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1 Overview

¢KIFYSa 21| (IhmesivateEisdnSai2ia dzLIL)X ASNBR 2F 41 G SN asSN
established under the 1989 Water Act, as modified by subsequent legislation.

The Water Act 2003 has amended the Water Industry Act 1991 to allow new Licensees access to
g 0SNJ dzy RoBppi Sygted B @2 aSy | 60t S adzllLd &8 (@ LEANEOMNTFSO

1.1 Role of the Access Code

The purpose of the Access Code is to provide a framework fontpkimentation of Wholesale
competition in water.

The Access Code sets out the principles which govern applications for use of, and supplyefrom,
Supply System and provides the basis of arrangements between Thames Water and the Licensee.
It explairs:

w The parties involved, their roles and responsibilities,
The application and assessment process,
Supply System operating principles,

The autlorisations necessary,

W
W

W

w Contracts,
w Business processes for access to the Supply System,
w Measurement,

w Charging,

w Remedies and liabilities.

Access to and use of potable Supply Systems downstream of water treatment works is covered by
this Access Code.

Prior completion of aan Access AgreemerfCombined Acces$} a requirement of access to, or
supply from, the Supply System.

The Access Code will be reviewed regularly by Thames Water, to take account of changes in
legislation, the regulatory frameworkechnology and the evolving market place. The latest
version of the Access Code will be available from the Thames Water website or, alternatively, a
free hard copy can be provided.

The Access Code should be read in conjunction with a number of otheaméléamework
documents. These are outlined in Section 1.2
1.2 Relevant framework documents

This Access Code should be read in conjunction with a number of other relevant framework
documents. Table 1 below, whilst not exhaustive, provides a number of dayreents which
underpin the Water Supply Licensing framework:

Table 1: Key Water Supply Licensing Framework Document Links

! Terms in bold are defined in the glossary (section10)

2 Allowing for various consolidations in the sector of water undertakers.
4
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Primary and
Secondary Legislatior|

Water Act 2014

http://www.legislation.gov.uk/ukpga/2014/21/pdfs/ukpga 20140021 en.p

Water Industry Act
1991 (as amended by
the Water Act 2003)

http://www.leqgislation.gov.uk/ukpga/20087/contents

The Water Supply
(Exceptions from
Supply System
Prohibitions)
Regulations 2005,2

http://www.opsi.gov.uk/si/si2005/20053075.htm

The Water Supply
Licence (New
Custaner Exception)
Regulations 2005

http://www.opsi.gov.uk/si/si2005/20053076.htm

The Water Supply
Licence (Application)
Regulations 2005

http://www. opsi.gov.uk/si/si2005/20051638.htm

The Water Supply
(Water Fittings)
Regulations 1999

http://www.opsi.gov.uk/si/si1999/19991148.htm

Competition Act 1998

http://www.opsi.gov.uk/ACTS/acts1998/19980041.htm
http://www.leqgislation.gov.uk/ukpga/1998/41/contents

Statutory and Non
Statutory Guidance

Ofwa Guidance on
Access Codes

Original Template
http://www.ofwat.gov.uk/competition/wsl/prs_web_acccodestemp.pdf
Updated Guidance September 2011
http://www.ofwat.gov.uk/publicgion/guidanceon-compliancecodes/

Ofwat Guidance on
Eligibility

Updated Guidance September 2011
http://www.ofwat.gov.uk/competition/wsl/wslpublications/gud pro_wslelig.
pdf

http://www.ofwat.gov.uk/publication/quidanceon-assessingvhether
custanersin-englandandwalesare-eligibleto-switchtheir-water-and
wastewaterretailer/

Ofwat Guidance on
Applying for a Water
Supply Licence

http://www.ofwat.gov.uk/requlatedcompanies/company
obligations/becominep-water-supplylicensee/applyinegfor-a-wsl/

Customer Transfer
Protocol

http://www.ofwat.gov.uk/requlatedcompanies/company
obligations/becominep-water-supplylicensee/custometransfer/

Ofwat Guidance on
Strategic Supplies

http://www.ofwat.gov.uk/competition/wsl/qud pro stratsuppguid.pdf

Ofwat Water Supply
Licensing
Determinations
Procedure

http://webarchive.nationalarchives.gov.uk/20120104103413/http://www.ofwat.g
ov.uk/competition/wsl/wslpublications/qud pro_wsldeterpro.pdf

Office of Fair Trading
Competition Act 1998

Application in tle

https://www.gov.uk/government/publications/wateland-seweragesectors
applicationrand-enforcementof-competition-law

5
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http://www.ofwat.gov.uk/publication/guidance-on-assessing-whether-customers-in-england-and-wales-are-eligible-to-switch-their-water-and-wastewater-retailer/
http://www.ofwat.gov.uk/publication/guidance-on-assessing-whether-customers-in-england-and-wales-are-eligible-to-switch-their-water-and-wastewater-retailer/
http://www.ofwat.gov.uk/publication/guidance-on-assessing-whether-customers-in-england-and-wales-are-eligible-to-switch-their-water-and-wastewater-retailer/
http://www.ofwat.gov.uk/regulated-companies/company-obligations/becoming-a-water-supply-licensee/applying-for-a-wsl/
http://www.ofwat.gov.uk/regulated-companies/company-obligations/becoming-a-water-supply-licensee/applying-for-a-wsl/
http://www.ofwat.gov.uk/regulated-companies/company-obligations/becoming-a-water-supply-licensee/customer-transfer/
http://www.ofwat.gov.uk/regulated-companies/company-obligations/becoming-a-water-supply-licensee/customer-transfer/
http://www.ofwat.gov.uk/competition/wsl/gud_pro_stratsuppguid.pdf
http://webarchive.nationalarchives.gov.uk/20120104103413/http:/www.ofwat.gov.uk/competition/wsl/wslpublications/gud_pro_wsldeterpro.pdf
http://webarchive.nationalarchives.gov.uk/20120104103413/http:/www.ofwat.gov.uk/competition/wsl/wslpublications/gud_pro_wsldeterpro.pdf
https://www.gov.uk/government/publications/water-and-sewerage-sectors-application-and-enforcement-of-competition-law
https://www.gov.uk/government/publications/water-and-sewerage-sectors-application-and-enforcement-of-competition-law
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water andsewerage
sectors

Conditions of
Appointment

¢CKFEYSa 2
Instrument of http://www.ofwat.gov.uk/requlatedcompanies/licences/
Appointment

Other Relevant Letter to Regulatory Directors 18 August 2014
Documents http://www.ofwat.gov.uk/pricereview/prl4/prldpublications/Itr stk201408]
8prl4costsengland.pdf

DWI Infomation
Letter 13/04 Common http://www.dwi.gov.uk/stakeholders/informatioAetters/2004/13 2004.pdf
Carriage: @Gidance on
the Drinking Water
Quality Aspects

DWI Guidnce on the | http://dwi.defra.gov.uk/stakeholders/guidancand-codesof-
Water supply (Water | practice/WS(WQJegsenglard2010.pdf
Quality) Regulations | http://www.dwi.gov.uk/stakeholders/quidance@nd-codesof-
2000 practice/WS(WQJYegsengland2010.pdf

DWI Guidance on the| http://dwi.defra.gov.uk/stakeholders/qguidancand-codesof-
Notification of Evats | practice/notification%200f%20events.pdf

DWI Guidance to the | http://dwi.defra.gov.uk/stakeholders/quidancand-codesof-
Water Undertakes practice/common%20carriage.pdf

(Information)
Direction 2004

1.3 Role of the Key IndustrPlayers
131 G2 FGSNJ ! yRSNI I 1 SNA ¢

Thames Water is the appointed water undertaker covering London and the Thames Valley. It is
responsible for the public ater supply network in this area. Chapter 2A WIA91 places duties and
obligations on water undertakersubject to certain conditions. Thames Water is obliged to
provide the following services subject to the conditions detailed below:

1.3.2 Primary Undertaker

1.3.2.1.1 Wholesale Water Supply

Where a Licensee requests Thames Water to provide a supply of water, under S8AMIIA91,
FYR GKS LINBYA&Sa FFNB gAGKAY ¢KFYSa 21 G4SNRa |
necessary to enable provision of the supply, and fgtaken those steps to provide the supply.

