Inadequate procedures.  

  Inadequate t ra in ing /competence of  s ta f f .  

  Inadequate r isk  assessment .  

  Unacceptable de lay in  not i fy ing loca l /heal th  author i t ies .  

  Delay in  escalat ion led to  undis in fected water  leaving 
s i te .  

  No run to  waste on s i te ,  so operator  ran s i te  in to  supply .  

  Operato r  ran s i te  in to  supply ra ther  than escalat ing for  
advice.  

  Current  d is in fect ion  pol i cy does not  inc lude  marg ina l  
ch lor inat ion .  

  Risk  assessment  does not  fu l ly  capture r isks and 
mi t igat ions .  

  Delay of  two days in  in fo rming local  Heal th  Protect ion 
Team.  

 
Risk  c lass i f icat ion:  Sign i f icant  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

26 Mar  2014  
For 24 hours  
(BRL)  

Sherston,  
W il tsh i re .  

3 ,750 Media in te rest  
caused by loss of  
supply due to  
p lanned work.   

Bris tol  Water Plc act ion:  

  F lushed mains.  

  Provided bot t led  wate r  on request .  

  Replaced main.  

  Rezoned area (brought  in  water  f rom d i f fe rent  source) .  

  Sampled af fected a rea.  
 
DWI comments and f indings:  

  Th is  event  a t t racted  media in terest  because the  loss of  
suppl ies  af fected four  d is t r ic t  metered a reas (DMAs).  
Inadequate r isk  assessment .  

  Inadequate communicat ion caused delay in  response.  

  Suggested review of  the  ef fect iveness of  communicat ion 
pract ices between ne twork p lanning and f ie ld  operat ives  
and requested Inspecto rate be in formed o f  outcome.  

  Recommended that  va lve s tatus checks are carr ied out  
before commencing p lanned work .  

  Suggested that  a l l  l ine va lves are  recorded accurate ly  
on both geographic  in format ion system ( GIS) s i te  p lans 
dur ing renovat ion operat ions.   

 
Risk  c lass i f icat ion:  Sign i f icant  
 

08 Apr 2014  
For 2 hours  
(SW T) 

Wendron works,  
Wendron,  
Cornwal l .  

32,919 Cryptospor id ium .  South West Water Ltd act ion:  

  Retra ined s ta f f .  

  Company reminded a l l  re levant  s ta f f  o f  the importance of  
check ing va lve pos i t ions  fo l lowing rout ine maintenance.  

 
DWI comments and f indings:  

  Company was reminded of  the importance o f  t imely 
not i f icat ion,  as not i f icat ion was made the day af ter  the 
resul t  was avai lab le.  

 
Risk  c lass i f icat ion:  Sign i f icant  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

15 Apr 2014  
For 36 hours  
(SW T) 

Nanpusker,  
Hayle ,  W est  
Cornwal l .  

14,863 Loss of  supply due  
to  mains burs t .  

South West Water Ltd act ion:  

  Sampled af fected a rea.  

  Burs t  on sp ine main repai red .  

  Bowsers provided and tanker d ischarged in to service 
reservo i r  to  mainta in  suppl ies .  

  Mains f lushed on  recharge .  
 
DWI comments and f indings:  

  One property which  exhib i ted a  h igh meta ls  resul t  was 
not  resampled there fore the company was requi red to  
fur ther  invest igate.  
 

Risk  c lass i f icat ion:  Sign i f icant  
 

01 May 2014  
For 1 day 
(BRL)  

Burnham on Sea,  
Somerset .  

42,338 Loss of  supply due  
to  mains burs t .  

Bris tol  Water Plc act ion:  

  Rezoned area (brought  in  water  f rom d i f fe rent  source) .  

  Repai red main.  

  Sampled af fected a rea.  

  Provided an a l te rnat i ve supply by tanker /bowser .  

  Provided bot t led  wate r  on request .  
 

DWI comments and f indings:  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

 
 
 
 
 
 
 
 
 
 
 

    



Western  reg ion  

77 

Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

15 May 2014  
For 5 days 
(W SX) 

Newtown service 
reservo i r ,  Seven 
Perches,  
Newtown,  
Westbury,  
W il tsh i re .  

3  Issue of  bo i l  wa ter  
advice.  

Wessex Water Services  Ltd act ion:  

  Sampled af fected a rea.  

  Replaced fau l ty equipment .  

  Company to  ins ta l l  in l ine  boosters  to  preven t  recurrence.  
 

DWI comments and f indings:  

  Th is  event  was caused by roo t  ingress and so i l  i n  the 
s ing le property booste r  chamber on inspect ion fo l lowing 
a request  by a consumer  who was  concerned about  the 
taste of  the water  supply .  

  Company requi red  to  conf i rm when in l ine  booste rs  have 
been ins ta l led and commiss ioned.  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

15 May 2014  
For 3 days 
(W SX) 

Wel l ington,  
Somerset .  

5  Thi rd  par ty 
damage to  mains.  

Wessex Water Services  Ltd act ion:  

  Issued a boi l  wate r  not ice.  

  Sampled af fected a rea.  
 
DWI comments and f indings:  

  The company was re luctant  to  use the Inspectorate ’s  
cascade system, when the f i rs t  po int  o f  contact  was not  
avai lab le;  therefo re the not i f icat ion was no t  as t imely as 
i t  should have been.   

 
Risk  c lass i f icat ion:  Sign i f icant  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

05 Jun 2014  
(W SX) 

n/s   Fa i lure to  not i fy  
turb id i ty va lues  
>1NTU.  

Wessex Water Services  Ltd act ion:  

  Af ter  contact  f rom the  Inspectorate,  the company at  a  
senior  leve l  made a s t ra teg ic  change of  d i rect ion  in  r isk  
assessment  and mi t igat ion,  inc lud ing p lanning fo r  s i te  
abandonment  and upgrading of  assets  to  ensure  
compl iance wi th  Regula t ion 26 .  

 
DWI comments and f indings:  

  The company was found not  to  have not i f ied the 
Inspectorate of  va r ious occas ions when turb id i ty  
exceeded 1NTU at  the point  where  wate r  was p re sented 
for  d is in fect ion cont rary to  Regulat ion  26.  A t  var ious 
s i tes  the shutdown,  conta inment  or  run to  waste  
fac i l i t ies  were no t  adequate.  

 A Not ice  is  be ing put  in  p lace to  requi re  the company to  
address the def ic ienc ies .  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

24 Jun 2014  
For 2 days 
(W SX) 

Bowden and  
Devizes .  

18,000 Brown 
d isco lourat ion due 
to  p lanned work .  

Wessex Water Services  Ltd act ion:  

  Sampled af fected a rea .  

  F lushed main .  

  Developed a new r isk  assessment  process for  p lanned 
maintenance work.  The new proced ure takes in to 
account  more factors  inc lud ing populat ion af fected (and 
vu lnerable  customers)  making the r isk  score more 
meaningfu l .  
 

DWI comments and f indings:  

  Cr i t ica l  o f  the company ’ s  or ig ina l  r isk  assessment  
process which fa i led to  provide  for  fo rewarn ing of  
customers .  

 
Risk  c lass i f icat ion:  Sign i f icant  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

01 Ju l  2014  
For 11 days 
(W SX) 

Devizes,  
W il tsh i re .  

3  Taste o r  odour .  Wessex Water Services  Ltd act ion:  

  Carr ied out  a  f i t t ings inspect ion.  

  Sampled af fected p roper ty.  

  F lushed and rep laced service p i pe .  

  Issued a do not  dr ink  no t ice .  
 
DWI comments and f indings:  

  Th is  event  was due to  a supply p ipe to  a church being in  
poor condi t ion.  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  

 
Risk  c lass i f icat ion:  Sign i f icant  

08 Ju l  2014  
For 3 days 
(W SX) 

Bishops Hul l ,  
Somerset .  

15 Thi rd  par ty 
damage to  mains.  

Wessex Water Services  Ltd act ion:  

  Issued a boi l  wate r  not ice.  

  F lushed mains.  

  Sampled af fected a rea.  

  Cleaned and d is in fected  domest ic  d is t r ibut ion .  
 
DWI comments and f indings:  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  
 

Risk  c lass i f icat ion:  Sign i f icant  

18 Ju l  2014  
For 1 day 
(SW T) 

Holcombe near 
Teignmouth .  

75 Issue of  bo i l  wa ter  
advice.  

South West Water Ltd act ion:  

  Repai red main.  

  Increased ch lor ine res idua ls  in  the d is t r ibut ion  system.  

  Issued a boi l  wate r  not ice.  

  Provided an a l te rnat i ve supply by tanker /bowser .  

  Sampled af fected a rea.  
 
DWI comments and f indings:  

  Th is  event  was re la ted to  a burs t  sewer and the need to  
safeguard the water  supply.  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  

 
Risk  c lass i f icat ion:  Sign i f icant  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

19 Ju l  2014  
For 2 weeks 
(SBW ) 

Bournemouth .  24 Taste and odour 
and E.col i .  

Sembcorp Bournemouth Water  Ltd act ion:  

  Samples taken af ter  hote l  owner compla ined of  
tas te/odour to  the water .  

  A bo i l  wa ter  not ice was i ssued fo l lowing detect ion of  
E.col i .  

  Belated ly suppl ied bot t led water .  

  Decaying  p igeon d iscovered in  co ld water  s to rage tank.  

  F i t t ings Inspect ion car r ied out .  

  Remediat ion p lan pu t  in  p lace wi th  bu i ld ing own er 
inc lud ing rep lacement  of  co ld  water  s torage  tanks.  

 
DWI comments and f indings:  

  The Inspectorate had to  remind the company of  i t s  duty 
of  care to  p rovide a l ternat ive suppl ies  to  res iden ts .  

  Fa i led to  fo l low the no t i f icat ion requi rements  ou t l ined in  
In format ion Let ter  1 /2012 .  

  Recommended company ensures a l l  s ta f f  fo l low the 
correct  procedure .  

  Cr i t ica l  that  fo l lowing the laboratory report  o f  E.col i  in  a  
sample f rom a publ ic  bu i ld ing,  the company d id  not  
fo l low i ts  own procedure  for  issu ing a Sect ion 75  Not ice.  

  Recommended company compl ies wi th  Sect ion 75 
requi rements .  

  Recommended that  the  company compl ies more fu l ly 
wi th  the requi rements  of  Regulat ions 17 and 18 of  the 
Water  Supply (W ater  Qual i ty)  Regulat ions 2000 because 
the taste and odour fa i lu re was not  f u l l y covered in  the 
response.  

  Cr i t ica l  that  on ly one set  o f  samples were co l lec ted f rom 
the hote l  fo l lowing complet ion of  the remedia l  work ,  in  
order  to  l i f t  the boi l  wate r  not ice,  th is  is  cont rary to  the 
company’s  own pol icy o f  co l lec t ing two sample sets .  

  Recommended the company fo l lows  industry good 
pract ice and enhance the i r  in ternal  p rocedure fo r  
conf i rming the qual i t y o f  sat is factory  work.  

 
Risk  c lass i f icat ion:  Sign i f icant  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

22 Ju l  2014  
For 2 weeks 
(W SX) 

Nether  Stowey,  
Br idgwater ,  
Somerset .  

19,006 Detect ion of  
co l i form bacter ia .   

Wessex Water Services  Ltd act ion:  

  F lushed mains.  

  Removed service reservo i r  f rom supply.  

  Carr ied out  a  thorough invest igat ion in to  the cause of  
co l i forms in  the network.  
 

DWI comments and f indings:  

  The Inspectorate was sa t is f ied  with the company’s  
handl ing of  th is  event .  
 

.Risk  c lass i f icat ion:  Sign i f icant  
 

28 Ju l  2014  
For 2 weeks 
(SSE)  

Dorchester .   N/A ALS Envi ronmenta l  
L td,  W akef ie ld . 

SSE Water act ion:  

  Laboratory method for  2 ,3,6 -  t r ich lorobenzoic  ac id  
produced anomalous resul t s  and was amended to  
preven t  recur rence.  

 
DWI comments and f indings:  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

30 Ju l  2014  
For 2 weeks 
(BRL)  

Weston Super 
Mare.  

60 Taste o r  odour  –  
hydrocarbons.  

Bris tol  Water Plc act ion:  

  Issued a do not  dr ink  no t ice.  

  Provided bot t led  wate r  on request .  

  Sampled af fected a rea.  

  Company iso la ted the th ree incoming mains suppl ies  to  
the bui ld ing unt i l  ba rr ier  p ipe ins ta l led and c lear  resul ts  
obta ined.  
 

DWI comments and f indings:  

  A power  company when d igg ing up a car  park  ident i f ied 
hydrocarbons in  the so i l  around water  supply p ipes.  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  

 
Risk  c lass i f icat ion:  Sign i f icant  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

03 Aug 2014  
For 3 days 
(BRL)  

Purton works,  
Lydney,  
Gloucestersh i re .  

917,500 Bromate.  Bris tol  Water Plc act ion:  

  Invest igat ion  ident i f ied b romide in  raw water  a t  a  works 
where ozone is  used in  t reatment .  

  Reduced ozone dose.  

  Ins t igated bromide sampl ing upstream of  works in take.  

  Root  cause ident i f ied as  a change in  the management  of  
the two upst ream raw water  sources ( r ive r  and canal ) .  

  Improved the turnaround t ime for  bromide  analys is  and 
lowered report ing t r igger  leve ls .  

  On- l ine raw water  conduct iv i t y t r igger  leve ls  reduced.  
 
DWI comments and f indings:  

  Despi te  changes to  the f requency o f  bromide ana lys is  
th is  s t i l l  may no t  be suf f i c ient  to  prevent  a  recurrence.  

  Recommended the company put  in  p lace improved 
communicat ions wi th  the  Canals  and Rivers  Trus t  so that  
s ign i f icant  increases i n  pumping are not i f ied  in  a  t imely 
fashion to  enable a r isk  assessment  and prompt 
sampl ing or  act ions when appropr ia te .  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

05 Aug 2014  
For 1 day 
(BRL)  

Bromley Heath ,  
Br is to l .  

39,931 Loss of  supply due  
to  mains burs t .  

Bris tol  Water Plc act ion:  

  Rezoned area (brought  in  water  f rom d i f fe rent  source) .  

  Repai red main.  

  Sampled af fected a rea.  
 
DWI comments and f indings:  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  

 
Risk  c lass i f icat ion:  Sign i f icant  
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09 Aug 2014  
For 24 hours  
(SBW ) 

North 
Ford ingbr idge .  

26,900 Loss of  supply due  
to  mains burs t .  

Sembcorp Bournemouth Water  Ltd act ion:  

  Rezoned area (brought  in  water  f rom d i f fe rent  source) .  

