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Mr Graeme Day MSP 

Convener 

Environment, Climate Change and Land Reform Committee  

c/o Clerk to the Committee 

Room T3.40 

The Scottish Parliament 

Edinburgh, EH99 1SP        

                        31 January 2017 

 

 

Dear Convener  

Request for additional information following evidence to the Committee on 6 
December 2016 
 

Thank you for inviting Business Stream to give evidence before the Environment 

Climate Change and Land Reform Committee and for your letter requesting 

additional information on points which were discussed at the Committee.   

Please accept my apologies for the delay in responding, I wanted to be in a position 

to provide a comprehensive response on each of the points raised.  Please find 

detailed below, additional information in response to your questions. 

Update on specific customer issues raised by NFU Scotland and Scottish Land 

& Estates  

Following the Committee meeting I met with Gemma Cooper, Policy Manager at 

NFU to discuss the specific cases referenced in the NFU’s report to the Committee 

and to understand the wider concerns being raised by NFU members.  We had a 

very productive meeting and agreed the following actions:- 

 Details of specific member issues would be shared with Business Stream.  
We would liaise directly with the customer to seek resolution and would keep 
the NFU updated on progress made;  
 

 We would appoint a single point of contact within Business Stream for 
coordinating, and responding to, issues raised by NFU members; 
 

 We would issue a Contact Guide for NFU members, which would include 
background information on the roles and responsibilities of Scottish Water and 
Business Stream;  
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 We would work with the NFU to provide detailed ‘How to Guides’ on a range 
of topics including leakage allowances, which the NFU will share with their 
members. 

 

I have provided a short update below on the nine cases raised by the NFU and the 

one case raised by SLE.  I can confirm that all of the customers have been contacted 

and kept up to date on progress.  Where there is a key dependency on Scottish 

Water to resolve the customer’s issue, I have highlighted this in the updates which 

follow. 

Case 1, Stranraer 

The customer had a leak which caused a period of excess consumption. Under the 

Water Scotland Act 1980 the liability for the maintenance of the supply pipe rests 

with the customer.  We recently introduced a change to our process whereby we 

now proactively contact customers to advise them of excess consumption where this 

is detected through a cyclical meter read.  This particular case pre-dates that change 

being introduced, however having reviewed the case we agreed to credit the account 

with £4,729.50, which represents the difference between the increased and normal 

consumption, for the period in question.  The customer has accepted our offer and 

the case is now closed. 

Case 2, Linlithgow 

This customer’s complaint concerned the charges applied to her account. We have 

engaged with the customer and explained the basis of charging and the billing on the 

account.  The customer now understands the charges and has agreed that the 

matter has now been resolved. 

Case 3, Forfar 

The customer raised a number of issues:  

Dissatisfaction with our charging structure - having now explained the basis of our 

charges, the customer now considers this matter to be closed.  

Request for a permanent disconnection - this has now been actioned and resolved to 

the customers satisfaction.  

Request for a leak/burst allowance - we have explained that Scottish Waters policy 

for Leakage Allowance limits the allowance to waste water charges only, for a 

maximum period of six months, unless the fault is on a Scottish Water asset or has 

been caused by Scottish Water.  The customer understands that as the burst is on a 

private network and the customer pays for water services only, he is not eligible for a 

leakage allowance.  We have advised the customer that there may be a case for 

making a claim for damage to his crops, arising from the leak.  We have sent the 

customer a Public Liability Claim Insurance (PLIC) form to complete, which we will 

then pursue with Scottish Water.  The customer has been kept up to date throughout 

the process. 
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Case 4, Dumfries  

The customer believes that his metered supply is shared with a number of different 

properties. In order to establish the meter network configuration, we have asked 

Scottish Water to carry out a complex site survey. This survey will determine the 

network configuration and will confirm whether there are other properties served by 

the customer’s meter. Scottish Water have provided us with some initial information, 

but we are awaiting the full results from the site survey. Once we have that 

information, we will discuss and agree next steps with the customer.   The customer 

has been kept up to date throughout the process. 

Case 5, Coldstream 

This complaint relates to a shared supply.  In order to determine the next steps, we 

requested additional information which the customer has kindly supplied (detailed 

maps of the surrounding area including meter and property locations). We have 

reviewed the information and requested that Scottish Water undertake a complex 

site survey at the property. The customer has been kept up to date on progress and 

the agreed next steps.  We will continue to liaise with Scottish Water to bring this 

matter to a conclusion. 