13212 LYGUGNRRdAzOGA2Y 2F 21 GSNIAydG2 2F0SNI ! yRSNIIF1S
2 KSNBE || [AOSyaSS NXIldzSada ¢KIFIYSa 2FGSNDRDa LISNY
under section 66B WIA91, and in line with the requirements of the retail authorisation aspects of
the combined licence, Thames Water tzaduty to take steps tenable the Licensee to make the

introduction of water into the Supply System and having taken such steps to permit the
introduction of water into its Supply System, as requested.
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Where a ombined licensee requests Thames Water to permit the introductbrwater, as

supplied by a neighbouring secondary undertaker, into its Supply System for the purposes of
adzLILJ eAy3a AGa OdzaG2YSNAR GSAGKAY ¢KFYSa 2 (SNR:
enable the Licensee to make the introduction of the watdp its system. This is in accordance
gAGK aSOGA2Y cc/ 2L! pmo ¢tKSasS aidsSLia Yle Ayof
0KS ySAIKo2dzNAYy3d aSO2yRIFENE dzy RSNI I { SNR& & dzLJLJ
has a duty to permit the intrduction of water into its Supply System, as requested. Where
appropriate, the Licensee, primary water undertaker and secondary undertaker may agree
trilaterally the terms and conditions of access.

The terms and conditions on which Thames Water carrigstioese duties are agreed with the
licensee in accordancewithT ¢ I 4 Q&8 3JIdzA Rl yOS o

1.3.2.2 Secondary Undertaker

Where aCombined Licensee requests Thames Water to provide a supply of water to enable it to
adzLIJ & AGa Odzali2YSNBQ LINENRABEGSB) dzft RERIF | §RR
under section 66C and in accordance with its retail authorisation, Thames Water has a duty to take
steps to enable the provision of the supply, and having tak@se steps to provide that supply.

The terms and condiins on which Thames Water carries out these duties in its capacity as a
primary or secondary undertaker are agreed with the Licensee in accordancehwitis | (i Q&

guidanceb ¢KS AYOUNRRdAzOGAZ2Y o6& I [AOSyasSS Ayid2z2 ¢K
obtained from a secondary undertaker involves two transactions, governed by separate
agreements:

1. The secondary undertaker sells water to the Licensee
2. ¢KS [A0SyaSS AYUNRRdzOSa GKIG gl GSNI Ayidz2
system.

Where amropriate, the Licensee, primary water undertaker and secondary undertaker may agree
trilaterally the terms and conditions of access.

Licensees shall identify and communicate at the earliest stages if a secondary undertaker is likely
to be included withinan application. This will enable potential secondary undertakers to consult
at the earliest opportunity with relevant parties including the primary undertaker, the EA and the
DWI, if necessary.

The secondary undertaker will need to understand the dacheequirements of the licensee and

Yy AYRAOFGAZ2Y 2F (GKS LRAY(G (G2 6KAOK 02yySOi?’
required. It will also need to discuss with the primary undertaker details of the transfer, including

the design of pipework ahany pumping arrangements that may be required, any water quality
issues and whether any facilities need to be constructed.

If Thames Water is identified as a secondary undertaker within an access application, Thames
Water expects to be involved as nesary in discussions with the Licensee and the primary
undertaker. Thames Water expects to receive copies of relevant details during the application
stage for comment and to be able to requdstther details as hecessary.

1.3.2.3 Conditions under which dutiesa not apply

Section 66A WIA91 documents the circumstances under which the wholesale water supply duty by
a primary undertaker does not apply.

The duty to provide a supply of water to a Licensee, or to take steps to enable it to provide such a
supply do no apply if both the first and second conditions below are satisfied, or if the third
condition below is satisfied.

The first condition is that:
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w the premises to be supplied by the Licensee consist only of land, they do not include a building
or part of abuilding; or

w the supply to be made by the Licensee to the premises iBdonesticPurposes
The second condition is that the provision of the supply by Thames Water would:

w require Thames Water to incur unreasonable expenditure in carrying out worksrder to
meet all its existing obligations to supply water for domestic or other purposes, together with
its probable future obligations to supply water to buildings or parts of buildings for domestic
purposes;

or

w otherwise put at risk Thames W& | 6Af AdGe G2 YSSG Fye 27F
obligations.

The third condition is that there is a contravention, as determined in regulations made under
section 74 WIA91 and related to section 66A (6) WIA91, in relation to the water fittingoused
be used in connection with:

w the supply of water to the premises to be supplied by the Licensee; or
w the use of water in those premises.

Under sections 66B and 66C WIA91, a primary undertaker has no duty to permit the introduction
of water by a corhined licensee into its supply system, and under section 66C WIA91 a secondary
undertaker has no obligation to provide a wholesale supply of water, if either the first or second
condition below is satisfied:

The first condition is that providing the sugpdr allowing the introduction of the water into the
primary water undertakers supply system:

w would require Thames Water, in order to meet all its existing obligations to supply water for
domestic or other purposes, together with its probable futurdightions to supply buildings
and parts of buildings with water for domestic purposes, to incur unreasonable expenditure in
carrying out works;

or

w would otherwise put at risk its ability to meet any of those existing or probable future
obligations.

The second condition is that there is a contravention of the prescribed requirements of
regulations made under section 74 WIA91 in relation to the water fittings used or to be used in
connection with:

w the supply of water to the premises to be supplied bg ticensee; or
w the use of water in those premises.

Thames Water carries out a rammh inspections programme on premiselassed as high risk (as
agreed with Defra) as part of our duty to enforce the Water Supply (Water Fittings) Regulations
1999 to prevat waste, misuse, undue consumption, contamination and the erroneous
measurement of water supply.

Thames Water meets the cost of carryingt the inspection. The Retailé& responsible for the

costs of any remedial works identified. If the customduses to carry out the remedial works,
Thames Water can use powers under Section 75 of the WIA91 to carrpeuidrk, recharging

the Retailer Alternatively Thames Water can prosecute the customer.

1.3.3 LicensedRetailers

Licensees are the entrant suppliemder the WSSL regime. Licensees are responsible for

8



Thames Water Access Code (Mersl9, April 2017)

obtaining a licence appropriate to the tagties to be undertaken and will have undergone an
assessment of their financial and technical compliance by the appropriate regulatory bodies
(Ofwat/DWI). [censees must comply with the terms of their licence, relevant legislation and the
contractual arangements as set out in access agreements.

{SOGA2Y cclL 2L! dM LINPKAOAGA dzyl dziK2NRA &SR dza S
purpose of supplying I 4G SNJ G2 | OdzaG2YSNXDa LINBYAaSaz dzyf S
by a licensee under the terms of its licence. Under section 661 (3) WIA91, unauthorised use for the
LIdzNLI2 &S 2F &dzllLX @Ay3 &6 GSNJ G2 | OskésthaveSdipa LI
G2 FaadNBE d(KSyaSt@gSa (KIG GKS dGSNyxya 2F GKSANI
system.

{SOGA2Y ccW 2L! oM LINPKAOAG&E dzyl dzi K2NR&ASR Ay N
system. Introduction of water is onfyermitted by the primary water undertaker itself, or by a
Licensee under the terms of its licence, or by another water undertaker under an agreement for a
bulk water supply. Under 66J WIA91, contravention of this prohibition is a criminal offence.
Licersees have a duty to assure themselves that the terms of their licence allow for the
AYOGNRRAzOGAZ2Y 2F 61 GSNIAyid2 ¢KFYSa 2 dSNRa adz.

Licensees share responsibility with Thames Water for compliance with the Water Quality
Regulations for the watehey input in the supply system and for the wholesale supply of water to
0KS Odzad2YSNRa Gl Lo

Licensees have a duty to comply with the eligibility requirements as specified in section 17A (3)
WIA91 relating to notfhousehold premises, the threshold requiremieand supplyby only one
licensee.

1.3.4 Ofwat

The Water Services Regulation Authority (Ofwat) is the economic regulator of the water industry
in England and Wales.

¢CKS 2 SNJ LYRdzZdNE ! OO0 wmdpdpm AYyGNRBRddzZOSa | ySg
G2 LINRPGSOG GKS AyidSNBaita 2F O2yadzYSNAI g KSNB
between persons engaged in, or in commercial activities connected with, the provision of water
YR &S6SNI IS ASNBAOSAE dé

Ofwat is required to publish guidance the operation of the WSL regime.

Ofwat is responsible for granting water supply licences for wholesale and combined services. In
doing so, Ofwat will assess whether the applicant has the appropriate skills and competencies
required.

Ofwat also has poers to determine disputes about the eligibility of premises, the terms and
conditions of proposed access agreements and the conditions for refusing supplies. Further
AYTF2NXYEOGAZY Aa I @ AflofS 2y h¥gl GQa %S0 2
http://www.ofwat.gov.uk/competition/supplying/wsl/

1.3.5 Drinking Water Inspectorate (DWI)

DWI will need to be satisfied that the Licensee is aware of, and understands its regulatory duties
and responsibilitie in respect of drinking water quality at the licence application stage. Where a
combined licensee intends to treat a source of water for potable supply, theetdeatiter cannot

be introduced into the public supply system until the DWI is satisfiedttieatreatment processes

meet the relevant regulatory requirements and the works is being operated in a competent
manner.

During access negotiations DWI will advise Ofwat as necessary on drinking water quality issues
relating to the use of common carriagearticularly in respect of dispute resolution.