  Repai red main.  

  F lushed mains.  

  Provided bot t led  wate r  on request .  

  Sampled af fected a rea.  

  Review of  procedures.  
 
DWI comments and f indings:  

  Recommended test ing  fo r  addi t ional  parameters  dur ing 
fu ture s imi lar  events .  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

09 Aug 2014  
For 24 hours  
(BRL)  

Barrow works,  
Long Ashton,  
Br is to l .  

299,054 Cryptospor id ium .  Bris tol  Water Plc act ion:  

  High turb id i ty  detected a t  works due to  excess ive  
coagulant  dose.  

  Review of  procedures.  

  Frequency of  invest igat i ve sampl ing to  be increased.  
 
DWI comments and f indings:  

  Cr i t ica l  that  a t  t imes when moni tor ing  in fo rmat ion (a lga l ,  
turb id i ty and a lumin ium levels)  conf l ic ts  f requency of  
assessment  o f  raw water  was not  increased.   

  Recommended the company review i ts  raw water  
moni tor ing wi th  par t icu la r  re ference  to  a lgae and  
Cryptospor id ium  f requency,  a t  t imes of  poor raw water  
qual i ty.  

  A Not ice  is  in  p lace to  address issues re la t ing to  
Cryptospor id ium  a t  th is  works.  

 
Risk  c lass i f icat ion:  Sign i f icant  
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investigat ion  
 

15 Aug 2014  
For 1 week 
(SW T) 

Wool fard isworthy
,  North  Devon.  

163 Cross  connect ion  
between pr i va te 
boreholes  and 
publ ic  water  
supply.  

South West Water Ltd act ion:  

  Disconnected pr i vate supply f rom mains supply .  

  Non-retu rn va lve ins ta l led and local  d is t r ibut ion  network 
was t r ick le  f lushed.  

  Sampled af fected a rea.  

  Served a Sect ion 75 Not ice  on farm owner in  re la t ion  to  
f i t t ings regulat ions in f r ingements .  

  Review of  procedures.   
 

DWI comments and f indings:  

  Th is  event  re la ted to  a c ross connect ion to  a pr i vate 
supply v ia  a s to rage tank on a da i ry farm.  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  

 
Risk  c lass i f icat ion:  Sign i f icant  
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19 Aug 2014  
For 18 hours  
(BRL)  

Corston,  
Keynsham and 
Sal t ford .  

8 ,844 Brown 
d isco lourat ion  due 
to  p lanned work.  

Bris tol  Water Plc act ion:  

  Reviewed procedures fo r  responding to  cust omer 
d isco loured water  contacts .   

  Awareness sess ions were del ive red to  operat ional  
managers focus ing on improving responses and  
communicat ions around operat ional  programmes  to  
reduce the r isk  of  d isco lourat ion .  

  Updated the  r isk  assessment  process .  

  Amended procedure  for  under pressure saddle  
connect ions .  

 
DWI comments and f indings:  

  Inadequate procedures.  

  Inadequate r isk  assessment .  

  Cr i t ica l  that  the company took longer than two hours  to  
send out  f lush ing inspec tors  g iven th is  s i tuat ion could 
have been ant ic ipated .   

  Recommended review o f  procedures for  responding to  
d isco loured water  contacts .  

  Use of  an a l te rnat i ve ma ins supply to  two DMA’s was 
ru led out  due to  the r isk  of  d isco lourat ion as the  va lve is  
normal ly kept  shut .   

  Suggested the company review the i r  va lve  operat ing 
procedures to  ensure  that  va lves can be  used in  fu ture 
wi thout  caus ing a d isco lourat ion r isk .  

 
Risk  c lass i f icat ion:  Sign i f icant  
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Main act ions and f indings from the Inspectorate 
investigat ion  
 

02 Sep 2014  
For 12 hours  
(W SX) 

Al ton Pancras 
works,  Dorset .  

7 ,611 Treatment  fa i lu re:  
turb id i ty >1NTU.  

Wessex Water Services  Ltd act ion:  

  Shutdown the t rea tment  works but  th is  was too la te  to  
conta in  a l l  the tu rb id  water .  

  Removed s i te  f rom supply.  

  F lushed d is t r ibut ion system.  

  Increased ch lor ine res idual  set  po int  as a p recaut ion.  
 
DWI comments and f indings:  

  Th is  event  re la ted to  a par t ia l  co l lapse of  a  borehole 
where a  lack of  data and  inabi l i ty to  d iver t  turb id  water  
both contr ibuted to  th is  event .  

  High ly  cr i t ica l  that  e leva ted turb id i ty,  which occurred on 
severa l  occas ions pr io r  to  the eventual  shutdown,  were 
not  acted upon.   

  Recommended a review of  the process moni tor ing data 
avai lab le to  s ta f f  and  where th is  is  insuf f ic ient  addi t ional  
sampl ing and invest iga t ion is  carr ied out  to  prevent  
turb id  water  reaching  the d is in fect ion t reatment  s tage.  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

19 Sep 2014  
For 1 day 
(BRL)  

Hal len,  S  
Gloucestersh i re .  

633 E.col i  and 

Enterococc i  
detected fo l lowing  
va lve repai r .  

Bris tol  Water Plc act ion:  

  Sampled af fected a rea.  

  A l l  samples sat is factory.  

  Invest igat ions ind icate that  the cause was l ike ly to  be 
s tandpipe or  hydran t  chamber.  
 

DWI comments and f indings:  

  Th is  event  re la ted to  a microbio log ica l  fa i lure af ter  
network repai rs .  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  

 
Risk  c lass i f icat ion:  Sign i f icant  
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21 Sep 2014  
For 1 day 
(BRL)  

Frampton 
Cot tere l l .  

38 Col i form bacte r ia .  Bris tol  Water Plc act ion:  

  Sampled af ter  a  mains repai r  sample was pos i t i ve for  
co l i forms.  

 
DWI comments and f indings:  

  The Inspectorate was sa t is f ied wi th  the company ’ s  
handl ing of  th is  event  bu t  noted that  the company d id  
not  expla in  why the  or ig ina l  fa i lure occurred and 
therefore no  lessons were learnt .  
 

Risk  c lass i f icat ion:  Sign i f icant  
 

22 Sep 2014  
For 3 days 
(VW P) 

Tidworth works,  
Tidworth .  

8 ,000 Loss of  supply due  
to  d is in fect ion 
fa i lure.  

Veolia Water Projects act ion:  

  Reviewed s tandby and handover  procedures.  

  Commit ted to  a review o f  a larms to  ensure the se  are 
bet ter  understood and response is  improved.  

  P lanned scheme to improve ch lor ine  dos ing and 
moni tor ing by the end  of  2014.  

DWI comments and f indings:  

  Fa i led to  act  upon a larms at  t reatment  works and  service 
reservo i r  to  p revent  suppl ies  running out .  

  Did not  not i fy  loca l /heal th  author i t ies .  

  Inadequate t ra in ing/competence of  s ta f f .  

  The Inspectorate was cr i t ica l  that  the company fa i led  to  
fo l low i ts  own procedures .  

  The company has s ince commit ted to  a number o f  
act ions to  prevent  a  recurrence,  inc lud ing  a review of  
res i l ience and cont ingency measures .  
 

Risk  c lass i f icat ion:  Sign i f icant  
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25 Sep 2014  
For 4 hours  
(BRL)  

Kingswood,  
Mangots f ie ld ,  
Br is to l .  

121,  442  Loss of  supply due  
to  mains burs t .  

Bris tol  Water Plc act ion:  

  Burs t  main af fect ing large number of  consumers.  

  Worked wi th  other  o rgan isat ions to  p lan for  the p rovis ion 
of  a l ternate suppl ies  through the provis ion of  emergen cy 
water  tanks,  wate r  carr iers  and bot t les  suppl ies  at  
severa l  locat ions.   
 

DWI comments and f indings:  

  Th is  s ign i f icant  burs t  was managed sat is factor i l y  so that  
suppl ies  to  most  consumers were main ta ined;  however,  
incorrect  in format ion  was provided  by the company to  
the Inspectorate regard ing the scale of  the even t  and 
th is  resul ted in  the  Inspectorate be ing unable  to  fu l f i l  i ts  
own obl igat ions under such c i rcumstances.  

  Issued a provis ional  Enforcement  Order ,  fo l lowed by a  
f ina l  Order,  to  prevent  any fu r the r  non-compl iance wi th  
the In format ion  Di rect ion.  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

06 Oct  2014  
For 1 hour  
(W SX) 

Compton Durvi l le  
works,  Sou th 
Pether ton,  
I lminster ,  
Somerset .  

5 ,506 Turb id i ty.  Wessex Water Services  Ltd act ion:  

  Short  l i ved tu rb id i ty sp ikes af ter  f i l te r  washes d id  not  
t r igger  works shutdown.  

  Manual l y shut  down t rea tment  works.  

  Company ident i f ied improvements  to  p revent  a  
recurrence that  have been  implemented.  

 
DWI comments and f indings:  

  On retu rn ing the  s i te  to  supply,  the  company d isabled 
the f i l ter  back-washing p rocess,  which subsequent ly led 
to  a minor  dete r iorat ion in  f i l t ra te  qual i ty ;  as  a 
consequence the company was not  operat ing the  works 
in  accordance wi th  i ts  des ign.  

  Recommended a shorter  t ime in terva l  on da ta capture 
f rom s i te  ins t rumentat ion to  bet ter  demonstrate 
compl iance wi th  the Regulat ions.  
 

Risk  c lass i f icat ion:  Sign i f icant  
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06 Oct  2014  
For 11 hours  
(W SX) 

Deans Farm 
works,  Sal isbury ,  
W il tsh i re .  

 Turb id i ty.  Wessex Water Services  Ltd act ion:  

  Works shutdown au tomat ica l ly in  respon se to  h igh 
turb id i ty.  

  P lan developed to  conta in  water  in  compartment  o f  
downstream service reservo i r  fa i led therefore  water  was 
back f lushed to  waste th rough a hydrant  a t  the works.  

  Dedicated washouts  to  be ins ta l led on each borehole.  
 

DWI comments and f in dings:  

  The company fa i led to  adequate ly demonstrate i t  has 
addressed the r isk  f rom e levated turb id i ty ,  however,  the 
company has s ince changed i ts  po l icy.  

  A Not ice is  to  be put  in  p lace to  requi re  the tu rb id i ty r isk  
to  d is in fect ion to  be addressed.  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

08 Oct  2014  
For 2 days 
(SW T) 

Roche service 
reservo i r ,  near  St  
Auste l l ,  Cornwal l .  

875 Col i form bacte r ia .   South West Water Ltd act ion:  

  Bypassed service reservo i r .  

  Removed each compartment  o f  service reservo i r  f rom 
supply fo r  inspect ion and repai r .  

  Sampled af fected a rea.  

  F lushed mains.  
 
DWI comments and f indings:  

  Ingress to  both reservo i r  ce l ls  was ident i f ied.  

  The Inspectorate was sa t is f ied wi th  the company ’ s  
handl ing of  th is  event .  
 

Risk  c lass i f icat ion:  Sign i f icant  
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15 Oct  2014  
For 1 day 
(SW T) 

Crownhi l l  works,  
Plymouth .  

170,000 Cryptospor id ium .  South West Water Ltd act ion:  

  Works shutdown af ter  l ime dos ing fau l t .  

  On resta r t  the works per formance was unstable and 
Cryptospor id ium oocysts  were p resent .  

  Ci t r ic  ac id  wash ing of  l ime dos ing l ines to  be 
implemented.  

 
DWI comments and f indings:  

  Th is  event  was a repet i t i on of  a  s imi lar  event  in  2010 
and was preventable by suf f ic ient  e f fect i ve maintenance 
of  l ime dos ing p lant .  

  Suggested enhanced moni tor ing of  the l ime dos ing 
system and requi red an update of  the r isk  assessment .  

  A Not ice is  in  p lace requ i r ing improvements  to  th is  works 
to  address Cryptospor id ium, microbio log ica l  parameters ,  
d is in fect ion by -products ,  pest ic ides and taste and odour.  
In  the long- term the works is  to  be rep laced by a  new 
t reatment  works by the end of  2019.   

 
Risk c lass i f icat ion:  Sign i f icant  
 

18 Oct  2014  
For 10 
minutes  
(W SX) 

Stubhampton 
works,  
Stubhampton,  
Dorset .  

4 ,000 Turb id i ty.   Wessex Water Services  Ltd act ion:  

  Turb id i ty sp ike assoc iated wi th  borehole  s tar t -up.  

  Sampled af fected a rea.  

  Relocated the sample tapping points .  
 

DWI comments and f indings:  

  A i r  ent rapment  occurred  fo l lowing s ta r t -up o f  a  borehole.  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  
 

Risk  c lass i f icat ion:  Sign i f icant  
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18 Oct  2014  
For 1 day 
(SW T) 

W indmi l l  service 
reservo i r ,  
Launceston,  
Cornwal l .  

12,000 Col i forms.  South West Water Ltd act ion:  

  Bypassed service reservo i r .  

  Sampled af fected a rea.  

  Rezoned area (brought  in  water  f rom d i f fe rent  source) .  

  Company subsequent l y removed service reservo i r  f rom 
supply fo r  repai r ,  inspec t ion and c leaning .  

  F lushed mains.  

  Improved sampl ing arrangement  for  reservo i r  in le t .  
 
DWI comments and f indings:  

  The Inspectorate was sa t is f ied wi th  the company ’ s  
handl ing of  th is  event .  
 

Risk  c lass i f icat ion:  Sign i f icant  
 

19 Oct  2014  
For 1 day 
(W SX) 

Codford  works,  
Codford ,  
W il tsh i re .  

 Turb id i ty.  Wessex Water Services  Ltd act ion:  

  Works auto-shutdown caus ing turb id  water  in  boreholes .  

  Turb id  water  conta ined  and f lushed to  waste.  

  Company are ins ta l l ing f i l t ra t ion to  p revent  a  recurrence.  
 

DWI comments and f indings:  

  The company fa i led to  adequate ly demonstrate i t  had 
addressed the turb id i ty r isk  to  d is in fect ion,  however,  the 
company has s ince changed i ts  po l icy.   

  A Not ice is  to  be put  in  p lace to  address the turb id i ty 
r isk  to  d is in fect ion.  
 

Risk  c lass i f icat ion:  Sign i f icant  
 

 
 
 
 
 
 
 
 
 

    



Dr ink ing wate r  2014  

92 

Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

20 Oct  2014  
For 1 day 
(W SX) 

Corscombe 
works,  Near 
Yeovi l ,  Somerset .  