Case 6, Newton Stewart 

The customer had experienced multiple bursts on the meter supplying his site. The 

meter has been replaced on more than one occasion, but the issue has still not been 

resolved.  Following discussion with the customer, we agreed to apply to Scottish 

Water, for a discretionary leak allowance. Whilst we note that the customer receives 

water services only and that ordinarily a leak allowance is only granted for waste 

water, in this case, given the repeated bursts, it may be that the meter needs to be 

rightsized to accommodate the consumption being recorded through the meter.  The 

case has been discussed with Scottish Water and the leak allowance application is 

currently being considered by them.  The customer has been kept up to date on 

progress and the agreed next steps.  We will continue to liaise with Scottish Water to 

bring this matter to a conclusion. 

Case 7, Newburgh  

The customer had raised concerns about the price quoted for the permanent 

disconnection of a trough. We have explained that the quote is produced by Scottish 

Water and is based on a number of factors including; the number of hours required 

to complete the work; the excavation requirements; possible road closures and the 

location of the trough.  We apply a 12% on-cost to the quote provided by Scottish 

Water to cover our costs to administer the disconnection, including liaising with 

Scottish Water and the customer to complete the disconnection; deregister the 

supply points and discontinue the charges. I appreciate that the price of the quote 

was unexpectedly high, therefore on this occasion we have offered to remove our 

on-cost, to recover the wholesale component of the charge only, which is the charge 

that we will incur from Scottish Water for the disconnection.  This would reduce the 

quote by £1,330.86.  We have asked Scottish Water to review their quote and to 



4 
 

consider whether there are any alternative, less costly, options available to 

disconnect the supply.  

Case 8, Berwick Upon Tweed 

The customer has raised a number of queries regarding the meter network on site. 

We are currently liaising with Scottish Water to update their records to reflect the 

actual network configuration on site.  Scottish Water have agreed to apply the 

configuration charges retrospectively.  Once this work is complete, we will reflect the 

agreed changes and rebill the customer based on the actual consumption for his 

property.   The customer has been kept up to date on progress and the agreed next 

steps.  We will continue to liaise with Scottish Water to bring this matter to a 

conclusion. 

Case 9, Isle of Tiree 

This case concerns a potential leak on the customer’s site.  We have discussed the 

situation with the customer and have gathered additional information from him to 

support a claim for a leak allowance.  We have submitted a leak allowance claim, 

which Scottish Water are considering.  The customer has been kept up to date on 

progress and the agreed next steps.  We will continue to liaise with Scottish Water to 

bring this matter to a conclusion.   

Case 10, Haddington 

This case concerns the replacement of a meter which the customer believed to be 

faulty.  Where a meter is considered to be faulty, it is possible to request a meter 

accuracy test.  However, on this occasion, the meter was exchanged as it had 

stopped recording consumption, but the meter was not subsequently sent away to be 

tested.  We have escalated this case with Scottish Water and requested that they 

review the situation and re-assess the estimated average daily consumption used to 

derive the charges.   The customer has been kept up to date on progress and the 

agreed next steps.  We will continue to liaise with Scottish Water to bring this matter 

to a conclusion. 

Debt recovery practices 

In addition to the specific cases raised by the NFU and SLE, the Committee also 

raised concerns about the payment terms Business Stream applies to customers 

who are on ‘default’ charges.  In light of the feedback received, I have instigated a 

wider review of our debt recovery processes.  Pending the conclusion of that review, 

I can confirm that we will be introducing 21 day payment terms for customers who 

are not currently under contract with Business Stream.  This change will be 

introduced during February and will take effect from the start of the customers next 

billing cycle.   

We have also agreed to suspend debt recovery charges for customers who are 

awaiting the outcome of a charitable exemption application and customers with an 

outstanding leakage allowance claim.     
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Customer feedback is vital in highlighting areas of our service that we need to 

improve and I would like to thank the Committee for providing their feedback and 

allowing my team and I the opportunity to put things right. If you have any further 

questions please feel free to contact me on 0131 338 3263. 

Yours sincerely 

 

Johanna Dow 

Chief Executive 

 