Overall, Licensees will be subject to the same level of regulation as Undertakers. Further
information can be found in the Water Supply Licensing section of the DWI's website at:
9
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http://dwi.defra.gov.uk/stakeholders/competition/

1.3.6 Environment Agency (EA)

The Environment Agency has a duty to secure the proper use of water resources in England and
Wales. They monitor watein the environment andssue ‘abstraction licences' to regulate who
can take water from the environment and how much they can take.

Water undertakers produce Drought Plans every 3 years, which identify howgdaimperiod of
drought, they will continue to meet their duties thi as little recourse as possible to drought
orders or drought permits. From October 2005 the production and publication of these plans
became a legal requirement. The Environment Agency reviews these plans and advises the
Government on their adequacy.

Water undertakers also produce Water Resources Management Plans every 5 years; which
identify available resources, forecast demand and set out how future deficits may be addressed
through either resource development or demand management options. The EmaémnAgency

also reviews these plans and advises the Government on their adequacy. There is a duty on water
supply licensees to provide information to water undertakers for both Drought Plans and Water
Resources Management Plans.

In most cases, combinedater supply licence applicants will require a water abstraction licence
from the Environment Agency to take water from surface water or groundwater. Every new
proposal to abstract or impound water undergoes extensive scrutiny and investigation before a
decision is made to grant or refuse an abstraction licence application. There is a need to ensure
that water resources are safeguarded and that abstractions do not damage the environment.

Secondary supplies (under section 66C of the Water Industry Acl H9@Imeant to encourage

dzZaS 2F WalLl NB 4 GSNRX o6dzi GKS dzy RSNIF{SNJ IFyR
gl 0SSN 0KS dzy RS Mihe §b&hck ¢f hgieemiit, [OwWhtn&yde asked to determine
whether a supply under 66C should be raadnd if so the terms of that supply.

In these instances, the Environment Agency will also play a role in advising Ofwat on whether the
criteria for rejecting a proposal for a secondary supply under sections 66C(5) or (6) of the Water
Industry Act 1991 & satisfied. Ofwat will then make a determination.

CANIKSNI AYF2NNIGA2Y A& FOFAELOES 2y (KS 9y BAN

1.3.7 Department for Environment, Food and Rural Affairs (Defra)
Defra is the government department responsible for WSL legislation.

The Secretary of State has issued statutory instruments which govern the competition regime.
The Secretary of State may issue further instruments in the future which may affect the regime.
Where this is the case, Thames Water will revise this Access Coeftett relevant changes.

CAzNI KSNJ AYF2NXIGAZ2Y A& @FLAflIofS 2y 5STNI QA 4

1.4 Definition of Services

Thames Water will offer services to a Licensee for the purposes of supplying water to the

[ AOSyaSSoa StA3aAaotS Odzal2YS Ndreed vithizing Sc@risee in2 G ¢
accordance withh ¥ ¢ I (1 Q& . Fhizle Rdrvied3 Sire defined in terms of Thames Water being
either the primary undertaker (seci 66A and 66B of the WIA91) or a secondary undertaker
(section 66C of the WIA91).

1.4.1 Primary WaterUndertaker

1.4.1.1 Wholesale Water Supply

Thames Water will take steps to enable the provision of the supply, and having taken those steps,
provide the supply of watem accordance with section 66A of the WIA91 to the Licensee for

10
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1.4.2 Introduction of water into the Supply System

Thames Water will take steps to enable the Licensee to make the introduction of water into the
Supgy System, and having taken such steps permit the introduction of water into its Supply
System,yy I OO2NRIyOS gAGK aSOiAazy cc. 2F (GKS 2L! o
eligible customers.

ThamesWater will take steps, and having taken such steps, permit the introduction of water, as
supplied by a secondary undertaker, into its Sydpystem, in accordance with section 66C of the

2 LI oM F2N) GKS LIzN1LI2 &Sa 2F adzllix e G2 GKS [AO
steps may include laying such pipes and constructing such other works as are necessary to
connect the supply wh the pipes in the area of the secondary undertaker.

1.4.3 Secondary Undertaker

¢CKFYSa 21 GSNJ gAft YI1S F@FLAtlo0fS || adzi)xe 27F
eligible customers, within the area of appointment of another water undertaker go@ance

with section 66C of the WIA91. Thames Water will lay such pipes and construct such other works
as are necessary to connect the supply with the pipdbe area of the primary undertaker.

1.5 Key Principles

1.5.1 General Principles

w Prior completion ofa WholesaleContract for Wholesale Supply (Retail Licensee)aor
Confidentiality Agreement andn Access Agreemerfior Combined Supplig a requirement of
access to the Supply System

w Parties will take all necessary steps to ensure compliance with amghdnd regulations as
shall apply from time to time and, for Combined Licensees, toparate with each other in
the general interests of continuous provisions of wholesome water and the integrity of the
Supply System,

w The responsibility for all elementof wastewater service provision remains with Thames
Water. Certain nowperational aspects of this service provisiong(eollection of charges)
can be delegated to the Licensee only by agreement with Thames Water.

1.5.2 Supply System Principles

w The Suppl System is an essential public facility and remainsennide control of Thames
Water;

w Thames Water is therefore responsible for all aspects of Supply System ioperat
management and maintenance;

w The Supply System must be operated in such a way psegerve system safety and security
for customers and the general public,

w Supply System capacity must be developed and maintained to meet reasoredae and to
avoid deterioration;

w Thames Water has a duty to facilitate Supply System access argtanision of Wholesale
supplies;

w Thames Water sets the terms and conditions for Supply Systemsabesgd on technical
evaluation;

w Combined Licensees input real water, sufficient to balance supply and demand by their
customer(s). Water will be supplied the water supply zone in which tieA OSy aS5SQa Od:
is located;

11
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¢CKFYSa 21 GSN) KA 'y AGLYOGSNRY 5dzie (2 { dzLJL)x &
unableto meet its supply obligations;

CKFYSa 2F3GSNJ YI & LINE JA RSor the ligenseed Trhe lcdsd tof pdatidlet A S
this facility will be reflected in thedkess Price levied,;

Thames Water will decide all applications without undue discrimination and without
compromising the safety and eftiveness of the Supply System;

As albwed in the legislation and guidance, Thames Water will facilitate Supply System access
and use and will charge licensees in accordance with section 66E (3) of the WIA91 and
guidance issued by Ofwat.

Customer related principles

No material deterioratin in quality or service to any customer must take plasea result of
common carriage;

Customers remaining with their current supplier will not beay of the cost of new entry;

The Licensee will be responsible for the management of issues raighd Bpnsumer Council

F2NJ 2 SN 6 KAOK NBf I 0SS G 2whhtBeY Bafisedis @oviding;KS O
The responsibility for all elements of wastewater service provision remains with Thames
Water. Certain nosoperational aspects of this sdace provision, such as the billing

arrangements for wastewater services, can beedated to the Licensee onby agreement
with Thames Water;

Where the Licensee is responsible for certain ‘operational aspects of sewerage service
provision (by agreema with Thames Water), provision for the Licensee to providegoimg
sewerage abatement information to Thames Water must be in place.

Legal and contractual principles

All Licemsees will be treated equitably;

Depending on the circumstancesicenseesmay 6 S NBIljdzZA NBR G2 aAidy |
' AINBSYSyidé¢ 0asSs geocatsetolinegyationspmdm0 | G 0

Water Undertakers and Licensees will be required to comply thighOperational Caosl for
Wholesale supply

Entry is subject to contract. The Licengék be obliged to sign &ommon Contract cAccess
Agreement. The Access Agreemdat Combined Licenseadll embody the principles of this
Access Code, but in the event of any conflict, the wording of the Adgrsement will take
precedence;

Any asignment of the Common Contract or Access Agreement to another party will be
dependent on the status of the party to which these have been assigned e.g. third party is an
existing Licensee or not. @ance will be sought from Ofwaift there is any doubtegarding

the status of any third party involved in such assignments.

Pricing and harging principles

Indicative Combined and Wholesalégas are set out in section 9.0;
2SS KI @S Lzt AaKSR 2dz2NJ 2 K2t SalfS GFNATTFQa Ay

Connectiorand Supply System modification charges will be based on actual costs incurred plus
a reasonable return.

12
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7 PN

2 LI AOFGA2Y FT2NJ ! O0Saa (2 ¢KIFYSa 21
2.1 Process requirements

2.1.1 Confidentiality Agreements

Applicantsare required to complete a Confehtiality Agreementfor a Combined Supply request
before any application is made. The purpose of this Confidentiality Agreement is to protect both
parties by ensuring that information disclosed by the other party is not disclosed to any third party
without consent or is misused. Similar confidentiality provisiavill be involved in the Access
Agreement.

