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Introduction 

This code of practice, which has been 

approved by the Water Services Regulation 

Authority (Ofwat), is designed to help you 

identify what to do if you find a leak and who is 

responsible for repairing them.  

It has been developed for both domestic and 

commercial customers, and properties of mixed 

use (both domestic and commercial), and 

includes details of our free leak detection and 

repair service. 

 

What if I notice a leak?  

Call our FREE 24-hour leak hotline: 0800 316 

76 76. 

 

We aim to inspect all water leaks within 48 hours 

of your call. They will be assessed in terms of 

how much water is leaking, whether any 

customers are receiving loss of supply or low 

pressure, and if it is likely to flood properties or 

cause a danger to traffic or life.  

 

If the leak is within the boundary of your 

property we will also confirm who has 

responsibility for the leak. 

 

If you wish you could also report a leak to us via 

our website: www.cambridge-

water.co.uk/customers/report-a-leak-to-us 

 

Signs of leaks  

Damp patches in or outside the property, lush 

vegetation in dry periods or running water from 

overflow pipes may be indications of leaking 

pipes or faulty plumbing.  

 

You can also use your meter to check for leaks 

(see page six). An unusually high reading may 

indicate a leak. 

 

Free leak detection service 

If you think that you have a leak, Cambridge 

Water offers a free leak detection service for all 

customers. For more details please see page 

four.  
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Who is responsible for which 

pipes? 

This section applies to all of our customers 

irrespective of whether your water supply is 

metered or not. 

Many people do not realise that the 

Cambridge Water is not the owner of all the 

pipes that lead to their properties. 

 

You can see from the diagram that your 

property is connected to the water main in the 

road by a small diameter service pipe. There 

will be a stop tap on this pipe – usually this 

can be found in your garden. If you have a 

shared supply, or are unsure how the 

following information relates to your premises, 

please contact us. 

 

Our pipes  

We own: 

• The stop tap in the road or pavement; 

and usually 

 

• The service pipe from the main to the 

boundary of your property  

 

•  The water meter, where fitted 

 

We have a legal responsibility to maintain and 

repair any of these pipes. You can find out 

more in the section entitled: What happens if 

the leak is Cambridge Water’s responsibility 

on page eight. 

 

Your pipes  

You, or whoever owns the property, are 

responsible for: 

•  The rest of the service pipe, which takes 

water into the house  

 

• Your own stop tap, either inside or 

outside your house 

 

•   All the plumbing inside the house 

 

Any leak in your front garden or under your 

drive is likely therefore to be your 

responsibility to repair. Cambridge Water will, 

however, provide some help with repairs on 

the customer's part of the service pipe as part 

of our free leak repair scheme, detailed on 

page five.   

 

If your pipe runs under other properties before 

it reaches yours, it is still your responsibility. If 

you need your underground pipe work locating 

or tracing within your property boundary we 

recommend you engage an approved 

plumber. 

 

Shared service pipes  

If you live in an older property, you may share 

a service pipe with your neighbours. This may 

cause a reduced flow at your taps when your 

neighbours are using water. 

 

We may require the replacement of a shared 

pipe with separate service pipes if: 

• The pipe is in poor condition or can no 

longer meet the needs of the properties 

 

• The houses are converted into a number 

of flats or homes 

 

• The shared pipe has been interfered with 

 

You and your neighbours are responsible for 

the costs of separating the service pipe. 

 

Any disputes about the requirement to have a 

separate service pipe will be referred to Ofwat 

to decide. If you are unsure about whether or 

not you have a shared supply you should 

contact Cambridge Water on 01223 706050. 
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How can I prevent leaking pipes? 
One of the easiest ways to prevent burst or 
leaking pipes inside your property is to ensure 
they are properly maintained, particularly 
during the winter months. 
Frost damage to water pipes isn't just 

inconvenient; it may prove expensive. It only 

takes a few simple precautions to prevent 

pipe bursts during winter. 

The danger is greatest if: 

 The house is unoccupied and unheated – 

even during the day  

 

 You have an outside WC, or a cistern or 

water pipes in roof spaces that are not 

lagged 

 

 The bathroom or kitchen is on the north or 

east side of the house  

 

For advice on how to protect your home from 

frost damage, please visit our website 

www.cambridge-water.co.uk 

What should I do if there is a leak at my 
property? 
If you find you have a leak on your internal 
pipework please contact your own plumber.  
Our website has details of how to contact 
approved plumbers in this area.  It is 
advisable to turn off your water at the internal 
or external stopcock to prevent further 
leakage. 
You may also wish to check your insurance 

policy (water service specific cover or relevant 

cover within your building and contents 

policy). Further details are available at our 

website www.cambridge-water.co.uk. 