800 Cryptospor id ium .  Wessex Water Services  Ltd act ion:  

  Cryptospor id ium  de tected af ter  heavy ra in fa l l ,  spec ies 
ind icat ive of  wi ld l i fe  ra ther  than human or  farm animals .  

  Shut  down works.  
 
DWI comments and f indings:  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  

  A Not ice  is  in  p lace requ i r ing improvements  to  be  made 
to  address Cryptospor id ium  r isk  at  th is  s i te .  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

20 Oct  2014  
For 1 hour  
(W SX) 

Hol t  works,  
Trowbr idge,  
W il tsh i re .  

20,000 Turb id i ty .   Wessex Water Services  Ltd act ion:  

  Turb id i ty a t  t ime o f  works s tar t  up .  
 
DWI comments and f indings:  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

21 Oct  2014  
For 4 hours  
(BRL)  

F ishponds,  
Br is to l .  

37,500 Brown 
d isco lourat ion .  

Bris tol  Water Plc act ion:  

  Sampled af fected a rea but  not  for  appropr ia te 
parameters .  

  Review of  procedures.  

  Hydrants  f lushed overn ight  to  remove d isco loured water .  
 
DWI comments and f indings:  

  Valves were shut  to  address what  was thought  to  be a 
leak on a main below a busy road  whereupon the leak 
was found to  be loca ted on a smal ler  p ipe running c lose 
by.  W hen the va lve operat ions were reversed 
d isco lourat ion occurred.  

  Suggested company improves r isk  assessment  o f  
p lanned work,  to  inc lude  checks of  va lve s ta tus and to  
record changes in  s ta tus  accurate ly .  

 
Risk  c lass i f icat ion:  Sign i f icant  
 



Western  reg ion  

93 

Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

22 Oct  2014  
For 11 days  
(SW T) 

Col lege works,  
Falmouth,  
Cornwal l .  

32,000 Brown 
d isco lourat ion .  

South West Water Ltd act ion:  

  L imi ted sampl ing.  

  Rezoned suppl ies  to  other  sources .  

  Works removed f rom supply.  

  L ime dos ing in t roduced .  

  In t roduced fa i lsafe shu tdowns.  

  Re-br ie fed s taf f .  

  Company wro te to  consumers to  apolog ise and of fered to  
d iscuss concerns.  
 

DWI comments and f indings:  

  Th is  event  occurred as a  resul t  o f  an inc rease in  
manganese levels  across the works.  

  Cr i t ica l  that  the company were in i t ia l l y s low to  react  and 
not i f icat ion was no t  t ime ly as a consequence.  

  Suggested company ins ta l ls  an on - l ine manganese 
moni tor  to  preven t  a  recurrence .  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

27 Oct  2014  
For 4 days 
(W SX) 

Bothenhampton 
service reservo i r ,  
near  Br idport ,  
Dorset .  

11,341 E.col i .  Wessex Water Services  Ltd act ion:  

  Per formance of  supplying works invest igated.  

  Increased moni tor ing.  

  Inspected reservo i r .  
 
DWI comments and f indings:  

  Pos i t ion of  va lve chamber rest r ic ted roof  d ra inage.  

  Cr i t ica l  that  inundat ion tests  were not  carr ied ou t  on 
previous inspect ions .  

  Suggested the company a lways carr ies  out  inundat ion 
tes ts  in  accordance wi th  the ‘Pr inc ip les of  W ater Supply 
Hygiene’ .  

 
Risk  c lass i f icat ion:  Sign i f icant  
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02 Nov 2014  
For 1 hour  
(W SX) 

Arn Hi l l  works,  
Warminster ,  
W i l tsh i re .  

11,868 Turb id i ty .   Wessex Water Services  Ltd act ion:  

  S i te  shutdown in  response to  h igh turb id i ty .  

  Undis in fected water  f lushed to  waste.  

  Borehole survey conducted.  
 
DWI comments and f indings:  

  The Inspectorate cons idered the company fa i led to  
adequate ly  demonstrate i t  has addressed the turb id i ty 
r isk  to  d is in fect ion ,  however,  the company has s ince 
changed i ts  po l icy .  

  A Not ice is  be ing put  in  p lace to  address the turb id i ty 
r isks to  d is in fect ion.  
 

Risk c lass i f icat ion:  Sign i f icant  
 

05 Nov 2014  
For 16 hours  
(W SX) 

Dewl ish  works,  
Dewl ish,  Dorset .  

8 ,345 Turb id i ty.  Wessex Water Services  Ltd act ion:  

  The works shutdown on h igh turb id i ty.  

  The company conta ined the wate r  on -s i te  and  f lushed to  
waste.  
 

DWI comments and f indings:  

  The Inspectorate was sa t is f ied wi th  the company’s  
handl ing of  th is  event .  

 
Risk  c lass i f icat ion:  Sign i f icant  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

18 Nov 2014  
For 1 day 
(W SX) 

Compton works,  
Netheravon near 
Devizes,  
W il tsh i re .  

8 ,725 Turb id i ty .   Wessex Water Services  Ltd act ion:  

  Sampled area.  

  Turb id  water  conta ined  in  downstream reservo i r  and 
b lended.  

  Ins t rumentat ion recal ibrated.   
 

DWI comments and f indings:  

  Th is  event  was caused by back f low f rom the out le t  main 
to  the sampl ing l ine on commiss ion ing of  new booster  
pumps.  A turb id i ty  moni tor  used for  on -s i te  checks was 
not  ca l ibrated.  

  Recommended that  the  company keeps ca l ibrat ion 
records for  a l l  ins t ruments .  

  The company re located the sampl ing fac i l i t ies  to  ensure 
they a re representat i ve of  water  leaving the works  

  Recommended a review of  sample points  at  a l l  o ther  
s imi lar  s i tes  to  ensure that  they are representat i ve.  

  Cr i t ica l  that  the only on l ine turb id i ty measurement  a t  
Compton works is  downs tream of  d is in fect ion.  

  Recommended that  tu rb id i ty moni to rs  are p laced  
upstream of  d is in fect ion  in  order  to  demonstrate 
compl iance wi th  Regula t ion 26.  

  Suggested improvements  be made to  the r isk  
assessment  for  the commiss ion ing of  booster  pumps as 
that  used for  th is  p lanned work was inadequate.  

 
Risk  c lass i f icat ion:  Sign i f icant  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

02 Dec 2014  
For 3 hours  
(W SX) 

Dur le igh works,  
Br idgwater ,  
Somerset .  

45,200 Turb id i ty.  Wessex Water Services  Ltd act ion:  

  Turb id  water  conta ined  on s i te  and f lushed to  waste.  

  One GAC adsorber  removed f rom service.  

  L imi ted sampl ing .  
 
DWI comments and f indings:  

  Th is  event  occurred af te r  a  GAC f i l ter  was retu rned to  
use fo l lowing c leaning wi th  a s t rong ch lor ine so lut ion 
which oxid ised meta ls  re leas ing par t ic les  in to  the  
f i l t ra te .  

  High ly  cr i t ica l  that  th is  ch lor inated backwashing 
operat ion was  carr ied ou t  wi thout  a  do cumented r isk  
assessment .  

  Recommended prepara t ion of  a  su i tab le r isk  assessment  
and procedures fo r  GAC c leaning.  

  Recommended that  the  company compl ies wi th  gu i dance 
in  BS EN 12915 -2 (Products  used for  the t reatment  o f  
water  in tended for  human consumpt ion –  granula r  
act ivated carbon Part  2 . )  which is  par t  o f  the Regulat ion 
31 approval .  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

16 Dec 2014  
For 1 day 
(W SX) 

Dur le igh works 
Br idgwater ,  
Somerset .  

45,200 Detect ion of  
co l i form bacter ia ,  
Clostr id ium 
perf r ingens  and 
Enterococc i .  

Wessex Water Services  Ltd act ion:  

  L imi ted invest iga t ion at  works  per fo rmance.  

  Enhanced moni tor ing.  
 
DWI comments and f indings:  

  Recommended that  fu ture invest igat ions of  Clost r id ia  
fa i lures are comprehensive and inc lude  t imely  sampl ing 
f rom in termedia te s tages of  the works.  

  Cr i t ica l  o f  the l imi ted invest igat ion of  the per formance of  
the GAC f i l ters  g iven recent  operat ional  p roblems were 
known about .  

  Requi red the  company to  review and resubmi t  i t s  r isk  
assessment  for  th is  s i te .  

 
Risk  c lass i f icat ion:  Sign i f icant  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate 
investigat ion  
 

24 Dec 2014  
For 12 hours  
(W SX) 

Bulbr idge works,  
Sai lsbury .  

1 ,610 Dis in fect ion  
fa i lure .   

Wessex Water Services  Ltd act ion:  

  Once aware,  shut  down the works and Iso la ted 
downstream service reservo i r .  

  Sampled af fected a rea.  

  F lushed af fected area .  

  Reviewed cont ro l  ph i losophy befo re re turn ing s i te  to  
supply.  
 

DWI comments and f indings:  

  Auto shutdown was act i vated on low ch lo r ine,  however ,  
va lve d id  not  shut ,  company ident i f ied root  cause was a 
corroded actuato r .  

  Suggested company reviews whether  mainte nance and 
rep lacement  in terva ls  fo r  actuators  of  th is  type a re set  
a t  the appropr ia te f requency.  

  Suggested ca l ibrated  ne twork models  are  used,  ins tead 
of  operator  est imat ion,  to  dec ide on extent  and  t iming of  
f lush ing af ter  such events .   

  Conc luded no f lush ing occurred for  two d is in fect ion 
events  at  th is  s i te   

  Reassurance sought  and  received  that  no o ther  s i tes  are 
conf igured in  a s imi lar  way.  
 
 

Risk  c lass i f icat ion:  Sign i f icant  
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Events in the Western region outstanding from 2013 completed in 2014 

Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate invest igat ion  
 

03 Aug 2013  
For 5 days 
(SW T) 

Tamar  works,  
Bude,  North 
Cornwal l .  

20,059 Manganese.  South West Water Ltd act ion:  

  Sampled af fected a rea.  

  Provided bot t led  wate r  on request .  

  St ra teg ic  f lush ing  carr ied out .  

  Invest igat ions at  the t reatment  works.  
 

DWI comments and f indings:  

  The company was s low to  recognise the s ign i f icance of  the 
problems wi th  t reatment ,  whereby manganese  en tered supply 
at  t ime of  h igh demand,  and communicated poor ly wi th  media 
and press.  

  The Inspectorate carr ied  out  an audi t  o f  th is  s i te  and has 
taken consumer wi tness s tatements .  

  Recommended changes to  set  po ints  for  on l ine turb id i ty  
moni tors .  

  Recommended review and update  of  technica l  mater ia l  gu id ing 
customer service agents  to  ensure advice to  consumers about  
water  qual i ty  mat ters  is  appropr ia te.  

  Recommend that  the company reviews cr i ter ia  for  ident i f y ing 
unusual  pat terns of  consumer contacts .  

  A Not ice  has been put  in  p lace  p lace cover ing improvements  
to  th is  works to  address t r iha lomethanes,  pest ic ides inc lud ing 
meta ldehyde and  propyzamide,  tas te and odour and 
d is in fect ion by-products .  

  An addi t ional  legal  ins t rument  wi l l  be pu t  in  p lace to  a ddress 
issues wi th  manganese compl iance .   

 
Risk  c lass i f icat ion:  Ser ious  
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Date and 
durat ion  

Area  Estimate  of  
populat ion 
affected  

Nature and cause 
of  the event  

Main act ions and f indings from the Inspectorate invest igat ion  
 

20 Dec 2013  
For 11 hours  
(W SX) 

Boyne Hol low 
works supplying 
consumers in  
par ts  o f  
W il tsh i re .  

2 ,750 Cryptospor id ium .  Wessex Water Services  Ltd act ion:  

  The s i te  was taken  out  o f  supply.  

  L imi ted sampl ing of  the  af fected area.  
 
DWI comments and f indings:  

  Act ions have  been taken  by the company to  address the 
shortcomings in  the works conf igurat ion and con tro l  
ph i losophy revealed by th is  event .  

  Suggested that  the company acqui res  a bet te r  und erstanding 
of  the hydraul ics  of  th is  system and improves  moni tor ing of  
Cryptospor id ium to  va l idate the phi losophy wi th in  the s i te  

spec i f ic  contro l  ru les .  

  Recommended improved procedures to  ensure suf f ic ient  
invest igato ry  samples are taken in  fu tu re s imi lar  s i tuat ions.  