A draft Confidentiality Agreement is appended to this Access Qidease see Annex 10)

2.1.2 Wholesale Supply Requirenmés

To improve the efficient supply of water to Retail Licensees Ofwat has introduced the operational
code and common contract for wholesale suppl(@sder section 66A WIA1

In accordance with Condition of Appointment R (Provision of combined and sdielevater
supplies), appointed water companies must include the operational code and common contract
set out in this section within their access codes.

Each appointed water company must comply with its access code. It must also provide a
wholesale supplpf water to a licensee on the terms set out in the common contract, if requested

to do so by the licensee.

2.1.2.1 Operational Code

Annex llcontains the details of the Operational Code tlafwat provide as part of the WSL
Guidance pocess and that all parties are required to follow.

2.1.2.2 Common Contract

Annex 1Zontains the details of the Common Contract that Thames Water and the relevant Retail
Licensee will sign and follow as part of the Wholesale SuppbeBs.

2.1.3 Information requirements

The information required from the Licensee for each stage of the Wholesale and Combined supply
application process is set out in the Fforma application forms which are appended to this

Access Code
Annex 11 Operational Code Details

Annex 12 Common Contract Details

Annex 14: Application form C1b: Detailed Application for Combined Access Agreement

Annex 2Water Quality Water quality information required to support a Combined
Access Agreement

Annex 15: Application form S1 Initial application for secondary supplies from Thames Water

¢CKFYSa 21 GSNJ OFyy20 LINRBINBaa |y AyOo2YLX SGS |
submit satisfactory information. However Thames Water will highlight any omissions from the
[ AOSyaSSQa LI AOIGA2Y | yRecesbaryNATE& AYyF2NNI GA2
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For some applications, it may be necessary for Thames Water to request further information from
a licensee during the course of the application assessment process. Where this is the case,
Thames Water will outline the requirement, together wieim explanation of the reasons for
requesting further information.

Following the initial applications for combined access and secondary supplies, Thames Water will
respond asking for further information as required. There is no detailed application form.

2.1.4 Timescales

Please refer tdAnnex 6and Annex 7for clarification ofprocesswhich Thames Water will aim to

achieve in providing its response to the Licensee at each stage of the application process.

¢KS GFNBSG GAYSaol f Sa IaNGasuinyiaryfohtlye ey tindesciles l3es | (i O
out below.

Relevant eligibility detailshat Licensees will need to confirm with a potential custonaee
contained in Ofwat guidandettp://www.ofwat.gov.uk/competition/wsl/qud_pro_wslelig.pdf

2.1.4.1 WholesaleSupplyc Retail Licensee applicatiofiming

¢CKS FLIRAYGSR 6F0GSN) O2YLI ye &aKlFfft 2FFEBINDOIyYy |
g2NJ Ay3 RIe&a 27F NBOSA @assuminglarkc@nmonicanBattaisSaBeady inl- LILJ
place between Thames and the Licensdde access price offered by the appointed water
company shall remain valid for six (6) months and dtmlbased ort KI YSa 2 I § SNDa L
Wholesale Tariffs.

Combined supplies applicatieTimings

Thames Water will offer a meetingithin 10 working daysof receipt of the request by the
Licensee.

Thames Water will provide the detailed assessment report wii@invarking daysfrom receipt of
information from the Licensee.

Following receipt of this detailed assesent by the Licensee, Ofwat expects detailed contract
negotiation to take up tal0 working days

¢tKSAaS (GAYSalOltSa NBLINBASY amed Watek @xpectsh tfiat sSBReNR A Y
applications may take longer to process, for example where technical information is required from

the DWI or the Environment Agency. Ofwat shares this view. In these circumstances, Ofwat
suggests that undertakers and Licendee  ANBXS (G2 daidz2L) GKS Of 207 ¢
received from these external groupsKT YS & 2 | § SNJ | 3 NdBpSsal am il &doph F 4 I
this procedure as part of the application process.

2.1.5 Application Costs

Thames Water will retain a cerd of the work involved and the costs incurred during the
application process in order to monitor the costs of competition. Thames Walienaet charge
for providing a copy of it©Operational Code/ Common Contracor for clarifying policy and
information requirements.

Thames Water will not recover from the licensee the costs relating to discussion, negotiation and
agreement of terms and conditions for @mmon Contrac{Retail Licenseg) Confidentiality
Agreement, or the costs related to processimgmisesspecific applications for both wholesale
and combinedsupplies, including costs of feasibility studies.

2.1.5.1 Initial Application
2.1.5.1.1 Wholesale supply application

Thames Water will provide a draft Common Contract free of charge.
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The work carried out byhames Water to provide the Licensee with a Customer Specific Schedule
will include:

w Preparation of the legal agreement

w Coordination and liaison with licensee

2.2 Application Pocess

2.2.1 Wholesale supply arrangements (Retail Licence)

The application for a Wilesale Supply from Thames Water will require an agreed Common
Contract and the customer spific Data Sheet for each premise being considered for transfer.

If anyvariation to the Common Contractlisquired by the Licensee, these will need to have been
agreed with Thames and the relevant updated contract signed by both parties and the relevant
customer specific details provided in the Data Sheet for each premise bring considered for
transfer.

2.2.1.1 Data exchange to create contract schedules for wholesale apyilbns
Please refer tdAnnex 7for a visual representation of this process.

CNRY G(GKS LRAYG 2F LINRPGARAY3I (GKS NBfSOlIyld 51
that are part of this transfer process (assuming a Camr@ontract is already in place between
Thames and the Licensee), Thames have 10 days tpletanthe request for prices based on the

Data Sheet(s) provided.

LT GKS [AOSyaSS O2yaARSNE GKIG GKS GSNya asi
Thames Water will seek to resolve all points of difference with the licensee.

The Customer Transfer Protocol processes will subsequently be initiated. Arrangements for the
settlement of any customer debt must be put in place by the Licensee, since thentaust
Transfer Protocol includes a provision that the customer may not transfer until any debt has been
settled.

2.2.2 Combined supply arrangements
The following section provides a description of the application process.

Please refer toAnnex 6for a visual representation of this proce§Shames interpretation in
Septemben nmMMm h T gl 6.04F DdzZA RIF yOSO

Please seeAnnex 1for an outline of the principle activities contained within Supply System
modeling and watequality studies.

2.2.2.1 Stage 1: introduction stage

The Combined Licensee may contact Thames Water (and the Secondary Undertaker if
appropriate) with an initial expression of interest to negotiate terms for access.

At this stage it is also suggested thatthicensee should contact the sewerage undertaker, (if
different). Standard License Condition 5(8) of the Water Supply License requires the Licensee to
inform any 3rd party sewerage undertaker who provides or will provide services to premises
which are c¢ y SOGAY 3 (G2 GKS g+ GSN) dzy RSNII { SNRaA aeéa
arrangements to be set up.

At this stage, the Licensee will be expected to confirm to Thames Water the type of license it holds
and full contact details.

If necessary, andat KS [ A0Sy aSS8SQad NBl|jdzSaid> ¢KIFYSa 21 GSN
further explanation of the application process and information requirements will be provided.

Ly fAYS G6AGK hTol 1Qa 3IdZARFYyOSI ¢ KI Yefimg, whithii SNJ ¢
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will be within10 working dayf receipt of the request from the Licensee.

The Licensee will not be expected to submit customer, consumption or location details in advance
of the signing of a Confidentiality Agreement.

Ly fAYyS @uidarie, & draft ICdnfiantiality Agreement will be provided to the Licensee
by Thames Water withithiO working dayf a request from the Licensee.

2.2.2.2 Stage2: Detailed Application
Step1
G GKS [A0SyasSSQa NBIjdzSaidz ¢ KheYiG®idseezo clarByNssugsh f f
arising from the initial assessment report, outline the investigations needed to complete the
detailed assessment and confirm what further information is required.

Thames Water may request further information from the L&es provided that such information
is material and relevant to determination of the application. The information sought at this stage
can relate to reasonable requests for additional data on:

w Water quality, including treatmentral storage, (see sectidh4.1);

w Water quantity, including access andmpping and metering arrangements;
w Projected demand, inctling profile, peaks and growth;
W

Operation and management, including incident management standby facilitiescamigct
arrangements;

w Site maps and phs relevant to the application;
w Any other matters relevant to the determination of the application.

Step 2

Where the Licensee wishes to progress the application the Licensee will make a formal detailed
application confirming or varying the informati@meviously provided in the initial application.

The Licensee should advise Thames Water of any changes to information submitted or if further
relevant information has become available. Changes to the information provided could impact
any price and noprice terms previously provided by Thames Water and may trigger the
requirement for further investigation.

ProC2 NX I | LILX A Ol {sde2Afinex¥ 12iNilfnesdttie Mrfoémation which should be
provided by a licensee as partitsf detailed application for combined supply arrangements.

Step 3

On receipt of the detailed application, Thames Water will assess the adequacy of information
provided and highlight, in writing, any shortfalls to the Licensee.

Thames Water will alsset out in writing, at the same time, an estimate of the costs for the
detailed assessment, which must be agreed by the Licensee before any work can commence.