If you have a problem with your waste water 

or sewerage pipework you should contact 

Anglian Water on 08457 91 91 55. 

Free leak repair service 

As part of our commitment to the control of 

leakage we will repair the first leak to your 

service pipe free of charge. This is provided 

the service pipe is a standard size and that we 

are notified as soon as the leak is suspected. 

 

Which costs are covered by this offer? 

We will pay for all the work involved in 

repairing the leak. If we dig up your lawn or 

garden we will replace the original turf or leave  

 

bare soil. If we have to dig up a drive or other 

paved areas, we will finish the surface with 

tarmac or leave you to complete the job as 

you wish. We will discuss this with you at the 

appropriate time. All works carried out in 

relation to any of these activities will be 

guaranteed for a period of no more than 12 

months from the date of repair. 

 

What will the work involve? 

An inspector will visit your home to undertake 

initial testing.  

We will contact you to arrange a mutually 

convenient time for the repair. 

Please note we will not carry out repairs that 

involve or risk disturbing the fabric of the 

building. 

 

Important information regarding 

Cambridge Water’s detection and repair 

scheme: 

To identify whether there is a leak on your 

property we will send an inspector to 

investigate. These tests could take up to two 

hours to complete. This first visit is free. If 

subsequent visits are required they may be 

chargeable, however, you are able to employ 

a contractor of your choice if any further 

detection work is required. Commercial 

customers who request further detailed 

investigations will be charged for the service. 

For more information please read our charges 

scheme available on our website, or request a 

copy by calling 01223 706050. 

 

Once the leak has been repaired free of 

charge, no further free repairs will be carried 

out to the pipework on the property for a 

minimum of five years after the date of repair.  

Thus, even if there is a change of occupier in a 

five year period, a second free supply pipe 

repair will not be granted. This also applies to 

shared service pipes, i.e. only one free repair 

every five years on a shared pipe.  

 

http://www.cambridge-water.co.uk/
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If you have any subsequent leaks at the 

property, Cambridge Water is able to provide a 

quote to carry out the work, or you can employ 

a contractor of your choice. 

 

We will charge to repair a leak that has been 

caused through negligence by the owner or 

occupier, or where the owner or occupier 

knew, or should have known, there was a leak 

and failed to repair it. 

 

We will not repair a leak on a service pipe 

within 600mm of a building or where it is under 

a building. This is because of the potential 

implications in disturbing the foundations of the 

property. 

 

We reserve the right to terminate this offer at 

our discretion. 

 

There may be circumstances where, in our 

opinion, it will be uneconomic to repair a 

domestic service pipe.  In these circumstances 

we will replace the service pipe free of charge 

providing it fulfils the criteria outlined above.  

The same policy will be applied to mixed 

properties (where a property has both 

commercial and domestic use) but not to 

properties where use is solely commercial.   

 

Am I obliged to repair a leaking pipe? 

Cambridge Water has a legal duty under 

section 75 of the Water Industry Act 1991, to 

ensure leaking pipes are repaired irrespective 

of whether the pipe is our responsibility, or 

yours.   

 

As such, if we become aware of a leak on a 

customer's property which falls outside the 

terms of our free leak repair service, we will 

require the leak to be repaired.  

We expect this repair to be undertaken 

promptly. In these circumstances we will issue 

a formal waste-water notice which will require 

you to carry out the repair within the next 28 

days.  

If you disregard a request to replace or repair 

a service pipe, allowing water to run to waste 

(or to contaminate the public water supply), we 

can complete remedial work and charge the 

owner of the property or, in extreme situations, 

turn off the water supply. 
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Water meters 
 

Considering a meter? 

If your property is unmetered you may be 

better off on a meter. 

 

If you have a water meter fitted your charges 

are based on the amount of water you use, 

rather than being a fixed amount each year 

based on the ratable value (RV) of your 

property. 

Any financial benefits depend on how much 

you pay now, the number of occupants in the 

property and how much water you use. As a 

rough rule of thumb, if there are more 

bedrooms in your house than people, you 

could be better off on a meter. 

If you are a domestic customer you can have a 

water meter installed free of charge where 

possible. Commercial customers are charged 

in accordance with our charges scheme. 

Installing a meter also means you may be 

eligible for special tariffs that are available to 

people who have low incomes and/or low 

consumption. 

You can find out whether or not you would be 

better off with a water meter by completing the 

water meter calculator available on our 

website www.cambridge-water.co.uk.  