 
Risk  c lass i f icat ion:  Sign i f icant  
 

 
Note: A complete table of  events  in  England and W ales in 2014 can be found on the DW I webs i te (www.dwi.defra.gov.uk ).   
I t  is  named Signif icant drinking water events in England and Wales 2014.pdf .   
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Annex 4 
Planned drinking water quality improvements  

Company 
Parameter,  
hazard or dr iver  Site  

Due for 
complet ion*  

Status*  
Legal  
Instrument  

BRL Cryptospor id ium Barrow  30-Sep-16  Ongoing  Not ice  

BRL Cryptospor id ium Cheddar  30-Jun-14  
Completed 
26-Jun-14  

Not ice  

BRL I ron  
Trunk mains –  
consumer 
acceptabi l i ty  

31-Mar-15  Delayed  Undertak ing  

BRL Lead Lead Strategy  31-Mar-20  Ongoing  Not ice  

BRL Lead Sherborne  31-Mar-15  
Completed 
23-Oct-14  

Not ice  

BRL Meta ldehyde  
Purton and 
L i t t le ton  

31-Mar-20  Ongoing  Undertak ing  

BRL Ni t ra te  Frome  04-Sep-14  
Completed 
02-Sep-14  

Undertak ing  

BRL 
Pest ic ides 
meta ldehyde  

Banwel l   31-Mar-15  
Completed 
31-Mar-15  

Undertak ing  

BRL 
Pest ic ides 
meta ldehyde  

Stowey  31-Mar-15  
Completed 
31-Mar-15  

Undertak ing  

CHO Ni t ra te  Cholder ton  31-Mar-20  Ongoing  Not ice  

SBW Cryptospor id ium  A lderney  31-Dec-18  Ongoing  Not ice  

SBW Cryptospor id ium Knapp Mi l l  21-Dec-18  Ongoing  Not ice  

SBW 

Iron,  turb id i ty 
and polycyc l ic  
aromat ic  
hydrocarbons  

Dis t r ibut ion  31-Mar-15  
Completed 
31-Mar-15  

Undertak ing  

SW T Lead Avon  31-Dec-16  Ongoing  Not ice  

SW T Lead Dis t r ibut ion  31-Mar-15  
Completed 
31-Mar-15  

Undertak ing  

SW T Lead Lead Strategy  31-Mar-20  Ongoing  Not ice  

SW T 

Meta ldehyde,  
co l i forms,  E.col i ,  
Cryptospor id ium ,  
t r iha lomethanes,  
tas te and odour  

Crownhi l l  31-Dec-19  Ongoing  Not ice  

SW T Pest ic ides  Restormel   31-Dec-14  
Completed 
19-Dec-14  

Undertak ing  

SW T 
Taste,  odour and  
t r iha lomethanes  

Tot t i ford  31-Dec-19  Ongoing  Not ice  

SW T Tr iha lomethanes  Wendron  31-Dec-14  
Completed 
19-Dec-14  

Undertak ing  

SW T 

Tr iha lomethanes,  
tas te and odour,  
meta ldehyde  
pest ic ides  

Tamar  31-Dec-19  Ongoing  Not ice  
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Company 
Parameter,  
hazard or dr iver  Site  

Due for 
complet ion*  

Status*  
Legal  
Instrument  

SW T 

Tr iha lomethanes,
taste and odour,  
meta ldehyde,  
pest ic ides  

Col lege  31-Ju l -18  Ongoing  Not ice  

SW T 

Tr iha lomethanes,
taste and odour,  
meta ldehyde,  
propyzamide,  
pest ic ides  

Northcombe  31-Dec-18  Ongoing  Not ice  

WSX Cryptospor id ium  Boyne Hol low  30-Jun-15  Ongoing  Not ice  

WSX Cryptospor id ium  Bradley Head  31-Sep-17  Ongoing  Not ice  

WSX Cryptospor id ium  Br i xton Dever i l l  31-Mar-15  
Completed 
31-Mar-15  

Not ice  

WSX Cryptospor id ium  Cals tone  31-Sep-17  Ongoing  Not ice  

WSX Cryptospor id ium  Corscombe 30-Jun-15  Ongoing  Not ice  

WSX Cryptospor id ium Hooke  30-Sep-17  Ongoing  Not ice  

WSX Cryptospor id ium  Mi lborne W ick 30-Jun-15  Ongoing  Not ice  

WSX Cryptospor id ium  
Okeford 
F i tzpaine  

31-Sep-17  Ongoing  Not ice  

WSX Cryptospor id ium  P i tcombe 31-Sep-17  Ongoing  Not ice  

WSX Cryptospor id ium  Shapwick  31-Mar-15  
Completed 
31-Mar-15  

Not ice  

WSX Cryptospor id ium  Wel lhead 31-Sep-17  Ongoing  Not ice  

WSX Cryptospor id ium  West  Lu lworth  31-Sep-17  Ongoing  Not ice  

WSX Cryptospor id ium  
W interbourne 
Abbas 

30-Jun-15  Ongoing  Not ice  

WSX 
I ron,  turb id i ty 
and manganese 

Trunk mains  31-Mar-15  
Completed 
31-Mar-15  

Undertak ing  

WSX 

Isoproturon,  
pest ic ides,  
mecoprop,  
ch lor to luron and 
taste and odour  

Sut ton Bingham  31-Mar-14  
Completed 
4-Feb-15  

Undertak ing  

WSX Lead Dis t r ibut ion  31-Mar-15  
Completed 
31-Mar-15  

Undertak ing  

WSX Lead Lead Strategy  31-Mar-20  Ongoing  Not ice  

WSX Meta ldehyde  Dur le igh  30-Apr-15  Ongoing  Undertak ing  

WSX Ni t ra te  
Seven d i f feren t  
t reatment  works   

31-Mar-18  Ongoing  Undertak ing  

WSX Taste and odour  Por lock  31-Dec-17  Ongoing  Not ice  

*Dates used are those for  the complet ion of  the agreed programme of  work.  There is  a  
fur ther  per iod of  12  months before a p rogramme is  o f f ic ia l ly c losed to  ascer ta in  the 
benef i ts  o f  the work to  consumers.  
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Annex 4.1 
Delayed programmes 
 

Company 
Parameter,  
hazard or dr iver  

Site  Reason for de lay  

BRL I ron  
Trunk mains –  
consumer 
acceptabi l i ty  

F ina l  t runk main renova t ion delayed  due 
to  s t reet  works rest r ic t ions resul t ing in  a  
f ive month  delay to  overa l l  complet ion.  
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Annex 5 
Competition in the water industry 

The following table indicates the extent of  competit ion in the water 
industry in England and Wales . 
 

Inset appointments in place in 2014 
 

Site Appointee Incumbent and region Status 

Riss ington, 
Bour ton-on-the-
Water 

Alb ion W ater Thames Water,  London and 
South East  region  

Supplying 
water  

Shotton Paper , 
Shotton 

Alb ion W ater  Dŵr Cymru  W elsh W ater ,   
Wales 

Supplying 
water  

Buxted Chicken, 
Fl ix ton 

Angl ian W ater  Essex and Suf fo lk  W ater,  
Centra l and Eastern region 

Supplying 
water  

W ynyard, near  
Wolviston 

Har t lepool  Water  Nor thumbr ian W ater,  
Nor thern region  

Supplying 
water  

Berryf ie lds , 
Aylesbury 

Independent  Water 
Networks Ltd  

Thames Water,  London and 
South East  region  

Supplying 
water  

Brook lands, Mi l ton 
Keynes 

Independent  Water 
Networks Ltd  

Angl ian W ater,  
Centra l and Eastern region  

Supplying 
water  

Great  Bi l l ing W ay, 
Nor thampton 

Independent  Water 
Networks Ltd  

Angl ian W ater,  
Centra l and Eastern region 

Supplying 
water   

Kings Cross,  
London 

Independent  Water 
Networks Ltd  

Thames Water,  London and 
South East  region  

Supplying 
water  

Long Crof t  Road,  
Corby  

Independent  Water 
Networks Ltd  

Angl ian W ater,  
Centra l and Eastern region 

Supplying 
water   

Oakham North,  
Oakham 

Independent  Water 
Networks Ltd  

Severn Trent W ater,  Central  
and Eastern region  

Supplying 
water  

Pr iors Hal l ,  Corby Independent  Water 
Networks Ltd  

Angl ian W ater,  
Centra l and Eastern region 

Supplying 
water   

The Br idge,  
Dar tford  

Independent  Water 
Networks Ltd  

Thames Water,  London and 
South East  region  

Supplying 
water  

Media City,  
Salford Quays  

Peel  Water 
Networks Ltd  

Uni ted Ut i l i t ies,  Nor thern 
region 

Supplying 
water   

Brewery Square , 
Dorchester  

SSE W ater  Wessex W ater,  
Western region  

Supplying 
water   

Bromley Common, 
Bromley 

SSE W ater  Thames Water,  London and 
South East  region  

Supplying 
water  

Emersons Green,  
Br isto l  

SSE W ater  Br isto l W ater ,  W estern 
region 

Supplying 
water  

Farndon Road,  
Market 
Harborough 

SSE W ater  Severn Trent W ater,  Central  
and Eastern region  

Supplying 
water  

Grayl ingwel l ,  
Chichester  

SSE W ater  Portsmouth W ater,  London 
and South East region  

Supplying 
water  

Great  Western 
Park , Didcot  

SSE W ater  Thames Water,  London and 
South East  region  

Supplying 
water  

Hale Vi l lage,  
Tottenham 

SSE W ater  Thames Water,  London and 
South East  region 

Supplying 
water  

Heart  of  East 
Greenwich 

SSE W ater  Thames Water,  London and 
South East  region  

Supplying 
water  
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Site Appointee Incumbent and region Status 

Hil ls  Farm Lane,  
Horsham, Surrey 

SSE W ater  Southern W ater,  London and 
South East  region  

Supplying 
water  

Kennet  Is land, 
Reading 

SSE W ater  Thames Water,  London and 
South East  region  

Supplying 
water  

Kingsmere, 
Bicester  

SSE W ater  Thames Water,  London and 
South East  region  

Supplying 
water  

L lani l id  Park , 
South W ales 

SSE W ater  Dŵr Cymru W elsh W ater,  
Wales 

Supplying 
water  

Marine W harf ,  
Deptford 

SSE W ater  Thames Water,  London and 
South East  region  

Supplying 
water  

New South 
Quarter,  Croydon 

SSE W ater  Thames Water,  London and 
South East  region  

Supplying 
water  

Newlands,  
Water loovi l le  

SSE W ater  Portsmouth W ater,  London 
and South East region  

Supplying 
water  

Nine Elms, 
London 

SSE W ater  Thames Water,  London and 
South East  region  

Supplying 
water  

Norwich Common, 
W ymondham 

SSE W ater  Angl ian W ater  
Centra l and Eastern region  

Supplying 
water   

Park  Views, 
Epsom 

SSE W ater  Sut ton and East  Surrey 
Water,  London and South 
East  region 

Supplying 
water  

Rivers ide, Bark ing  SSE W ater  Essex and Suf fo lk  W ater,  
Centra l and Eastern region  

Supplying 
water  

The Portway,  near 
Sal isbury 

SSE W ater  Wessex W ater,  
Western region  

Supplying 
water   

MoD T idworth 
near  Andover  

Veol ia W ater 
Projects  

Wessex W ater,  
Western region  

Supplying 
water  

 
New inset appointments in 2014  
 

Site Appointee Incumbent and region Status 

Northstowe,  
Cambr idge 

Angl ian W ater  Cambr idge W ater,  Centra l  
and Eastern region  

Appointment 
granted 

Woods Meadow. 
Oulton,  Suf fo lk  

Angl ian W ater  Essex and Suf fo lk  W ater,  
Centra l and Eastern region 

Appointment 
granted 

Greenwich 
Mil lenium Vi l lage  

Independent  Water 
Networks Ltd  

Thames Water,  London and 
South East  region  

Appointment 
granted 

Cadley Hi l l ,  
Swadl incote  

South 
Staf fordshire 
Water  

Severn Trent W ater,  Central  
and Eastern region  

Appointment 
granted 

Cast le Way, Old 
Sarum 

SSE W ater  Wessex W ater,  
Western region  

Appointment 
granted 
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Annex 6 
Water company indices 

 

Key 

Bristol Water (BRL) 

Cholderton and Distr ict Water (CHO)  

Sembcorp Bournemouth Water (SBW) 

South West Water (SWT) 

SSE Water (SSE) 

Veol ia Water Projects (VWP) 

Wessex Water (WSX) 

Industry average (Indust ry)  

 

 

Overall drinking water index 
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Process control index 

 

 

 

Disinfection index 
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Distribution index 

 

 

 

Reservoir integrity 
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Annex 7 
Cost recovery 

Company  
Amount recovered 

for checking 
sample results 

Amount recovered for 
conducting audits, 

events and complaints 

Aff inity Water £79,254.00  £10,754 

Albion Water £222.00 £0 

Angl ian Water £135,901.00  £33,744 

Bristol Water £45,029.00 £20,862  

Cambridge Water £8,362.00 £1,178 

Cholderton and Distr ict Water  £259.00 £0 

Dee Val ley Water  £11,674.00 £4,028  

Dŵr Cymru Welsh Water  £95,534.00 £28,500 

Essex and Suffolk Water  £36,001.00 £1,824  

Hart lepool Water £1,813.00 £2,660  

Independent Water Networks  *£592.00 £3,800 

Northumbrian Water £66,970.00 £10,982 

Peel Water Networks £148.00 £0 

Portsmouth Water £14,467.00 £2,394 

Sembcorp Bournemouth Water  £15,096.00 £5,738  

Severn Trent Water £220,187.00  £67,564 

South East Water £80,105.00 £14,212  

South Staffordshire Water  £25,234.00 £17,556  

South West Water £77,182.00  £22,724 

Southern Water £82,325.00  £38,418 

SSE Water £4,958.00 £5,510  

Sutton and East Surrey Water  £14,319.00  £5,586 

Thames Water £170,681.00  £47,500 

United Ut i l i t ies  £156,695.00 £43,434  

Veol ia Water Projects  £1,184.00 £3,800 

Wessex Water £73,075.00 £30,780  

Yorkshire Water £133,681.00 £20,976  

Total  £1,550,356.00 £444,524 

* IW N paid the publ ished est imated charge of  £2,294 for  2013/14 ,  the f ina l  year  end 

charge for  2013/14 was £820 (made up of  £592 for  sampl ing and £228 fo r  even ts ,  

compla in t  and audi ts) .  In  accordance wi t h  agreed charg ing procedures,  the 2014/15 

est imated fee for  sampl ing of  £592 was t reated  as paid in  advance,  and the company 

received a  refund o f  £882,  be ing the overpayment  af ter  tak ing  in to  account  sampl ing 

charges for  both  years  and the audi t  event  and compla in t  amount  for  2013/14.  
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Annex 8 
Glossary and description of standards  

 

These def init ions wil l assist the understanding of  the report where 

technical terms have been used.  

 

µg/l  microgram per l i t re (one mil l ionth of  a gram  
per  l i t re) .  

 

1,2-Dichloroethane is  a solvent that may be found in groundwater in  
the v ic in ity of  industr ia l s i tes . W here necessary 
i t  can be removed by spec ia l water treatment .  
A European health-based standard of   
3μg/ l  appl ies.  

 

Acrylamide European heal th-based s tandard. A chemical 
which is  not  normal ly found in dr ink ing water .  I t  
is  produced in the manufacture of  
polyacrylamides that  are occasional ly used in 
water  t reatment.  I ts  presence in dr ink ing water is  
l im ited by contro l  of  the product  spec if icat ion. 
Standard is  0.1µg/ l .  

 

Aesthetic  assoc iated wi th the senses of  taste,  smel l   
and s ight .  

 

Aggressive 

  

a term used to indicate that the water has a 
tendency to d issolve copper (and other metals)   
f rom the inner surface of  a p ipe or  water  f i t t ing 
such as a tap.  

 

Alkali   

 

a solut ion conta in ing an excess of  f ree hydroxyl  
ions, wi th a pH greater than seven.  

 

Aluminium occurs  natura l ly in some source waters . I t  is  
removed f rom dr ink ing water by convent ional  
water  t reatment (coagulat ion and f i l t ra t ion) .  
Aluminium sulphate and polyaluminium chlor ide 
may be used as water treatment  chemicals  at  
some water  treatment works. A nat ional  standard 
of  200μg/ l  appl ies.  

 

Ammonium salts  are natura l ly present in trace amounts in 
most waters.  Their  presence might indicate 
contaminat ion of  sanitary s ignif icance and they 
interfere wi th the operat ion of  the dis infect ion 
process. An indicator  parameter wi th a guide 
value of  0.5mg/ l.  
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Analytical  qual ity control 
(AQC)  

procedures used to  ensure that  laboratory 
analys is methods are performing correct ly.  