Should the Licensee consider that the scope of the intended assessments, their estimated cost or
the timescales proposed for completion are unreasonable, it should refer the matter to Ofwat,
OLX SIaS aSS nh¥goliQa 5AalLlziSa 5SGSNYAYFGAZ2Y Dd:
Step 4

hy NBOSALII 2F (GKS [AO0SyasSSQa ¢ Niork iorSthe cetai®@® S LIG |
assessment, Thames Water will carry out the detailed assessment. This will include:

w Production ofa revised Water Resources Pfanrelevant WRZ being consideted

w Assessment of the capacity of the Supply Sydie accept the propsed input;
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w Assessment of the compatibility of the water proposed to be input with the existing water in
the Supply System;

w Assessment of the extent to which Supply System modifications are necessary to accommodate
the proposed input and an estimate thfe costs of such modifications;

w Identification of the likely impact on levels of service and the range of water quality parameters
normally experienced bgustomers in the Supply System;

w Identification of volume, flow rate and pressurenstraints imposed ¥ the system;
w Assessment of the adequacy of safety, security and contingency plans.

Ly fAYyS 6AGK hFglGQa 3TFdzARIFIYyOSsS ¢KIFYSa 21 G§SNI ¢
assessment report withid0 working daysof receipt of full information fom the Licensee and
other parties such as the DWI and the EA.

The report will set out (amongst others):

w Terms and conditions forcaess (or reasons for refusal);

w Confirmatia of price anchon-priceterms;

w The water quality parameters determined aseneant tothe Supply System in question;
W

The allowable range of concentrations for each parameter such that the quality of water
supplied does not deteriorate materially from that normally experiencedustomers of that
Supply System;

€

The extent of mororing required initially to validate input water quality and subsequent
monitoring;

The contingency provisions to beplace for events or incidents;
Pressure, flow and volumetric limits at the point of snand the means of measurement;

Requirementdor additional monioring within the Supply System;

€ &€ & €

Requirements for Supply System modifications to accommodate the proposed input.

Thames Water will advise the DWI of any water quality issues and provide a copy of the detailed
assessment report to the\lI.

Thames Water will provide a copy of the revised Water Resources Plan to the EA.

2.2.2.3 Stage 4: detailed contract negotiation

Based on the outputs from the detailed assessment report, both parties shall agree the content of
the Access Agreement.

Ofwat e)pects that detailed contract negotiations will be completihin 40 working days

h¥gl 0Qa 3IdZARFYOS aiGlrdSa GKIG GKS GSNya 2FFSNEB
should be open to discussion between the parties involvediforo 15 working days

If the licensee accepts the terms (subject to execution by both parties of a formal written

contract), Thames Water will send the licensee a signed contnacimally within 10 working
days.

The licensee should sign the contract and returwithin 10 working daysunless further time is
NEIjdZA NER FT2NJ GKS tA0SyasSS ldfer UppNFKEt § A ODPEE
acceptance of this firm offer, Thames Water will inform the customer of the intended change of
supplier and the expected dansfer date. Thames Water will generate a unique premises
reference number for the customer. The unique premises reference number is a new number that

is assigned to an eligible premise for the purpose of transferring within the customer transfer
protocol. A transfer date will be included in the contract making due allowance for completion of

actions under the customer transfer protocol.
17
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If the Licensee considers that the terms set out in the detailed assessment report are not
acceptable, Thames Waterlseek to resolve all points of difference with the licensee during the
detailed contract negotiations and any reasonable extension period agreed by both parties.

2.2.3 Provision of information to the sewerage undertaker

The Licensee should notify the seweragelertaker at this point of the possibility of the customer
transferring to another supplier. Standard Licence Condition 5(8) of the Water Supply Licence
requires the Licensee to inform any 3rd party sewerage undertaker who provides or will provide
sev0Sa (2 LINBYA&aSa 6KAOK FNB O2yySOiGAy3a (2 (K¢
enable billing arrangements to be set up.

2 KSNBE G(GKS Odzadi2YSNRa &S6SNI IS dzy RSNIF 1SN A&
sewerage undertaker should have tlgportunity to comment on aspects of the proposal that

could affect its ability to acquire details for billing, or that may impact on its other operational
processes.

The Licensee will be expected to make contact with the sewerage undertaker as pée of t
application process in order that the sewerage undertaker is able to outline its requirements.

lf GSNY I GAPStes ¢KFEYSa 21 GSNJ YFe NBIldSad AyTF2N

Thames Water will normally continue to have a direct relationsbipséwerage services with any
customers who receive a sewerage service from us. The Licensee will therefore be required to
provide accurate and timely meter readings to enable Thames Water to bill the customer in a
timely manner.

This information will inlude initial notification of change in water supplier, the date of the
proposed transfer and new water supplier contact details. In some circumstances, the water
supply undertaker may request that Thames Water bills the customer for wastewater diréctly.
these circumstances we will also require the name and location of the customer, meter details
and the SIC code. We will also require contact information for the party responsible for collection
of meter reading information.

2.2.4 Objections and rejection pcess

Thames Water, the Licensees (in the case of a customer transferring from one Licensee to
another), the DWI, Secondary Undertakers and other relevant parties may discover during any
part of the application process that an application for access hw®y lticensee cannot be
progressed. As well asatutory provisions in sections 682, the list below suggests the types of
202SO0A2Yy GKFG YAIKEG FTNRAS RdzNAYy3I |y | LILX AOIG

w The new Licensee has provided insugint or incorrect details to the relevant parties &low
the customer to transfer;

[ A OSy a S S QépplyNi Rietssdaly infirthatién;
w?2KSNBE ¢KFYSa 21 G4SN O2yaARSNA GKFG GKS
should declare eligibily atthe initial application stage);
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No

w An application by another Licensee to supply the lgiigtustomer has been accepted,;
w Impractical proposals.g. unfeasible hydraulic conditions;

w Unacceptéle water quality implications;

w Concens over source risk agssmentpr

w National security reasons.

Full reasons for objection will be given in writing to the applicant as soon as possible after we
become aware of a problem. Thames Water will, in most circumstances, be prepared to meet to
discuss the objectionand where appropriate be prepared to seek to negotiate solutions to
enable the application to progress to the next stage.
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2.2.5 Application process arbitration and disputes resolution

The Licensee and Thames Water will seek to resolve any dispute indhéendtance. Where
disputes cannot be resadd, in line with Ofwat guidance, they will be removed from WNA
negotiations and discussions will proceed to prem&ds]SOA FA O | LILX AOI GA2Yy ®
Disputes Determination guidance document is providedection 1.2.

The licensee may refer issues to Ofwat at any time during the application and negotiation process.

2.3 Access criteri#go Thames System

2.3.1 Water quality input specification

All water entering the distribution system must comply with the regoiemts of the Water
Supply (Water Quality) Relgtions 2000 (the Regulations), DWI guidance and information letters
including any subsequent amendments revisions or updates.

The Licensee must demonstrate that the sampling and analysis used in supof®ofbined
Supply application has been carried out in accordance with the requirements of section 16 of the
Water Supply (Water Quality) Regulations 2000, and in particular the requirements of Regulation
16 (e) on analytical quality control.

A statistially significant number of treated water sample results should be submitted to Thames
Water. As a minimum, the samples must be representative of water quality over 4 seasons in 1
year. However the Licensee should submit all available water quality dda.water should be
analysed, as a minimum, for all of the parameters listed in Annex 3, Tables 10 & 11. Where a
parameter in Table 10 or 11 is an index, the analyses required to calculate the index must be
undertaken.

Treated water samples should beken at a point where the water is representative of that which
GKS [AOSyaSS LINRLRaSa G2 AYyUuUNRRdAzZOS Ayi(i2 ¢KIFYS

In addition to the water quality sampling data required (as set ouhrmex 3 Tables 10 &1),
Thames Water will require the information set outdnnex 2

2.3.1.1 Data exchange to create contract schedules for wholesale applications

In order to protect the quality of water received by consumers and to maintain the tondf
the distribution system it is essential that incoming water sources are compatible with existing
supplies.

2 GSNJ ljdz- €t AGe 2F &adzZlli ASa GAGKAY ¢KFYSa 21 (8
Therefore it is not possible to give an exapecification of what would constitute a compatible
supply. To overcome this difficulty and to assist Licens&esex 3sets out various screening

values and other criteria that Thames Water will use to evaluate the qudlityoposed inputs to

the existing Supply System. In each case an explanation for the screening value is given. In some
cases reference is made to the more detailed processes that Thames Water will use to assess
proposed sources.

2.3.1.2 Guidance Values forspects of water quality relevant to treatment and distribution

The prediction of how new inputs of water to the Supply System will react with existing waters can
be very difficult. This can include aesthetic aspects including taste and odour, THM dormati
iron, aluminumand nitrite concentrations and microbiological quality.