For general advice about meters and to 

request a free survey to see if your property is 

suitable for a meter, please call us on 01223 

706050. 

If you do opt for a water meter, you have the 

option to revert back to rateable value charges 

within 12 months, although the meter will 

remain in place. 

Government regulations allow for meters to be 

installed in one of three locations; inside the 

property, external to the property where the 

pipe enters the building or externally at the 

stop tap.   

 

Domestic meters will be installed internally 

where practical.  If you want the meter fitted 

elsewhere you may have to pay the additional  

costs involved.  We will consider your needs in 

terms of access to the meter where possible.   

If we cannot install the meter internally, it will 

be placed next to the stop tap at, or near to the 

boundary of the property. 

The meter remains the responsibility and the 

property of Cambridge Water. 

 

Water meters and leaks  

When a meter is installed we will carry out a 

free leak repair check. If a leak is found it is 

your responsibility to ensure the leak is 

repaired. If we can repair it without any further 

digging, we will do so. However, if further 

excavation is required, you may have to pay, 

unless you qualify for the free leak repair 

scheme. We will always explain your options. 

Please note if you fail to repair the leak we are 

entitled to charge you for any subsequent loss 

of water. 

 

When we read your meter, if we notice a 

significant increase in consumption we will tell 

you.  We advise all customers to monitor their 

consumption monthly.  

 

Using your meter to check for leaks  

If you have a meter you can use this to check 

whether you have a water leak. 

 

Water is paid for by the cubic metre. On your 

water meter the black numbers indicate the 

cubic metres used and the red numbers 

indicate the fractions of cubic metres. To 

check that you do not have a leak on any 

pipework after the meter: 

1) Turn off all taps 

2) Read the meter (including the red digits) 

3) Do not use any water for a length of time 

(eg overnight or while you are out for the 

day) 

4) Read the meter again 
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If the second reading is higher than the first 

there may be a leak. We would advise you to 

call us for further advice and if necessary we 

will send an inspector to give you some further 

help. 

 
Leakage allowances for customers with 

meters 

If you are a metered customer and a leak has 

been identified on your property you are liable 

to be charged for the water that has passed 

through your meter.  

 

If you are a domestic customer we will grant 

an allowance for your first leak. In the case of 

premises occupied by a non-household 

customer, no refund will be made in respect of 

water supply charges for leaks on the 

customer’s pipe(s), however, an allowance for 

sewerage will be granted. 

 

Refunds to household customers will be made 

in respect of water and sewerage charges, but 

only in the following circumstances: 

 

If you notify us of a leak: We will consider a 

once only allowance per customer against 

charges due to the leak from the date of the 

last bill until the date of its repair.  To qualify 

the leak should be repaired within four weeks 

of its discovery.   

 

If you can demonstrate that you have taken all 

reasonable steps but the leak has taken six 

weeks to repair only 75 per cent of the charges 

due to the leak will qualify for an allowance. If 

the leak takes eight weeks to repair only 50 

per cent of the charges due to the leak will 

qualify for an allowance. 

 

If you notify us of a leak following receipt 

of a bill: We will consider a once only claim for 

an allowance per customer in respect of the 

charges due to the leak from the date of the 

last meter reading showing abnormal 

consumption until the date of its repair.  To 

qualify for the allowance, the leak must be 

repaired within four weeks of the date of the 

last bill.  

 

If we notify you of the leak: We will consider 

a once only claim for an allowance per 

customer in respect of the charges due to the 

leak for the period from the date of the last bill 

until the date of its repair.  To qualify for an 

allowance, the leak must be repaired within 

four weeks of the date we notify you. 

 

All customers will be entitled to an allowance 

even if the leak is on part of the pipe not 

covered by the free leak repair service (eg 

underneath the property). 

 

If a customer moves from a premises and has 

a leak at a new premises they will also be 

eligible to claim a leakage allowance, provided 

they fulfil the criteria outlined above. 

  

We reserve the right not to make any 

allowance if we believe that the water lost 

through leakage was the result of blatant 

abuse or wanton neglect by the customer. 

 

In calculating leakage allowances we will try 

and base our calculations on your existing 

usage. If this is not possible we will estimate 

how much water we believe you will have used 

based on average water usage for your type of 

property. If your subsequent usage is 

significantly different charges will be further 

adjusted. 

 

If you would like to request a leakage 

allowance please call 01223 706050 and 

speak to one of our customer services 

advisors. If you are entitled to an allowance we 

will issue you with an interim bill. All requests 

for a leakage allowance should be made within 

six months of identifying the leak. 
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What happens if the leak is Cambridge 

Water's responsibility? 