 

Antimony is  rare ly found in dr ink ing water .   
Trace amounts  can be der ived f rom brass tap 
f i t t ings and solders.  A European heal th -based 
standard of  5μg/ l  appl ies.  

 

Aquifer  water -conta ining underground s trata.  

 

Arsenic occurs  natura l ly in only a few sources of  
groundwater.  Spec if ic  water  t reatment is  required 
to remove i t .  A European health -based s tandard 
of  10μg/l  appl ies .  

 

Benzene is  present in petro l.  I t  is  not  found in dr ink ing 
water ,  but  i t  can migrate through underground 
p last ic water p ipes i f  petro l is  spi l t  in the v ic in ity.  
A European health-based standard of  1μg/ l  
appl ies .  Some bott led waters  and sof t  dr inks 
which inc lude sodium benzoate as an ingredient 
have been reported as conta ining benzene.  
 

Benzo(a)pyrene is  one of  several compounds known as polycyc l ic  
aromat ic  hydrocarbons (PAHs) . Their  source in 
dr ink ing water  is  as a resul t  of  deter iorat ion of  
coal  tar ,  which many years  ago was used to l ine 
water  pipes.  Due to extens ive water  mains 
refurb ishment and renewal i t  is  now rare to 
detect  th is substance in dr ink ing water.   
A European health-based standard of   
0.01μg/ l  appl ies.   

 

Boron in surface water sources comes f rom industr ia l 
d ischarges or f rom detergents  in  treated sewage 
ef f luents . The very low concentrat ions found in 
some dr ink ing waters  are not a concern to  
publ ic heal th. A European heal th -based standard  
of  1mg/ l  appl ies .   

 

Bromate can be formed dur ing d is infect ion of  dr ink ing 
water  through a react ion between natura l ly 
occurr ing bromide and strong ox idants (usual ly 
ozone).  I t  may be generated in the manufacture 
of  sodium hypochlor i te  d is infectant .  
Except ional ly,  groundwater  can be contaminated 
wi th bromate, re leased f rom an industr ial  s i te.   
A European health-based standard of   
10μg/ l  appl ies.  

 

Bulk supply  water  suppl ied in bulk , usual ly in  treated form, 
f rom one water company to another.  
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Cadmium is  rare ly detected in dr ink ing water and trace 
amounts are usual ly due to d issolut ion of  
impur it ies f rom plumbing f i t t ings. A Europea n 
health-based s tandard of  5μg/ l  appl ies .  

 

Catchment  

 

when used in connect ion wi th water ,  the 
catchment  is  the area dra ined by a r iver or   
water  body.  

 

Chloramination the process of  generat ing a chloramine 
d is infectant res idual in water leaving a  
treatment  works.  

 

Chloramine a substance formed by a react ion between 
chlor ine and ammonia,  used as a d is infectant  in  
d istr ibut ion systems because of  i ts  long - las t ing 
propert ies compared to chlor ine.  

 

Chloride is  a component of  common sal t .  I t  may occur  in  
water  natura l ly,  but i t  may also be present due  
to local use of  de- ic ing salt  or  sal ine intrus ion.  
An indicator  parameter with a guide value  
of  250mg/l .  

 

Chlorine residual  the small  amount of  ch lor ine or  chloramines 
present  in  dr ink ing water  to maintain i ts  qual i t y 
as i t  passes through the water  company’s  
network  of  p ipes and household p lumbing.  

  

Chromium is  not  present in  dr ink ing water .  A European 
health-based s tandard of  50μg/ l  appl ies.  

 

Clostridium  perfringens  is  a spore-forming bacter ium that  is  present in 
the gut  of  warm-blooded animals . The spores can 
survive d is infect ion.  The presence of  spores in 
dr ink ing water  indicates h is tor ic  contaminat ion 
that  requires invest igat ion.  The standard is   
0 per 100ml.  

 

Coagulat ion a process employed dur ing dr ink ing water 
treatment  to ass ist  wi th the removal  of  
par t icu late matter.  

 

Coliform bacteria  

 

are widely d istr ibuted in the environment of ten 
as a result  of  human or animal  ac t ivi ty,  but some 
grow on p lant mat ter .  Their  presence in a water 
supply indicates a  need to invest igate the 
integr i ty of  the water supply system.  
The s tandard is  0 per 100ml.  
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Colony counts are general  techniques for detect ing a wide 
range of  bacter ia, the types and numbers being 
dependent on the condit ions of  the test .   
These counts , i f  done regular ly,  can help to 
inform water  management,  but they have no 
direct heal th s ignif icance. The s tandard is ‘no 
abnormal change’.  

 

Colour occurs  natura l ly in upland water sources.   
I t  is  removed by convent ional water treatment.  
A nat ional  standard of  20mg/ l on the 
Plat inum/Cobalt  (Pt /Co) scale appl ies .  

 

Communicat ion pipe  the connect ion f rom the water main to the 
consumer’s  property boundary.  

 

Compliance assessment  a compar ison made by the Inspectorate of  data 
gathered by water companies against  standards 
and other  regulatory requirements .  

 

Compound a compound cons ists  of  two or more e lements  
in chemical combinat ion.  

 

Concessionary supplies  histor ica l  f ree suppl ies of  water for  a 
householder , es tabl ished when a company 
wanted to lay mains across land and the 
landowner might agree, subject  to a permiss ion, 
to take a supply of  water f rom the main.  

 

Conduct ivity  is  a non-spec if ic  measure of  the amount of  
natura l  d issolved inorganic substances in  
source waters . An indicator parameter  wi th  
a guide value of  2,500µS/cm.  

 

Contact tank a tank, normal ly s i tuated on a treatment works 
s ite, which forms par t of  the d is infect ion process.   
A d is infectant chemical (normal ly chlor ine)  is  
dosed into the water  as i t  f lows into the tank. 
The per iod of  t ime that the water takes to f low 
through the tank a l lows suf f ic ient ‘contact ’  t ime 
for  the chemical to  k i l l ,  or  deact ivate, any 
v iruses or pathogenic  organisms that  may be 
present  in  the water.  

 

Copper in dr ink ing water  comes mostly f rom copper  
p ipes and f i t t ings in households.  In general,  
water  sources are not  aggress ive towards 
copper,  but problems very occasional ly occur on 
new hous ing estates. These ‘b lue water ’  events  
can be avoided by good p lumbing pract ices.  
A European health-based standard of   
2mg/l  appl ies .  
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Cryptosporidium is  a paras ite that causes severe gastroenter i t is  
and can survive d is infect ion. I t  is  removed f rom 
water  by convent ional  processes for removing 
par t icu late mater ia l,  and is inact ivated by 
u ltravio let  l ight .  In the UK, cont inuous moni tor ing 
is under taken at  works c lass if ied by the company 
as being at  s ignif icant  r isk .  

 

Cyanide is  not  present in  dr ink ing water .  A European 
health-based s tandard of  50μg/ l  appl ies.  

 

Dead leg refers  to a p iece of  p ip ing which is  stopped of f  at  
one end,  but  is  connected to the supply at the 
other end and can result  in  stagnant water in  
the p ipework.  

 

Distribution systems  a water company’s  network  of  mains, p ipes, 
pumping stat ions and service reservoirs through 
which treated water is  conveyed to consumers.  

 

Drinking Water Directive  Counci l  Direct ive 98/83/EC December  1998 –  
set t ing out  dr ink ing water  standards to be 
appl ied in member states.  

 

Drinking water standards   the prescr ibed concentrat ions or  values l is ted  
in regulat ions.  

 

Enforcement act ion  the means, as set  out in the W ater Act  1989  
and consol idated into the W ater Industry Act  
1991,  by which the Secretary of  State requires  
a water company to comply wi th  certa in 
regulatory requirements.  

 

Enterococci  see Escher ichia col i .  

 

Environment Agency the Environment Agency is  respons ib le for  
mainta in ing and improving the qual i t y of  f resh,  
marine,  surface and underground water in 
England. Natura l  Resources W ales i s the 
equivalent  body in W ales.  

 

Epichlorohydrin  can be found in trace amounts in polyamine 
water  t reatment chemicals.  I ts  presence in 
dr ink ing water  is  l im ited by contro l of  the product 
spec if icat ion.  A European heal th -based standard 
of  0.1μg/ l  appl ies.  

 

Epidemiology  a process of  s tudying the d istr ibut ion of  cases of  
d isease wi thin a populat ion in re lat ion to 
exposure to poss ible sources of  the infect ion, 
wi th a v iew to establ ish ing the actual  source of  
the infect ion.  

 



Dr ink ing wate r  2014  

114 

Escherichia col i  and 
Enterococci  

 

 

 

 

are bacter ia present in  the gut of  warm -blooded 
animals. They should not be present in dr ink ing 
water  and,  i f  present ,  immediate act ion is 
required to ident i fy and remove any source of  
faecal  contaminat ion that is  found.  The standard 
is 0  per 100ml.  

 

Event  

 

 

 

 
 

water  companies have to inform the Inspectorate 
about  occas ions when water  qual i t y or  
suf f ic iency is  af fected or when publ ic  conf idence 
in dr ink ing water  qual i ty may be impacted.  The 
Inspectorate refer  to these ins tances as ‘Events ’.  

Filt ration where water is  passed through a porous mater ia l  
(e.g.  sand)  to remove suspended part icu late 
matter .  
 

Fluoride occurs  natura l ly in many water sources, 
espec ial ly groundwater.  I t  cannot be removed by 
convent ional water treatment so h igh level s must 
be reduced by b lending wi th another  low f luor ide 
water  source. Some water companies are 
required by the local heal th author i ty to 
f luor idate water  supplies as a protect ion against  
tooth decay.  The dr ink ing water  standard 
ensures levels  are safe in e ither c ircumstance.  
Fluor idat ion of  water  is  a Depar tment  of  Health 
pol icy.  A European health-based s tandard of  
1.5mg/ l appl ies.  

 

Geosmin a substance produced by a var iety of  natural ly 
occurr ing microbes,  normal ly in surface waters 
which g ives r ise to a c haracter is t ic  ‘ear thy’  or  
‘musty’  tas te or odour .  

 

Granular activated carbon  an adsorbent f i l t ra t ion medium used to remove 
trace organic  compounds f rom water .  

 

Gross alpha/gross beta  

 

radioact iv i ty in  raw water  can or ig inate f rom 
natura l  substances or f rom a spec if ic  point  
emission. W ater companies are required to 
screen for radionuc l ides that emit e ither a lpha or 
beta par t ic les . I f  such screening exceeds guide 
values (gross a lpha 0.1Bq/ l ,  gross beta 1.0Bq/ l)  
then fu l ler  analys is for  spec if ic  radionuc l ide s is  
carr ied out  to determine the or igin.  

 

Groundwater  water  f rom aquifers or  other  underground 
sources.  
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Hydrogen Ion  

(pH)  

gives an indicat ion of  the degree of  ac id i ty of  the 
water .  A pH of  7 is  neutra l;  va lues below 7 are 
ac id ic  and values above 7 are a lkal ine.   
A low pH water  may result  in  p ipe corros ion.   
This is  corrected by adding an alkal i  dur ing  
water  t reatment.  A specif icat ion of  between  
6.5 and 9.5 appl ies.  

 

Improvement programmes  water  company improvement  works, these are 
legal ly b inding on the company and each 
programme wi l l  remedy an actual or  potent ia l 
breach of  a dr ink ing water s tandard wi th in a 
spec if ied t ime per iod.  

 

Indicator organism  an organism which indicates the presence of  
contaminat ion and hence the poss ib le presence  
of  pathogens.  

 

Indicator parameter  something that  is  measured to check that  
control  measures,  such as water treatment ,  
are work ing ef fect ive ly.  

 

Information Letter  formal guidance to water companies g iven  
by the Inspectorate and publ ished on the 
Inspectorate’s webs ite at ht tp:/ /www.dwi.gov.uk  

 

Inspectorate  The Dr ink ing W ater Inspectorate.  

 

Iron is  present natura l ly in  many water  sources.   
I t  is  removed by water  treatment.  Some iron 
compounds are used as water treatment  
chemicals. However,  the commonest source  
of  iron in dr ink ing water is  corros ion of  iron 
water  mains.  A nat ional s tandard of   
200μg/l  appl ies .  

 

Lead very occasional ly occurs natura l ly in raw waters,  
but the usual reason for i ts  presence in dr ink ing 
water  is  p lumbing in o lder  propert ies.  I f  the water  
supply has a tendency to d issolve lead then 
water  companies treat  the water  to reduce 
consumer exposure.  The permanent  remedy is 
for  householders  to remove lead p ipes and 
f i t t ings.  The European heal th -based standard is  
10μg/ l .   

 

m
3
/d  cubic  metres per  day.  

 

Manganese is  present natura l ly in  many sources and is 
usual ly removed dur ing treatment . A nat ional 
standard of  50μg/ l  appl ies .  
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Mean zonal compliance 
percentage 

a measure of  compl iance wi th dr ink ing water 
standards introduced by the Inspecto rate in  
2004.  

 

Mercury is  not  found in sources of  dr ink ing water.   
A European health-based standard of   
1μg/ l  appl ies.  

 

Methylisoborneol  (MIB)  a natura l  substance produced by the growth of  
a lgae,  normal ly in  surface waters  which g ives 
r ise to a character is t ic  ‘earthy’  or  ‘musty’  tas te or  
odour.  I t  is  detected by the method for assessing 
tas te and odour .  

 

mg/l  mil l igram per  l i t re (one thousandth of  a gram  
per  l i t re) .  

 

Microbiological  assoc iated wi th the study of  microbes.  

 

Ml/d  megal i tre per day (one  Ml/d is equivalent  to  
1,000 m

3
/d ,  1 mi l l ion l i t res /d or to 220,000 

gal lons/d).  

 

Nickel  occurs  natura l ly in some groundwater and where 
necessary spec ia l  treatment  can be insta l led to 
remove i t .  Another source of  nickel in  dr ink ing 
water  is  the coat ings on modern taps and other 
p lumbing f i t t ings.  A European health -based 
standard of  20μg/ l  appl ies .  

 

Nitrate occurs  natura l ly in a l l  source waters  a l though 
h igher concentrat ions tend to occur  where 
fert i l isers  are used on the land. Nitrate can be 
removed by ion exchange water treatment or  
through b lending wi th other low ni trate sources.  
A European health-based standard of   
50mg/ l  appl ies .  