Similarly effects such as plumbosolvency, cuprosolvency, dissolution of other plumbing metals,
release of ferric and none ferric scales, corrosion of and reaction with watersifaiimgs and
supply pipes can be difficult to predict.

Such issues will be addressed in part by compatibility studies conducted during the application
process. Subsequently, further verification will be achieved by specifying a trial period in the
Access Agreement. The anticipated duration of a trial period is 6 months, the resolution measures
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will depend on the specific circumstances but may require the licensee to withdraw their input
where a problem arises and subsequently to investigate andivesihe problem. In order to
assist the Licensee, guidance values for several relevant parameters are preseited x4

2.3.1.3 Water Treatment Standards

Sources of water used for Combined Supplies must be subject to water treapnecesses that

are appropriate to the quéty and variability of the water source. Treatment processes and
practice may also be dictated by the requirement to maintain water quality within the distribution
system.

Treatment standards will be agreexh a case specific basis; it is not practical to list all of the
relevant anticipated standards in the Access Code. However disinfection standards will form part

of all access agreements, therefore the principal standards required are summariéedén 3
Treatment stadards forCryptosporidiumplumbosolvency and fluoridation are well documented
through DWI and government guidance. Thames Water expects Licensees to follow this guidance.

A description of this guidance antk ilikely application to Licensees is inclddm Annex 5

Thames Water may require Licensees to apply selection criteria in chemical and material
ALISOATAOIGAZYya O2yaraidSyid oAlGK ¢ Ktovd matetidisi S NI 2
and chemicals is agreed @ncaseby-Ol 85 o6 &A&® C2NJ SEF YL ST ¢ KI Y
sodium hypochlorite is designed to prevent introduction of contamination by bromate, chlorate

and other contaminants.

2.3.1.4 Preentry Supply Syste modelling

Thames Water will producéf required) a calibrated hydraulic model as part of the feasibility
studies outlined in the application procegsee Annex )l In the context of water quality this
model will be used todentify any flow reversals, significant velkycchange, mixing or long
retention times that could cause water quality issues. The model will subsequently be used to
indicate how these issues might be avoided.

2.3.1.5 Special circumstances relating to watquality standards

In the event of an emergency, the Licensee must immediately notify Thames Water and undertake
investigations. Appropriate action that may include DWI noatification, issuing of appropriate
warnings to customers and termination of supply shthen be carried out.

The detailed water quality requirements for any incoming source of water will be set out, on a
caseby-case basis, within the Access Agreement. If the Licensee or Thames Water become aware
that water quality does not meet the qrired specification, immediate action may be necessary.

If the change in water quality is due to an unexpected change in raw water quality or a failure in
water treatment it will be necessary to notify DWI under the terms of The Water Undertakers
(Information) Direction 2004 and any subsequent amendments or revisions. Precise
arrangements will be specified in the Access Agreement.

Where a change in the quality of a common carriage supply gives rise to, or is likely to give rise to,
acontraventionofi KS wS3dz I GA2yax (GKS [AOSyasSSQa Ay Lz
Guidance on Access Codes:

GLF GKS ljdzrtAGe 2F 6 GSNI AYy RAAGNRAROdziAZ2Y OKI
must change their input to ensure compatibility. TB®/I considers that in most cases it should

be possible for the Licensee and the water undertaker to agree a solution to water quality issues
gAGK2dzl AGa Ay@2ft @SYSyido ¢tKS [AOSyaSS akzd#Z R
If the supply cannot be suspended iradiately e.g. supplies to customers could not be

maintained from other sources, it will be the responsibility of Thames Water to approach DWI to
determine the appropriate course of action.

2.3.2 Water flow and pressure
Thames Water is responsible for managarhof pressure within the Supply System. Licensees
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will be required to maintain pressure within their systems, in accordance with maximum and
minimum operating pressure profiles for entry into the Supply System specified by us. We will
also specify therofile of rates of pressure change which Bl achievable. Pressure conditions

are determined solely by Thames Water and are based on Supply System modeling to determine
the maximum allowable pressure consistent with maintaining levels of service@alidy in the
Supply System.

Monitoring of pressure within the Supply System is the responsibility of Thames Water and
included within the Supply System access charges. Any site specific monitoring of pressure related
to a specific input is chargeable ticensees separately, as part of the Access Agreement.

l'a LINI 2F GKS FaasSaavySyd 2F GKS [AO0OSyassSaqa |
is available in the Supply System and that the waters to be mixed are compatible, detailed Supply
System modelling may be necessary to calculate the flow and pressure conditions which will be

applied and to determine any Supply System modifications required to accommodate the
[ AOSyaSSQa Ay Llzio

2.3.3 Water quality sampling and monitoring

2.3.3.1 Standard monitaing requirements
The Combined Licensee will be required to monitor water quality in order to satisfy:

w The Water Supply (Water Quality) Regulations 2000 and theceted guidance issued by
DWI;

w Any additional monitoring requirements set down in the égx Agreement on a cabg-case
basis.

¢CKIFYSa 2FGSND&a NB3IdzZA Fi2NE al YL Ay3d NBIAYS A3
Regulations2000. For certain parameters e.g. pesticides and radioactivity, the detailed
requirements are set out in formal gudce issued by the DWI. Additional regulatory monitoring,

over and above the statutory minimum requirements, may be carried out where this is considered
appropriate e.g. in support of schemes to improve water quality. fésalts of regulatory
monitoring programme are reported to DWI on a regular basis. For further guidance on the
Regulations or DWI requirements Licensees should refer directly to the DWI.

In order to protect existing supplies to customers, additional monitoring may be required. The
extent and nature of this additional monitoring will depend on the circumstances but may include:

1) Monitoring to determine the quality of raw water sources and the performance of
treatment processes,

2)  Monitoring at the point of entry to the Supply System,
3)  Additional monitoring within the Supply System,

These additional monitoring requirements will be specified on a-bgsease basis and set out
explicitly within the Access Agreement.

The level of additional monitoring will depend on a number of faciockiding:
1) The nature of the water source,
2) The type of treatment,
3) The quality and quantity of any historic monitoring data,
4) The conclusions of any risk assessments (see Section 2.4.1).

In addition to monitoring based on laboratory results, theehisee will be required to undertake
O2yAydz2dza Y2yAG2NRAYy3I | YyRTI 6KSNB | LI AOFof Sz
water quality. Details will be outlined on a case by case basis in the Access Agreement.

Licensees must make available tcafrtes Water at all times, access to a sampling point for water
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representative of that being input into the Supply System. The sampling point should comply with
the requirements of the Water Supply (Water Quality) Regulations 2000. Full site access and
acess to data and information relevant to water quality must be made available to Thames

Water.

Sampling facilities must be provided at the outlet of treatment works and service reservoirs and at
the point of entry into the Supply System. These faciltiest comply with the requirement of

the Water Supply (Water Quality) Regulations 2000 and the associated guidance issued by DWI.
Licensees must allow access to these sampling facilities as required.

2.3.3.2 Standard monitoring considerations

The introductio of a new water source into the distribution system could affect the delineation of
water supply zones. The type of source or treatment may also change the sampling frequency
required for particular parameters. If Thames Water is required to make elsatiogits statutory

or monitoring programmethe additional costs will be reflected in the charging arrangements.

Under the Regulations, Thames Water routinely carries out analysis for certain parameters
OO0dZNNByifeé oNRYIGSE QARIIKENRESRY R dARE @ A QRR YA G € k
than monitoring for these parameters in water supply zones. In order to satisfy regulatory
requirements it will be necessary to reach an agreement on how these parameters will be
monitored in areas affectéby the Access Agreement

2.3.3.3 Reporting of monitoring data

Where a Licensee operates a water treatment works or a service reservoir, the Licensee must
comply with the requirements of the Water Undertakers (Information) Direction 2004 and submit
results b DWI on a monthly basis. Further details given in Information Letters 02/2004 and
6/2003.

Where appropriate, the Licensee must also submit data to DWI on the continuous monitoring for
Cryptosporidium as set out in relevant DWI Information &estt(10/1999, 4/2000, 10/2000,
13/2000, 28/2000, 8/2001, 12/2002). The Licensee must comply with future revisions and
amendments to The Information Direction and/or other DWI guidance and Information Letters.

The arrangements for reporting regulatory and ogt@onal monitoring data to Thames Water will

be agreed on a cadaey-case basis as part of the Access Agreement. In general terms, this data
may include but not be limited to, laboratory results, test kit results, instrument readings, SCADA
(operator recaded instrument readings and test results. SCADA is the acronym for Supervisory
Control and Data Acquisition. SCADA may be called Hiwaghine Interface (HMI) in Europe.
The term refers to a largscale, distributed measurement (and control) system. SCg\3fems

are used to monitor or to control chemical, physical or transport processes. The reporting
frequency and format will be agreed on a s#figecific and parameter specific basis.