At Cambridge Water we take all leaks very 

seriously. If you do report a leak, we will repair 

it as soon as we possibly can dependent on 

the severity of other leaks that have been 

reported to us, and we appreciate your 

patience during any waiting time. 

 

What is Cambridge Water doing to reduce 

its leakage? 

Cambridge Water has legal duties regarding 

water efficiency. We have recently adopted a 

programme of installing district meters to 

Cambridge city and the surrounding villages. 

These measure the flow of water and by 

comparing readings, we can rapidly identify if 

there is a leak within the metered zone. 

 

Cambridge Water also runs a free 24-hour 

leak hotline 0800 316 76 76 and aims to 

inspect all leaks within 48 hours of a call. 

 
Finally, our free leak detection service and 

leak repair scheme are designed to encourage 

members of the public to report leaks 

wherever possible. On average we repair 200 

leaks at people's homes every year. 

his work means Cambridge Water consistently 

meets the leakage targets set by industry. You 

can find out more about our environmental 

commitments by reading our Business Plan 

and our Strategic Direction Statement, both of 

which are available on our website. 

 
What if I have a complaint? 

Cambridge Water is committed to providing 

the best possible service at all times. If you are 

not happy with any part of our service, please 

tell us – we value and act on your comments 

to improve the way we deal with customers in 

the future. 

In the first instance, please call us on 01223 

70605. Our offices are open 8.30am – 5pm 

Monday to Friday. Alternatively, please write to 

us. We will look into it promptly and try to 

resolve it to your complete satisfaction. 

If you still dissatisfied with the way your 

complaint has been dealt with, you may 

request an independent review from the 

Consumer Council for Water (CCWater). 

CCWater is an independent national body set 

up to protect consumer interests. It will 

investigate customer complaints relating to our 

business activities. The regional office and 

committee may then act on your behalf to try 

and resolve your complaint with us: 

Consumer Council for Water – Eastern, 

Ground Floor Carlyle House,  

Carlyle Road,  

Cambridge,  

CB4 3DN 

Tel: 01223 323 889 or 0845 795 9369 

www.ccwater.org.uk 

For more information please refer to our 

complaints code of practice. 

 
 
 
 
 
 
 
 
 
 
 
 

 
 
 

http://www.ccwater.org.uk/
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Contacting us 

Cambridge Water 

90 Fulbourn Road 

Cambridge 

CB1 9JN 

www.cambridge-water.co.uk 

 

Telephone:  01223 706050  

Minicom:  01223 403098 

Fax:   01223 214052 

Email:  info@cambridge-water.co.uk 
 

Our customer services department is open from 

8.30am to 5pm Monday to Friday if I have a 
complaint? 

Cambridge Water is committed to providing the 

best possible service at all times. We would like 

to hear from you if you are dissatisfied with any 

aspect of our service. We value and act on your 

comments to improve the way that we deal with 

other customers in the future. Whatever your 

problem or complaint, please write to us at the 

address below, or telephone 01223 706050 

between 8.30am and 5pm Monday to Friday. We 

will look into it promptly and try to resolve it to 

your complete satisfaction. 

If you still dissatisfied with the way your complaint 

has been dealt with, you may request an 

independent review from the Consumer Council 

for Water (CCWater). 

CCWater is an independent national body set up 

to protect consumer interests. It will investigate 

customer complaints relating to our business 

activities. The regional office and committee may 

then act on your behalf to try and resolve your 

complaint with us: 

Consumer Council for Water – Eastern, 

Ground Floor Carlyle House,  

Carlyle Road,  

Cambridge,  

CB4 3DN 

 

Tel: 01223 323 889 or 0845 795 9369 

 

eastern@ccwater.org.uk 

 

Any collection activity relating to your account will 

be put on hold while we await a response from 

CCWater. 

 

For more information please refer to our 

complaints code of practice. 

 

o Friday excluding public holidays. We’re open 24 hours a 

day for emergency calls 

Codes of practice  

This information sheet is one of a series that make up 

Cambridge Water’s Code of Practice for Customers. 

The full range of titles is:  

 Code of practice overview 

 Water pipes 

 Water meters 

 Your bill 

 Guaranteed standards of service 

 Leaks 

 Your water supply  

 Complaints 

 What to do if you are having difficulty paying 

your bill 

 

http://www.cambridge-water.co.uk/
mailto:info@cambridge-water.co.uk
mailto:eastern@ccwater.org.uk