 

Nitrite  is  somet imes produced as a by-product when 
chloramine is  used as the essent ia l  residual  
d is infectant in a publ ic  water supply.   
Chloramine is the res idual d is infectant of  choice 
in large d is tr ibut ions systems because i t  is  more 
stable and long- last ing.  Carefu l operat ion of  the 
d is infect ion process ensures levels of  ni tr i te  are 
kept below the standard.  A European healt h-
based s tandard of  0.5mg/l appl ies.  

 

Notice 

 

an ins truct ion served by the Secretary of  State 
( in the case of  water  suppl ies , the Chief  
Inspector of  W ater)  requir ing spec if ic  act ions to 
be taken by the rec ip ient wi th in a spec if ied 
t imescale.  
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NTU nephelometr ic turb id ity uni t  –  the uni t  of  
measurement  for  turb id ity in  water  

 

Odour can ar ise as a consequence of  natura l  processes 
in surface waters,  par t icular ly between late 
spr ing and ear ly autumn. W ater treatment with 
act ivated carbon or  ozone wi l l  remove natura l 
substances caus ing taste. The s tandard relates 
to the evaluat ions of  a panel  of  people assessing 
samples in the laboratory.   

 

Ofwat the water industry’s economic regulator .  

 

Oocyst  the res istant  form in which Cryptospor id ium   
occurs  in  the environment,  and which is  capable 
of  caus ing infect ion.  

 

Organoleptic  character is t ics of  a substance as detected by our 
senses, for  example taste, odour or  colour.  

 

Ozone process (ozonation)  the appl icat ion of  ozone gas in dr ink ing  
water  t reatment.  

 

Parameters  the substances, organisms and propert ies l is ted 
in Schedule 2 and Regulat ion 3 of  the 
regulat ions. Parameter def in it ions can be found 
in th is  g lossary.  

 

Pathogen  an organism which can infect  humans and  
cause d isease.  

 

PCV  see ‘Prescr ibed concentrat ion or value’ .  

 

Periodic review the economic regulator ’s process of  sett ing  
water  pr ices.  

 

Pest icides  any fungic ide, herbic ide,  insect ic ide or re lated 
product  (excluding medic ines) used for  the 
control  of  pests  or d iseases.  

 

Pest icides –  organochlorine 
compounds (aldrin,  dieldrin, 
heptachlor, heptachlor 
epoxide)  

are no longer  used in the UK because they are 
pers is tent in the environment.  They are not found 
in dr ink ing water .  A European chemical  standard 
of  0.03μg/ l  for  each compound  applies .  
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Pest icides –  other than 
organochlorine compounds 

is  a d iverse and large group of  organic 
compounds used as weed k i l lers,  insect ic ides 
and fungic ides. Many water  sources conta in 
traces of  one or  more pest ic ides as a resul t  of  
both agr icu ltura l and non-agr icu l tura l  uses,  
main ly on crops and for weed contro l  on 
h ighways and in gardens.  Where needed, water  
companies have insta l led water  treatment 
(act ivated carbon and ozone) so that pest ic ides 
are not found in dr ink ing water .  W ater companies 
must test  for  those pest ic ides used widely in  
their  area of  supply.  Pest ic ide monitor ing thus 
var ies  according to r isk . A European chemical 
standard of  0.1μg/l  for  each indiv idual substance 
and 0.5μg/ l  for  the tota l of  a l l  pest ic ides appl ies .  

 

Phosphate dosing t reatment  of  water that resul ts in a protect ive 
f i lm bui ld ing up on the ins ide of  p ipes minimising 
the l ike l ihood of  lead being present  in  dr ink ing 
water  suppl ied through lead p ipes.  

 

Plumbosolvency  the tendency for lead to d issolve in water.  

 

Polycyclic aromatic 
hydrocarbons 

(PAHs)  

is  a group name for  several  substances present 
in petroleum-based products such as coal  tar .   
(see Benzo(a)pyrene l is ted above for more 
informat ion) .  A European health -based  
standard of  0.1μg/l  for  the sum of  a l l  the 
substances appl ies.  

 

Powdered activated carbon 
(PAC) 

powdered act ivated carbon is  employed in 
treatment  processes to remove pol lu tants.  

 

Prescribed concentration or 
value (PCV)  

 

the numerical va lue assigned to dr ink ing water 
standards def in ing the maximal  or  min imal  legal  
concentrat ion or value of  a parameter .  

 

Private supply  water  suppl ied for  human consumption or  food 
product ion which is  not provided by a water 
undertaker or  l icensed water suppl ier .  

 

Protozoan parasites  a s ingle cel l  organism that  can only survive by 
infect ing a host,  for  example Cryptospor idium .  

 

Public supply water  suppl ied by a company l icensed for   
that  purpose.  

 

Raw water  water  pr ior  to receiv ing treatment  for  the purpose 
of  dr ink ing.  
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Regulations  The W ater Supply (W ater  Qual i t y)  Regulat ions 
2000 (England) and subsequent amendments , 
and the W ater Supply (W ater Qual i t y)  
Regulat ions 2010 (Wales).  

 

Remedial  act ion act ion taken to improve a s i tuat ion.  

 

Remote operated vehicle 
(ROV) 

 

equipment  for  inspect ing areas that are d if f icu lt  
to  access, for  example, inside tanks and p ipes.  

Residual  disinfectant  the small  amount of  ch lor ine or  chloramines 
present  in  dr ink ing water  to maintain i ts  qual i t y 
as i t  passes through the water  company’s  
network  of  p ipes and household p lumbing.  

 

Risk assessment  

 

a review under taken to ident i f y ac tual or  
potent ia l  hazards to human heal th in  a water 
treatment  works and assoc iated supply system. 
Pr ior i t isat ion of  r isk  is  based on cons iderat ion of  
l ikel ihood and consequence o f  the r isk  occurr ing.  

 

Secretary of State  Secretary of  State for  Environment,  Food  
and Rural  Af fairs .  

 

Selenium is  an essent ia l  e lement and a necessary d ietary 
component .  Amounts in dr ink ing water are 
usual ly wel l  below the standard.  A European 
health-based s tandard of  10μg/ l  appl ies.  

 

Service connect ion  connect ion between the water company's main  
to  a consumer’s  property.  

 

Service pipe  any p ipe subject to mains water  pressure or  
subject  to mains pressure but for  the c los ing  
of  some valve.  

 

Service reservoir   a water tower,  tank or other reservoir  used  
for  the s torage of  treated water  wi th in the  
d istr ibut ion system.  

 

Suggested no adverse 
response level (SNARL)  

a level  of  substance at  which no adverse ef fects 
would be ant ic ipated.  

 

Sodium is  a component of  common sal t .  I t  is  present  
in seawater and brack ish groundwater .   
Some treatment chemicals contain sodium. 
Concentrat ions in dr ink ing water  are extremely 
low, but some water  sof teners can add 
signif icant  amounts to dr ink ing water  where they 
are ins ta l led in homes or  factor ies.  A nat ional 
standard of  200mg/ l appl ies.  
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Springs  where water natura l ly emerges f rom below 
ground.  

 

Sulphate occurs  natura l ly in a l l  waters  and is  dif f icu lt  to  
remove by treatment.  An indicator  parameter with 
a guide value of  250mg/ l .   

 

Supply pipe see service p ipe.  

 

Supply point  a point other than a consumer ’s tap author ised  
for  the tak ing of  samples for  compl iance wi th  
the Regulat ions.  

 

Surface water  untreated water  f rom r ivers,  impounding 
reservoirs  or  other sur face water source.  

 

Taste  can ar ise as a consequence of  natura l  processes 
in surface waters,  par t icular ly between late 
spr ing and ear ly autumn. W ater treatment with 
act ivated carbon or  ozone wi l l  remove natura l 
substances caus ing taste. The s tandard r elates 
to the evaluat ions of  a panel  of  people assessing 
samples in the laboratory.   

 

Technical  audit   the means of  check ing that water companies are 
complying wi th their  statutory obl igat ions.  

 

Tetrachloroethane and 
Trichloroethene 

are solvents  that  may occur  in  groundwater in 
the v ic in ity of  industr ia l s i tes . W here necessary 
they are removed by spec ia l is t  t reatment.   
A European health-based standard of  10μg/ l   
for  the sum of  both substances applies .  

 

Tetrachloromethane is  a solvent that may occur in gr oundwater  in  the 
v ic in i ty of  industr ia l s i tes.  Where necessary i t  is  
removed by specia l is t  water  t reatment.   
A nat ional  standard of  3μg/ l  appl ies .  

 

Time of supply  the moment when water passes f rom the water  
company’s  pipework in to a consumer’s  p ipework.  

 

Total indicat ive dose is  a measure of  the ef fect ive dose of  radiat ion 
the body wi l l  receive f rom consumpt ion of  the 
water .  I t  is  calculated only when screening  
values for gross a lpha or  gross beta (radiat ion)  
are exceeded. An indicator parameter  wi th a 
guide value of  0.10mSv/year.  

 

Total organic carbon represents  the tota l  amount  of  organic  matter 
present  in  water .  An indicator  parameter wi th  
a guide value of  ‘no abnormal change’ .  

 

Toxicology  the s tudy of  the health ef fects  of  substances.  
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Treated water  water  t reated for  use for domestic  purposes as 
def ined in the Regulat ions.  

 

Trihalomethanes are formed dur ing d is infect ion of  water  by a 
react ion between chlor ine and natural ly occurr ing 
organic substances. Their  product ion is 
minimised by good operat ional pract ice.   
A European health-based standard of  100μg/l  
appl ies .  

 

Trit ium is  a radioact ive isotope of  hydrogen.  
Discharges to the environment  are str ic t ly 
control led and there is  a nat ional  programme  
of  monitor ing surface waters . An indicator 
parameter wi th a guide value of  100Bq/ l .  

 

Turbidity is  a measure of  the c loudiness of  water.  At  
treatment  works, measurement  is  an important  
non-specif ic  water qual i t y contro l  parameter  
because i t  can be monitored cont inuous ly on - l ine 
and a larms set  to a lert  operators to deter iorat ion 
in raw water  qual i t y or  the need to opt imise 
water  t reatment.  An indicator  parameter wi th a 
guide value of  1NTU. When detected at the 
consumer’s  tap i t  can ar ise f rom disturbance of  
sediment wi th in water  mains.  A nat ional s tandard 
of  4NTU appl ies in th is case.  

 

Ultraviolet  t reatment  the use of  ul travio let  l ight to k i l l  pathogenic  
microorganisms, for  example Cryptospor idium .   

 

Undertakings 

 

Legally-b inding programmes of  work  agreed 
between a water company and the Chief  
Inspector of  Dr ink ing Water to address actual or  
potent ia l  water  qual i t y issues,  for  complet ion 
wi thin a spec if ied t ime per iod.  

 

Vinyl chloride may be present  in  p las t ic  pipes as a res idual  of  
the manufactur ing process of  polyvinyl  chlor ide 
(PVC) water  p ipes.  I ts  presence in dr ink ing water  
is  contro l led by product spec if icat ion.   
A European health-based standard of  0.5μg/ l 
appl ies .  

 

Water supply zone  a pre-def ined area of  supply for  establ ish ing 
sampl ing f requenc ies, compl iance wi th s tandards 
and informat ion to be made publ ic ly avai lable.  

 

WHO World Health Organisat ion.  

 

Wholesome/wholesomeness  a legal concept of  water qual i t y which is  def ined 
by reference to s tandards and other  
requirements  set  out  in the Regulat ions.  
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FOREWORD

The quality of drinking water in the UK is consistently amongst the best in the 
world. Compliance with standards exceeds 99.9% and where improvements 
are needed these are taken on by a combination of regulatory and non-

regulatory measures. The net effect being billions of pounds invested into driving 
improvements to the benefit of all water consumers. 

However the industry is aware that it cannot rest on its laurels. There are always 
new threats to drinking water supplies as our raw water resources are subject 
to discharges from agriculture, from urban areas and from industry. Increasing 
populations and variable weather patterns lead to increasing demands for water that 
may be less reliable in its availability. Standards are rightly being tightened where 
needed to protect the health of the nation and to ensure that confidence in tap water 
is maintained. 

There are many actions water companies take – from working in the catchment to 
reduce pollution loading, to investing in the latest and most innovative treatment 
options, ensuring that the system of pipes bring that water to your homes is in good 
condition – to make sure that the water that arrives at your property is wholesome 
and safe to drink. 

However once water leaves these pipes and enters your home there is a job for the 
homeowner to do to ensure that when you drink it or cook with it or bathe in it, it is 
still of the highest quality. 

The water industry has produced this simple guide of household tips to help you 
enjoy the quality of tap water once it reaches your home and to answer questions 
relating to water and hygiene issues in the home.

This leaflet provides advice to homes connected to the public water supply. In the UK 
around 1 million homes are supplied from private supplies and the advice contained 
in the leaflet, whilst broadly useful, may not be wholly relevant in these cases.
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RESPONSIBILITY AND APPROVED PRODUCTS

Responsibility for pipe work

Your home is connected to the water main in the road by a pipe. The majority of 
properties have a stop tap in a chamber near the boundary of your property and 
the road – usually in the footpath. There may also be a water meter in this chamber. 
There should also be an additional stop tap either immediately outside or inside your 
property. This is the stop tap that you should use if needed. 

The part of the service pipe which links the water main in the street to the boundary 
of your property (often called the communication pipe) belongs to the water company 
and is their responsibility to operate and maintain.

The part of the service pipe leading from the boundary of your property to the point 
where it enters your home is your or your landlord’s responsibility, as the homeowner, 
along with all the internal plumbing. 

Any leak in your front garden or under your drive is likely therefore to be your or your 
landlord’s responsibility to repair. Water companies may provide some help with 
repairs on your part of the service pipe.

Top tip
•  It is a good idea to know where your 

internal stop tap is and to check that it 

works. Try closing and opening it. The stop 

tap can usually be found on the pipe work 

under the kitchen sink or in a downstairs 

bathroom or cloakroom, or the cellar if 

your property has one.

Top tips
•  One easy way to check whether a product is suitable is to look for the WRAS Approved logo on packaging. WRAS Product Approval  or equivalent approval schemes ensure that each product has been tested in accordance with the appropriate standards. In this document such products are referred to as “approved”.

•  To make sure that approved products are installed properly, always use a WaterSafe1 plumber.

Figure 1 – Typical water 
supply arrangements

Approved products

Whenever you make changes to your plumbing or connect appliances to the water 
supply (e.g. washing machines or dishwashers) in the home, you should only use 
those which comply with The Water Supply (Water Fittings) Regulations (England, 
Wales and Northern Ireland) and The Water Supply (Water Fittings) Byelaws 
(Scotland).