By way of illustration, continuous Cryptosporidium monitoring dataynbe required on a daily
basis, treated water general chemistry and microbiological results on a weekly or monthly basis
and other forms of data on request. Some data reporting may be specified by exception, i.e. if
results breach a specific trigger.

2.3.3.4 Suspension of Input

¢CKFYSEa 2FGSNI YIFe fa2 NBIddZANBS |dzi2YFGAO &KdziR
based on specified trigger levels and would be the case for a disinfection {@idaé\nnex 5).

Licenses must provide details of pollution or suspected pollution, unusual changes in water
quality or failures of standards (actual or imminent) of plant or treatment standards to Thames
Water immediately.

2.3.3.5 Volume measurement

Input meters may be owned and operated by the Licensee or Thames Water in accordance with
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contractual arrangements. Meters designated for charging purposes will be identified and they
and their data should be accessible to both parties. Thames Water may require that this data is
cagpable of being communicated back to centrahtrol rooms via SCADA. In some circumstances,
Thames Water will require that flow and pressure information can also be communicated in this
way.

Meters must meet the meter class performance specificatiorttierexpected flow range and be
maintained in accordance with contractually agreed schedules.
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Customer Transfer Protocol

For detailed information please refer to the Ofwat Customer Transfer Protocol (CTP) available on
MOSIR & ¢ Sitips/MinEmosl.co.uk/ Latest guidance documentation related to this issued in
September 2011 are provided below.

https://www.mosl.co.uk/wpcontent/uploads/2017/03/CSW102tracked.pdf

Principles

Standard licence condition (SLC) 6 and condition of appointment S require Licensees and water
dzy RSNIF { SNAXZ NBaALISOGA@Stes (2 O02YLX e 6A0GK hTg
Relevant sections of the Water Industry Act 1984 amended by the Water Act 2003), condition

of appointment R and SLC 4 also place a duty on Licensees and water undertakers to exchange
certain information.

Ofwat has developed the CTP with the assistance of customer representatives, potential Licensees
and water undertakers. The CTP provides a clear, simple and standardised process for the timely
and efficient transfer of customers between:

a) any water undertaker and any licensee; and

b) any two licensees.

Rulesof Behaviour

All Licensees and water undekers are required to comply with the rules of behaviour of the
CTP, as specified in the CTP as issued by Ofwat and as amended from time to time.

Data transfer

The CTP specifies the data flows, the data items required within each data flow and thealeses
that apply for transmission of those data flows. All Licensees and water undertakers must comply
with those requirements.

All Licensees and water undertakers must give details of the name and contact details (which must
include an email address) othe person to whom Licensees and water undertakers should send
all CTP data flows in the data format prescribed by the CTP.

Contact details for Thames Water are:

Contact nameThames Water Wholesale Sales and Contracts Manager
E-mail: wholesalemarketsevices@thameswater.co.uk
Telephone:0800 0098975

3.4 Registration and operational processes

All water undertakers and Licensees must follow the operational processes in the CTP for effective
customer transfer and the resolution of disputes on transfer.
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4 Cortrol and Balancing of Supply System

Thames Water, in discharging its duties under the WIA 91, has sole responsibility under license for
the operational control of the Supply System. This includes the management &extivef
balancing of inputs to and outps from it. Thames Water must maintain the serviceability of the
Supply System, extending it to accommodate growth in demand. Thames Water must also meet
regulatory and legislative requirements for improvement te tBupply System.

Thames Water will theefore retain responsibility for the running of the Supply System. 1t is
essential that Licensees -operate with Thames Water to ensure that Supply System operations
are not compromised and can be carried out with optimum efficiency.

4.1 Supply System manament
4.1.1 Unbilled water

4.1.1.1 Leakage

Licensee will be required to input to the Supply Sgst sufficient water to meet the demand of

its customer. Any losses of water which occur in the transportation of this water in the Supply
System through leakage are thesponsibility of Thames Water, with the exception of losses
which occur on the custoBINR & LIALIS 62N)] =X oKAOK | NB (GKS NBaL
upstream of the entry point of connection to the supply system which are the responsibilite of t
licensee.

4.1.1.2 lllegal connections and theft

In accordance with the access price calculation methodology, a Licensee will be required to input
to the Supply System, sufficient water to meet the demand of its customer.

Any losses of water which occur iretkransportation of this water in the Supply System, from the
point of thef A OSY2RFFSDIA2y T (2 GKS O0dzai2YSNDRaE O02yySt
theft are the responsibility of Thames Water. The licensee will be responsible for such matters

upstream of the entry point of connection to the supply system.

However, Thames Water will endeavor to indicate to the Licensee its experience of the local
extent of such problems.

The customer will remain responsible for such matters, which occur ongips work.

It would be prudent for the Licensee to have provisions, which deal with this in its agreement with
the customer.

4.1.1.3 Water for fire-fighting purposes

Thames Water is responsible for the provision of water forffighting purposes. Thamédater
will not charge Licensees for water used for the purposérefighting (including the testing of
appliances.)

Additional special requests for fire hydrants should be dealt with under section 58 WIA91. The
cost of installation will be recoverablgom the customer in the ordinary way (section 147
WIA91).

¢CKS AYLXAOFIGAZ2YyAa 2F (GKS [AOSyasSsSQa AylLlzi Ayi:
System modelling to ensure adequate firefighting provision remains available. Any additional
daw 2y GKS [AO0SyasSSQa adzZlXe ogAff 0SS GIr1Sy &
reconciliation.
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4.1.2 Security of supply
Thames Water remains solely responsible for drought and water resource planning.

Licensees must comply with reasonable requestsidfwrmation that is necessary for Thames
Water to fulfill its statutory duty to supplyThis will normally be on an annual basis in line with
the June return timetable. However, the licensee may be required to provide this information at
other times of he year in line with specific regulatory raggments.

The information required for security of supply in terms of source robustness is similar to that
required for drought planning and is outlined in section 4.1.2.1 below.

4.1.2.1 Drought Plans

Water undertalers remain solely responsible for the production of drought and water resources
plans. To comply with their license conditions and with Sections 37C and 39C of WIA 91, Licensees
must ceoperate with Thames Water in the production of these plans. Thisbeikhchieved by
requiring Licensees to meet all reasonable information requests.

It will be for both parties to agree whether their customers within the same class of customer will
be subject to the same risk of interruptions to supply. This is submatdandiscrimination
requirements

Licensees should aim to provide as much of the information set out in 4.1.2.1.1, 4.1.2.1.2 and
4.1.2.1.3, (as appropriate to the type of source), as part of their initial application. As part of their
detailed applicati a X [ A OSyaSSa Ydza ih dAUNTHS Bgs&ssment ofi Bg NP2 dz:
proposed source and the criteria against which this is made, i.e. an assessment of exposure to
pollution incidents, vandalism and other risks. We would expect the information requirtsriem

this assessment to be similar to those we use for our own water resources.

4.1.2.1.1 Groundwater sources

For any groundwater source, Thames Water will require evidence of the drought reliability of the
a2 dzNOS 0 Sl dzA Depioyaidioutpld & RatikNdbBdertaker).

This will include technical information relating to how the yield assessment of the groundwater
source has been derived, and must be compatible with the industry standard set out by UKWIR.

Y2 Lw AY Alda aGaSiKz2 R 22 hFRINIIMAIKES 25TS (CENNBYdkyYR 4il-?
the methodology which Thames Water uses to derive our Deployable Output data. The
methodology considers the constraints on Deployable Output during drought conditions and
requires, amongst others, considemi of the abstraction licence, the limitations placed on
abstraction capability by the abstraction and treatment infrastructure and assessment of pumping
water levels under drought conditions. This document is available to purchase from the UKWIR

website:http://www.ukwir.org/

Detailed information relating to the abstraction licence will be required. This will include:

w Licence volumes including annual, daily, hourly and any other time period restrictiongllas w
as any licence aggregation;

Limitations on installed pump capacities;

Conditions of use (i.e. what use of the wats specified on the licence);
Geographical area overhich the water can be supplied,

Any flow related restritons such as flow constraints;

Time limitations;

Any monitoring requirements;

€ &€ &€ & & € €

Location and construction details of the licensed abstraction points.
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Thames Water will also require a copy of the abstraction licence.
Thames Water will require the following operational details for gheundwater source(s)

w Borehole installation detailg borehole depth & diameter, pump depth, rising main, water
level monibring & abstraction monitoring;

w Pumping test data and hydrogeolodieenalysis;

w Borehole monitoring (e.g. CCT\hsey) and mainteance programme;
w Groundwater quality data;

w Details ofCryptosporidiunmisk assessment.

Where the Licensee is in the process of applying for an abstraction licence from the EA, Thames
Water will require details of the application. We would expect therimfation outlined above to

be provided as and when it becomes available during the licence application and source
development process.