Any work on plumbing systems using unsuitable or incorrectly installed products 
can affect the quality of your drinking water or result in leaks that could damage your 
home. 

1 www.watersafe.org.uk
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Figure 2 – WRAS logo

Contacting your water company

On occasion you may need to contact your local water company. You should be able 
to find who this is by reference to a recent bill or statement, in the phone book under 
Water, or the internet. Section 10 provides useful links. 

HYGIENE AND QUALITY
Tap hygiene

It is important that you regularly clean taps that are, or may be, used for drinking 
water. Bacteria and other microorganisms occur naturally and are found within our 
homes. 

Under certain conditions these can grow both on the outside of the tap and inside 
the lip of the spout. They are not visible to the naked eye, but the tap can become 
contaminated from food or items washed in the sink or basin. 

Taste or smells

Customers occasionally report that their tap water has an unusual taste or smell. 
There could be several causes of this and the most common are described below. If 
you get a sudden or unusual taste or smell to your drinking water please contact your 
water company so that they can investigate the problem.

a) Chlorine taste
A chlorine-like smell or taste is often described as being similar to a swimming pool 
or bleach.  

Chlorine is added continuously during water treatment as a disinfectant to kill 
bacteria and other microorganisms. A small amount of chlorine remains in your tap 
water. This is to ensure that the quality of the drinking water is maintained through the 
pipe network. 

Some people are more sensitive than others to the smell or taste of chlorine and may 
become aware of occasional changes in chlorine levels in their tap water. This could 
be because the water company has been working on the water mains network or is 
having to supply you with water from a different water treatment works.

Top tips
•  Regularly clean your household taps, including any attached fixtures or fittings, thoroughly using a dilute bleach solution ensuring that you wash inside the spout. Make sure you follow manufacturers cleaning instructions to ensure you don’t damage the tap.

•  After cleaning the tap, run the water for a few moments to remove any remaining disinfectant.

•  To prevent possible contamination do not leave items such as flannels and dishcloths on the tap to dry and never allow food or animals to come into contact with taps.



8 9

b) Antiseptic / TCP taste
An antiseptic / TCP taste or smell is sometimes described as chemical or medicinal. 

These tastes are often associated with rubber or plastic materials used throughout 
the home, such as tap washers, washing machine and dishwasher hoses or other 
flexible hoses.

Connections for dishwashers and washing machines should be made using approved 
products and should also include an approved single check valve. This will prevent 
water within the flexible hoses, or the dishwasher or washing machine itself, returning 
to your drinking water tap or back to the mains supply. 

Flexible hoses can deteriorate over time and release traces of chemicals that 
can cause tastes and smells that are particularly noticeable with hot drinks. See 
comments on kettles in section b) below. 

If you experience these 
tastes or smells in your 
tap water it may be 
that your equipment 
has been installed 
incorrectly or are 
deteriorating.

Figure 3 – washing machine cold water valves with check valve

Top tip
•  If you find the taste of chlorine unpleasant, 

a good solution is to put a jug of tap water 

in the fridge. This will naturally reduce 

any chlorine smell or taste. Cover the 

jug and use within 24 hours to prevent 

microorganism growth. 

Top tips
•  One way of checking if the taste is caused by washing machine or dishwasher hoses is to turn off the valves which control the flow of cold water into the machine overnight, if they are easy to reach. Then, run the tap which you use for drinking water for a short period and taste the water. If this solves the taste problem, exchange the hose(s) for new approved replacements or fit an approved single check valve on the end of the machine hose where it connects to the household pipe work. Remember to open the valve again before using your washing machine or dishwasher. 

•  If it does not solve your problem then contact your local water company for advice. 
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c) Unusual tastes in hot drinks
If you notice unusual medicinal or plastic tastes only in hot drinks this can often be 
due to the seal within the kettle. This is particularly noticeable in new kettles. Tastes 
can also be caused by repeatedly boiling water in the kettle. 

d) Earthy-musty or stale taste or smell
Untreated water may naturally contain microscopic plants (algae) or other organic 
matter. Drinking water treatment processes remove most of these but traces of the 
harmless materials can remain and give an earthy-musty smell or stale taste to your 
water. 

These tastes or smells may also 
be caused by poor plumbing 
design allowing water to remain 
in your pipes for longer than 
necessary.

Top tips
•  To confirm whether the kettle is the 

problem, try making a hot drink with 

water boiled in a microwave or saucepan. If 

the taste has gone away then the cause is 

likely to be your kettle.

•  Only fill kettles with the amount of water 

you need using the cold water tap.

Top tips
•  If you have been away for two weeks or more, then the quality of water in your home may deteriorate.  This can lead to a stale taste or smell and in extreme cases may cause illness. It is advisable to run your drinking water taps after prolonged periods of non-use. 

•  If you continue to experience an earthy-musty taste or smell, contact your local water company who can help identify the cause.

e) Petrol / diesel / solvent taste or smell
This type of taste or smell can be associated with spills of chemicals or fuels (such 
as heating oils, petrol or diesel) on the ground near any water pipes (see section 6.2). 
If you become aware of a spill, or notice a petrol-like taste or smell to your water, 
contact your local water company immediately.

Appearance

Your water can, on rare occasion, appear discoloured. This can include water having 
a cloudy or milky appearance, being brown or orange in colour or having a blue-
green colour. The following sections indicate why this may be and suggests steps 
you can take to address it:

a) Cloudy (or milky) water
You may find that your drinking water has a cloudy or white 
appearance. The most common cause of this is tiny air bubbles. You 
can confirm this by running a glass of water and standing it for a few 
moments. 

If the water clears from the bottom upwards then the cause is trapped 
air. Air in drinking water is completely harmless. It can be caused by 
internal plumbing, such as faulty taps or by water being warmed. 
If you have air in your hot water you may wish to contact your 
WaterSafe plumber or GasSafe heating engineer.

Cloudy water due to air can also be caused by a burst water main or when the water 
company has been carrying out maintenance work on pipes. If your water contains 
air for the first time, has been cloudy for more than a day or your neighbours are also 
affected, contact your local water company.

If the water clears from the top 
down then this may be caused 
by chalky deposits. You should 
contact your local water 
company. 

Top tips
•  Run your tap for a few minutes and fill another glass, if it runs clear then it is most likely due to warming in your internal pipework. Properly lag your cold water pipes to prevent warming. 

•  Check your stop tap is fully open.
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b) Brown or orange water
Occasionally you may find that your cold water looks slightly brown or orange. Over 
time deposits can build up in water mains for example rusty deposits from old iron 
mains. These deposits can be disturbed if there is a sudden change in the direction 
or flow in the water main. This can happen for a number of reasons, for example, a 
burst on the water main, bringing a water main back into use after repairs, the water 
company having to move water from one area to another to cope with changes in 
demand or the use of water for firefighting. 

Your water company will normally warn you in advance when it is carrying out 
planned work on the water mains and there is a risk of discoloured water and they 
will advise you of the actions to take. 

If you have not been warned and you notice brown water you should run the tap to 
see if this helps the water to clear. If the water does not clear after a short time you 

should contact your local water 
company. If you have brown 
deposits in your hot water 
you may wish to contact your 
WaterSafe plumber or heating 
engineer. 

Brown water may also be 
caused by the deterioration of 
your storage tank (see Section 
4) or the condition of the 
service pipe connecting your 

house to the water main in the street. If this is the case your neighbours may not be 
experiencing the same issues. You may wish to contact your WaterSafe plumber who 
can advise you on the next steps to take. 

•  Check water company websites and social 

media to see if there is a burst main in your 

area. If so wait until the burst is fixed and 

then flush taps.

Top tip

Top tips
•  If you have discoloured water please do not do any laundry until the water is clear as this may result in staining. If staining occurs keep the items damp until the discoloured water is gone and then re-wash using a washing powder. 

c) Blue-green water

Copper plumbing
Hot water storage or cylinders as well as most household pipes are often made from 
copper. In buildings with new plumbing small quantities of copper can dissolve into 
the water until a natural protective layer builds up on the inside of the pipes. Usually 
this does not cause a problem other than the risk of slight staining, especially with 
white baths and sinks.

Sometimes the water can develop a blue-
green tint. This may be associated with 
water that has remained in contact with 
copper pipes for a long time or poorly 
installed plumbing.  The blue-green water 
will disappear when the tap is run. This 
problem should only last for a few days 
whilst the protective layer forms. 

Loo block
A poorly installed toilet cistern or a 
faulty flush mechanism can sometimes cause blue water as a result of water 
containing loo block siphoning back into the plumbing system. This is more likely 

after pipework has not been used for some time 
or where there has been a problem in the external 
network.

If you experience blue or blue-green water contact 
your water company immediately for advice and, if 
necessary, to arrange an inspection of your plumbing 
system.

Temperature

You may experience warm water when you initially turn on the cold tap. Keeping your 
drinking water cold is important as it reduces the risk of harmful bacteria or other 
microorganisms growing in your plumbing. 

In periods of hot weather the water will naturally be warmer. However the warming of 
your water may also happen if your cold water pipe runs very close to a hot water or 

Top tips
•  To prevent this problem always follow the 

manufacturer’s instructions including what 
products to use with your toilet and use a 
WaterSafe plumber for any plumbing work. 
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central heating pipe in your home. Mixer taps can also cause this problem. As a result 
you may need to run the cold tap for some time until the temperature drops. 

TREATING WATER IN THE HOME
The quality of tap water in the UK is very high and is routinely monitored by your local 
water company to ensure it meets drinking water quality standards. As a result there 
is no need to further treat your water. However some people choose to use filters to 
remove traces of chlorine or softeners to remove or reduce hardness. The following 
sections provide advice on how to using these safely:

Water filters

Water filters can either be connected to the domestic plumbing (plumbed in) or 
separate such as jug filters. Some filters also reduce hardness in the water that 
can cause scale build up in kettles. With all types of filter, you should follow the 
manufacturer’s instructions for installation, maintenance and use.

Jug filters are designed to be small and portable and filter the water into a glass or 
plastic container. The water they produce should be treated like any food and used 
as soon as possible. Water in jug filters is best stored in a refrigerator and consumed 
within 24 hours after which it should be replaced as there will be insufficient chlorine 
to prevent growth of bacteria or other microorganisms.

Care should be taken with filter cartridges to ensure that they do not become 
damaged or split. If this occurs, tiny beads or small black particles may appear in the 
filtered water. If this happens the filter cartridge should be changed immediately.

•  Installing insulation or lagging around and 

between pipes may overcome this problem. 

Contact your WaterSafe plumber. 

Top tip

Plumbed in filters are permanently installed in the cold water supply and are 
connected to either the existing taps or a dedicated tap. The installation of a 
plumbed-in filter must comply with The Water Supply (Water Fittings) Regulations 
and Byelaws. Filters only last for a limited time and should be regularly changed as 
recommended in the manufacturer’s instructions.

Water softeners

Water hardness comes from naturally occurring calcium and magnesium salts, and 
the harder the water, the more of these salts it will contain. Some people living in hard 
water areas choose to artificially soften their water to boilers, kettles and other water 
heating appliances to prevent the build-up of scale deposits.  Softening will also 
reduce the amount of detergent required for washing clothes.

The natural salts which cause hard water also give the water a crisp, pleasant and 
fresh taste, which is lost when water is softened. Most softeners replace the calcium 
and magnesium that causes hardness with sodium. 

It is particularly important that artificially 
softened water is not used for powdered 
milk for babies’ feed. This is because 
powdered milk already contains 
sufficient sodium, and very young 
babies have a limited tolerance to 
sodium. Anyone on a sodium-restricted 
diet should follow their doctor’s 
instructions. In addition, calcium and 
magnesium are essential minerals in 
our diet. 

The water supply to any plumbed-in 
softener in domestic premises must 
be via a single check valve to prevent backflow into the mains supply. 

Further information can be obtained from the Information and Guidance Note 
“Installation of Ion Exchange Water Softeners” on the Water Regulations Advisory 
Scheme (WRAS) website.

Top tips
•  If you have a water softener installed, it is recommended that you have a separate un-softened mains fed tap for drinking water. 
•  Some softeners require you to notify your local water company and seek permission before installing. If in doubt contact your water company. 
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How can I find out how hard my water is?
Check with your local water company’s website if you want to know the hardness of 
your tap water.

DRINKING WATER STORAGE  
(TANKS OR CISTERNS)

Do I have a water storage tank?

Most homes have cold 
water taps supplied 
directly from the mains 
supply which is preferable. 
In older houses the kitchen 
cold water tap maybe the 
only tap connected directly 
to the mains. This section 
provides advice to help 
you if you have a cold 
water tank. 

If your home has a cold 
water storage tanks it is 
normally located within 
your roof space. 

Top tip
•  If you are not sure whether a tap is 

connected to the mains supply a quick check 

is to place your thumb over the tap outlet. If 

you are able to hold back all the water with 

your thumb when the tap is fully open then 

the tap is likely to be connected to a tank 

not the mains. If in doubt ask a WaterSafe 

plumber to check out the plumbing 
arrangements for you.

Figure 4 Typical cold 
water storage tank

The design, size or 
condition of the tank 
can have significant 
impacts on your water 
quality so you should 
check the following.

Is your tank in good condition?

Traditionally tanks were made of galvanised iron and these will rust over time 
resulting in rust particles and iron dissolving into the water. This can lead to ‘bits’ in 
your drinking water or the water having a brown or yellowish tinge. It can also give 
the water a metallic taste. Modern tanks are constructed of plastic and are unlikely 
to cause problems provided that they are approved for drinking water use and are 
properly installed and maintained. 

Does your tank have a close fitting lid?

Ensure your tank has a close-fitting lid of a suitable material that will 
not deteriorate or allow microorganisms to grow on it and drip into the 
water. The lid prevents debris falling in and polluting the water supply. 
It is not uncommon for birds, rodents or insects to find their way into 
tanks that are uncovered or only partially covered. This can cause 
anything from particles in the water, to unusual tastes and smells and 
could even make you ill. Any vents or other openings should also be 
screened with fine mesh for the same reason.
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Is your tank insulated?
Your tank should also be insulated along with the pipes in the roof space to avoid 
freezing and bursting in the winter and warming of the stored water during summer, 
when the roof space can get very hot. 

Does your tank have an overflow?

The tank should have an overflow pipe to warn you about a potential flood and divert 
any excess water safely and conspicuously out of the property otherwise it could 
flood your home.

If you notice water coming out of the overflow it means your tank is filling too much.  
This probably means the ball valve in the tank needs repairing or replacing and you 
should contact a WaterSafe plumber straight away.

Is your tank adequately supported?

Modern approved tanks should be able to contain water without collapsing or 
splitting, provided they are adequately supported. 

It is not appropriate to stand a plastic tank directly on the joists of the ceiling because 
the weight will not be uniformly distributed. Check that it is standing on a platform, 
which is of suitable thickness and constructed from a material that can support its 
weight when filled with water to the rim of the tank. The platform should extend a 
minimum of 150mm in all directions beyond the edge of the maximum dimensions 
of the tank so that no part of it overhangs the support. Check also that the support 
is not rotten or distorted due to leakage or condensation. National standards exist to 
ensure that tanks are designed and installed correctly. For example British Standard 
(BS 4213:2004) states that the minimum support for plastic storage tanks, of a 
capacity up to 500 litres should be at least 15mm thick marine plywood to provide a 
durable, rigid, flat and level platform beneath the whole of its base.

•  If you are concerned about whether your 

storage tank is suitably supported you 

should contact a WaterSafe plumber.

Top tip

STAINING OF FIXTURES AND FITTINGS

Pink/red stains

The reddish-pink colour sometimes seen on shower curtains, bath sealant, or around 
taps is not caused by the water itself, but by the growth of common bacteria or other 
microorganisms. These can thrive in moist, warm environments like those found in 
bathrooms. Their presence does not indicate a problem with the quality of the mains 
water supply.

The solution to the problem is to wipe down wet surfaces and increase air circulation 
by opening a window or fitting an extractor fan to ensure that affected areas are 
quickly dried out after use.  

Mould

Black or grey staining around 
taps in the kitchen, bathroom 
or showers, on the grout 
between tiles and in washing 
machine powder drawers is 
quite common. This can also 
appear as a thin black film 
or jelly like substance from 
your tap. It can be caused 
by the presence of airborne 
mould that can grow in 
damp areas. The problem 
is made worse if the area 
is poorly ventilated, or if 
aerosol deodorants or other 
sprays (which provide a 
food source for the mould) 
are used.

Top tips
•  Regular use of a dilute bleach solution will help minimise problems. Make sure you follow manufacturers cleaning instructions to ensure you don’t cause any damage.
•  Remove any residues left by cleaning products, soap, shampoo, hairspray or deodorants as they can provide a source of food which encourages growth of bacteria or other microorganisms. 

• Make sure affected areas are well ventilated.

•  Repair dripping taps to avoid staining on baths and basins.
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OUTSIDE YOUR HOME

Outside taps and hosepipes

A hosepipe connected to an outside tap can present a serious risk to water quality in 
the home unless it is protected against backflow to prevent water returning to your 
drinking water tap or to the mains supply. In most cases this is easily achieved by 
fitting an approved double check valve which should prevent any contaminants being 
drawn back into the pipe work.

Chemical spills on your driveway or garden

You should take care not to spill any chemicals or fuel on the ground. Products such 
as heating oil, petrol, diesel and creosote contain chemicals that can rapidly soak 
through the driveway or soil and permeate plastic water pipes, causing unpleasant 
tastes and smells. 

Top tips
•  Turn off the hosepipe at the tap and ideally 

fully disconnect when not in use.

•  Hosepipes should be fitted with a self-

closing flow control (such as a trigger spray 

gun) to prevent use when unattended.

•  Hosepipe outlets should never be placed into 

drains, garden ponds, buckets or watering-

cans so that they become submerged in 

water as this may result in water being 

siphoned back into your drinking water 

supply.

•  Ensure any outdoor taps or pipework are 

properly insulated in winter.

If you become aware of a chemical spill, for 
example, if a vehicle leaks a lot of oil or fuel on 
your driveway or you have a spillage of heating 
oil, remove as much as possible straight away 
and inform your water company. If the spillage 
is extensive you should also contact your local 
authority which may have specialised services to 
help you dispose of any waste material.

Once soil and plastic pipes become contaminated 
in this way, the only solution is to completely 
replace the pipe with either a metal or barrier pipe 
system (a plastic pipe with a layer of metal foil for 
added protection). This is a job for a WaterSafe 
plumber or a member of an approved contractor 
scheme who specialises in underground 
installations, groundwork or external services.

Water reuse systems

Your house might be connected to an individual or a communal water recycling 
system. Individual systems are normally fed by rainwater or by grey water reuse.

A rainwater harvesting system collects rain water from your roof, and a grey water 
reuse system collects water from sinks and baths. This water is then saved in a 
storage tank and can be used for outside taps or flushing toilets. Communal water 
recycling systems may use a variety of sources and do not necessarily feed a storage 
tank. Pipes carrying recycled water should be appropriately labelled. It is vital that 
these water reuse systems are kept completely separate from your drinking water 
supply. 

Check your water reuse system from time to time to see if the water in the tank, if it is 
accessible, looks murky or starts to smell.  If it does contact the manufacturer to get 
a professional to check it over and have it cleaned.  

If you have any problems with your rainwater harvesting or grey water system, do 
not attempt to connect the mains water supply to your toilet’s supply.  Always use 
a WaterSafe plumber who understands reuse systems and tell them you have a 
rainwater or grey water system as they will know how to fix it.  

Check your normal plumbing system to make sure the rainwater system is not directly 
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connected to your drinking water. Ensure any mains water back-up goes through an 
appropriate, properly installed backflow prevention device.

Make sure the garden tap and pipes carrying rainwater in your house have been 
labelled to remind your visitors or tradespeople that this is not regular drinking water.  
Don’t remove this labelling, as it is there to keep you and your family safe and to let 
your plumber or other workers know the plumbing in your house has a rainwater 
harvesting or grey water system.

If you have a rainwater harvesting system and your drinking water tastes odd or 
appears cloudy or discoloured, call your water company immediately so that they can 
arrange an inspection of your plumbing.

Top tips
•  If you have a water meter, check and read 

it regularly. If you notice an increase in the 

amount of water that is being recorded, it 

could be that the mains back-up water is 

being used a lot more, especially if there has 

been no rain. This could be normal, but it’s 

worth checking, if accessible, to make sure 

that the increase isn’t due to a problem with 

the rainwater system..

•  If your toilet cistern is not filling , keep your 

toilets working by using a bucket of water 

to flush them or fill the cistern so you can 

flush it normally.  

•  Have all filters (or UV disinfection units, 

if you have one), serviced at the times 

recommended.  

•  Keeping gutters clear of leaves, moss and 

debris will keep the rainwater cleaner. 

•  Don’t use rainwater to fill your swimming 

pool or children’s paddling pools as you can’t 

guarantee the rainwater will not have 

harmful bacteria in it.

LEAD PIPES
Lead is present in our environment and comes from a variety of sources and may be 
present in low concentrations in air, food, soil or water.  It can build up in the body 
and it can be harmful, especially to young children.

Lead can be released into water from lead pipe work, brass water fittings, lead-based 
solder or other water fittings containing lead. 

Standards and testing

Water companies take samples from randomly selected customers’ properties to 
ensure the water supplied meets high quality standards. If the legal lead standard 
is exceeded in a water sample taken from your property then your water company 
will contact you to make you aware of the result. Your water company will be able to 
advise you on their policy for lead pipe replacement which will include replacement of 
the section of pipe owned by the water company free of charge. It is recommended 
that customers consider replacing all pipe work in contact with drinking water 
including any internal lead plumbing. 

How do you know if there are lead pipes in your home?

If your home was built before 1970 it may have lead pipes. If it was built after 1970 it 
is unlikely to have lead pipes as their use in drinking water systems became illegal. 
Even in properties with no lead pipe work it may be that there are other sources of 
lead in drinking water such as brass fittings or improperly used lead based solders. 

Each property is different. However it is worth checking behind the cupboards in your 
kitchen to look at the incoming pipe work. You may also need to look in other places, 
e.g. under the stairs. Find the pipe leading to the kitchen tap. Check along as much 

•  Always use a WaterSafe plumber. They will only use approved materials suitable for drinking water and never use lead solder on your drinking water plumbing. 

Top tip



24 25

of its length as possible to see if it is made of lead. Unpainted lead pipes are dull grey 
in colour. They are also soft. If you scrape the surface gently, you will see the shiny, 
silver-coloured metal beneath.

Figure 5 – Example lead pipe arrangement

If in doubt, ask a WaterSafe qualified plumber or your local water company for 
advice.  You can also ask your water company to test the water at your kitchen tap as 
lead levels may be low even if there are lead pipes in your property.

What can you do to reduce lead in your water?

If your home has lead pipes there are short term measures you can take to reduce 
the amount of lead in your water. Run the tap to remove water that has been standing 
in the pipes for long periods, for example, overnight, or if no one has run the taps for 
several hours. In these circumstances, draw off a washing-up bowlful of water from 
the kitchen tap to clear the water which has been standing in the pipes. This need 
not be wasted but can be used on the garden or for something other than drinking or 
cooking. 

In the long term pipe replacement is the best solution and you should discuss this 
with your water company who may be able to coordinate with replacement of their 
section of the pipe. Your existing lead supply pipe may have been used for electrical 

earthing purposes even though this has not been allowed for new installations since 
1966.  Therefore if you alter or replace your lead pipe-work you may need to seek 
advice from your electricity supply company or an approved electrical contractor.

PREPARING FOR FREEZING WEATHER
If your home suffers a burst pipe during 
periods of cold weather, you could 
be left with no water and a hefty bill 
to repair the damage to your home. 
Safeguard your water supply by 
following these simple steps to protect 
your home and refer to your water 
company’s website for tips and advice. 

General advice can be found on-line 
on Water UK’s website –  
www.water.org.uk/news-water-uk/
latest-news/preparing-winter

APPROVED PLUMBER SCHEMES
To ensure that any work is done properly it is recommended that you use a 
professionally qualified plumber for any plumbing work. When you are looking for a 
plumber select a business that is a member of an Approved Contractors’ Scheme, 
such asWaterSafe.

WaterSafe is a dedicated online search facility bringing together thousands of 
qualified contractors employed by plumbing businesses from seven existing 
Approved Contractors’ Schemes across the UK. These schemes aim to raise 
plumbing standards by helping customers find the nearest qualified plumbing and 

Top tips
•  It is a good idea to know where your internal stop tap is and to check that it works. Try closing and opening it. The stop tap can usually be found on the pipe work under the kitchen sink or in a downstairs bathroom or cloakroom, or the cellar if your property has one.

•  If you get a leak or burst pipe inside the property you will need to turn the internal stop tap off to prevent any flooding or damage.

•  Ensure any outdoor taps or pipework are properly insulated in winter.
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heating professionals. To search for a plumbing business near you visit the WaterSafe 
website2 and enter your postcode.

Members of Approved Plumbers schemes have a recognised plumbing qualification 
and knowledge. They give their customers legally recognised certificates, confirming 
that the plumbing work they have carried out complies with The Water Supply (Water 
Fittings) Regulations and Byelaws. All members of the WaterSafe Contractors’ 
Scheme carry agreed levels of Public Liability Insurance and operate a customer 
complaints scheme.  

To ensure that members continue to provide excellent service, approved 
contractor schemes not only investigate any technical complaints from 
customers but also regularly audit members’ workmanship to make 
certain that it meets the requirements of The Water Supply (Water Fittings) 

Regulations and Byelaws.

The seven Approved Contractors’ Schemes that form part of 
WaterSafe are:

•  The “Water Industry Approved Plumbing Scheme” (WIAPS) 
administered by WRAS, 

•  “Aplus” administered by AWG Limited,
•  “TAPS” administered by Thames Water Utilities Limited,

•  “Water Mark” administered by Severn Trent Water Limited,
•  Water regulation approved contractor or person schemes 

administered by SNIPEF Management Limited, the 
Association of Plumbing and Heating Contractors 
Limited(APHC) and the Chartered Institute of Plumbing and 
Heating Engineering (CIPHE).

To contact an Approved Plumber, look on the websites of the 
organisation which runs the scheme, or search the WaterSafe 
website.

The seven Approved Contractors’ schemes also run specialist 
sector schemes for ground workers, underground workers or 

external services. These professions are qualified for external 
work only such as leakage detection or service pipe repairs and 
renewals. 

USEFUL LINKS FOR FURTHER INFORMATION

Water companies
The Water UK website provides links to each water company:
www.water.org.uk/about/our-members

Drinking water regulators
Drinking Water Inspectorate (England & Wales) – www.dwi.gov.uk/

Drinking Water Quality Regulator for Scotland – www.dwqr.org.uk/

Drinking Water Inspectorate (Northern Ireland) – www.doeni.gov.uk/niea/water-home/
drinking_water.htm

Advice on plumbers and The Water Supply (Water Fittings)  
Regulations and Byelaws
Water Regulations Advisory Scheme (WRAS) – www.wras.co.uk
Practical advice videos can be found at www.wras.co.uk/consumers/resources/
videos/

To find approved products
Water Regulations Advisory Scheme (WRAS) – www.wras.co.uk/directory

Information on the causes of copper corrosion
Foundation for Water Research – www.fwr.org/copper.pdf

Advice on water filters and softeners can be found at 
British Water – www.britishwater.co.uk
UK Water Treatment Association (UKWTA) – www.ukwta.org

Finding a qualified plumber through WaterSafe
WaterSafe – www.watersafe.org.uk

Finding a qualified plumber through Approved Contractors’ Schemes
The “Water Industry Approved Plumbing Scheme” (WIAPS) administered by WRAS: 
www.wras.co.uk/consumers/approved_plumber_scheme/

“Aplus” administered by AWG Limited: 
www.anglianwater.co.uk/developers/plumbers/sectored-contractors.aspx

2 www.watersafe.org.uk
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“TAPS” administered by Thames Water Utilities Limited: 
http://secure.thameswater.co.uk/dynamic/cps/rde/xchg/corp/hs.xsl/17380.htm?utm_
source=leafletletter/approvedplumbersutm_medium=print/approvedplumbersutm_
campaign=plumber

“WaterMark” administered by Severn Trent Water Limited: 
www.stwater.co.uk/businesses/watermark-plumbers/

The Scottish and Northern Ireland Plumbing Employers Federation (SNIPEF): 
www.snipef.org/

Association of Plumbing and Heating Contractors Limited (APHC): 
www.aphc.co.uk/

The Chartered Institute of Plumbing and Heating Engineering (CIPHE):
www.ciphe.org.uk/

Information for Landlords
Landlord and Tentant Address Portal (Landlord TAP): www.landlordtap.com
“Landlord TAP is an easy to use website that allows Landlords and Managing Agents, 
of properties in England & Wales, to provide water companies with details of those 
responsible for the payment of water and/or sewerage charges for their tenanted 
properties.”

WWW.WATER.ORG.UK WWW.WRAS.ORG.UK

http://www.water.org.uk
http://www.wras.org.uk
http://www.water.org.uk
http://www.wras.org.uk
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