4.1.2.1.2 Surface water sources

For any surface water source, Thames Water will require evidence of the drought reliabitigy of t
source (equivalent to source Deployal®utput for a water undertaker).

This will include technical information relating to how the yield assessment of the surface water
source has been derived. Thames Water will require evidence that the hydralpggréng the

source can sustain the abstraction during a drought. This may be measured against an historic
drought such as the 1975 to 1976 event, or against a sequence of events over as long a period of
hydrological record as possible. It is importamattwo year drought events are examined within
these records.

The Licensee should also provide Thames Water with information relating to:
w Process water lossehiring treatment;

w Turbidity spikes, pesticides and nitrate levels which may mean that tireeds unavailableof
periods throughout the year;

w Any existing agreement to supply othersgBulk Supply Agreements).
Detailed information on the abstraction licence will be required. This will include:

w Licence volumes including annual, dailguHy and any other time period restrictions, aghv
as any licence aggregation;

Limitations on installed pump capacities;
Conditions of use (i.e. what use of the wats specified on the licence);
Geographical area overhich the water can be supplied

Any flow related restritons such as flow constraints;

€ € € € ¢

Statement of any Section 20 agreements (Water Resources Act 1991), whidimibayater
resourceavailability at critical times;

w Time limitations;

w Any monitoring requirements;

w Location and constmtion details of the licensed abstraction points.
Thames Water will also require a copy of the abstraction licence.

Where the Licensee is in the process of applying for an abstraction licence from the EA, Thames
Water will require details of the appltion. We would expect the information outlined above to
be provided as and when it becomes available during the licence application and source
development process.
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4.1.2.1.3 Bulk supplies from another water undertaker

For a bulk supply from another undertak&re would require access to the relevasiauses of the
Agreement on which the bulk supply was based.

4.1.2.2 Resource Planning

For resource planning purposes, the information specified in section 4.1.2.1 (in terms of drought
yield) will be required. This withrm part of the supply/demand balance sessment required by
Thames Water in order that we can formalise our plans to meet our obligations into the future.

This will require analysis of current and expected demand (at both average and peak) for the
plaming period with a breakdown of the components of demand such as domestic, and
commercial, together with the components of this demand.

As part of this supply/demand analysis Thames Water will require the following information from
the Licensee:

Demandside

w Current demand Average (Annualedage) and Peak (Average Day, Peak Week and Pgak Da
demand;

w Current monthly demand;
w Current annual demand;

w Forecast demand Average (Annual Average) Beak (Average Day, Peak Week and Peak Day)
demand;

w DomestiécCommercial split;

w Supply side Headroom (ilcingclimate change component).

Supply side

w Source Headroom (e.g. potentiilence reduction uncertainty);

w Outage (including power failure, pump failureptporary water quality problems);

w Licence condions (see sd®on 4.1.2.1 on drought plans);

w Potential for Sustainability Reductions (reduction aftice for environmental reasons);

w Water treatment process;

W

Treatment losses.

4.1.3 Telemetry requirements for Supply System control

Licensees will provideparopriate means of control of inputs,off example pumps, switchgear
and balancing tanks) and for means of measurement of volumes and water quality input into the
Supply System.

A secure and robust reporting system must be in place to enable the déieetos monitor
performance data, in order that Thames Water can be properly notified in the event of changes to
normal operating parameters.

Thames Water and the licensee will agree alarm trigger levels together with response plans for
these alarms.

The Leéensee must provide a suitable contact available at all times to respond to any alarms.

In the event of an emergency, the Licensee must have in place processes to enable effective
O2YYdzyAOlI GA2Yy gAGK ¢KIFYSa 2| G§SNRa afoh)®étdodsA 2 y I §
and processes will be discussed and formalised during the contract negotiations with the
licensees.
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Upstream of the point of input, responsibility and costs lie with the Licensee, downstream of the
entry point, including the entry point i&df, is the responsibility of Thames Water.

4.1.4 Secondary connections

The only Supply System connections allowed will be those specified in the Access Agreement. Any
subsequent connections must not take place unless Thames Water and the Licensee have agreed
an appropriate amendment to the Accesgréement.

4.1.5 Network maps and plans

It is important for the Licensee and Thames Water to share relevant maps and plans, normally at
the detailed application stage. This is subject to objectively justifiable congliibout security

and copyright. Inforration from supply system modelling will be shared between the parties, for
example, to clarify the negotiation of connection costs, such as mains reinforcement.

4.1.6 Point of entry controls and failure modes

The Licasee is responsible for monitoring the ajity and quantity of water put into the Supply
System. Thames Water will require a level of operation and monitoring which is at least sufficient

to comply with the Water Supply (Water Quality) Regulations 1988n@nded. Thames Water

will also requirghat point of entry controls are designed to be sensitive to the hydraulic nature of
0KS {dzllLlX e {eadSy FyR (2 Syada2NBE aSOdzNAGe 3 A
assets.

Licensees must make alable to Thames Water at all times, access to a sampling point for water
representative of that being input into the Supply System. The sampling point should comply with
the requirements of the Water Supply (Water Quality) Regulations as amended.

Full site access and access to data and information relevant to water quality must be made
available to Thames Water.

Sampling facilities must be provided at the outlet of treatment works and service reservoirs and at
the point of entry into the Supply SystenT.hese facilities must comply with the requirement of

the Water Supply (Water Quality) Regulations as amended and the associated guidance issued by
DWI. Licensees must allow access to these sampling facilities as required.

The arrangements for repdrtg regulatory and operational monitoring data to Thames Water will
be agreed on a cadaey-case basis as part of the Access Agreement. In general terms, this data
may include but not be limited to, laboratory results, test kit results, instrument read®GADA
(Site Control and Data Acquisition) data, operator recorded instrument readings and test results.
The reporting frequency and format will be agreed on a-sfiecific and parameter specific basis.

Thames Water may also require automagfutdown2 ¥ G KS [ AOSyasSSQa Ay Lidzi
based on specified trigger levels and would be the case for a disinfection faia&r(nex 5.

Licensees must provide details of pollution or suspected pollution, unuhaaiges in water
quality or failures of standards (actual or imminent) of plant or treatment standards to Thames
Water immediately.

4.2 Metering Services

4.2.1 Meter asset management

Input meters may be owned and/or operated by the Licensee or Thames Watecandaace

with contractual arrangementsMeters designated for charging purposes will be identified and
they and their data should be accessible to both parties.

2 KSNBE GKS [AOSyaSS Ayadartta Fy AyLdzi YSiSNE
Thames Water and the Licensee will agree the location and ownership of the input meter, which
should normally be of magnetic flow type, calibrated for the expected flow range to meet the
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meter class performance specification and maintained according taeeed schedule set out in
the Access Agreement.

All output revenue meters will remain the property of Thames Water. Thames Water will not be
required to sell or lease these meters to the Licensee.

Thames Water will normally install an output revenueter. Where the installation has been
carried out by a third party, Thames Water will only adopt the meter if it complies with all relevant
Regulations and standards for location and accessibility. All meters should meet current and
future BS and EN staardts.

Thames Water will maintain the meter asset.

Thames Water requires access to its meter assets for the purpose of meter reading (as required),
proving supplies, checking for leaks, checking for illegal water usage and meter maintenance.

4.2.1.1 Metering solutions available

Thames Water will qaply and fit output revenue water meters to all new, and some (outlined in
¢CKFYSa 2FGSNRa YSGSNAYy3 LRfAOeOY SEAAGAY 3 LINI
diameter of the supply pipe to the propertynd the peak and low flow rates demanded by the
customer.

Thames Water will supply meters from our current framework agreement metering partner.
These meters will comply with the relevant ISO 4064 standards.

4.2.1.2 Meter installation

Thames Water will normallinstall themeter; however, third pares may be instructed to install
the meter on behalf of Thames Water, subject to inspection by Thames Water before the meter is
adopted.

In all instances, the meter will be installed in a position that will notbimlthe reading of that
meter at any time. The standard meter location will be external at the boundary of the premises.
Exceptions may be granted on a case by case basis.

4.2.1.3 Meter maintenance

Thames Water will maintain the meter. Currently the replacamschedules for commercial
meters are deermined by periodic reviews of meter performance of different meter categories.

Thames Water will normally meet the costs of maintaining revemeeers;however charges may
be levied where the Licensee has reqeelsan accuracy verification test.

4.2.2 Meter calibration & verification
aSGSNI I OOdzN) 08 (Sada OFry 0SS OFNNASR 2dzi 04 GF
the cost of the meter test and the meter exchange should the meter be found to be aecurat
within the requirements of ISO4064. thHe meter is found to be inaccurate, no charge will be

levied and appropriate refunds will be made. Meter accuracy tests will be carried out by an
independent test house and results will be available to the Leens

4.2.3 Meter reading and meter reading verification

4.2.3.1 Point of Entry Meter

The Licensee is responsible for reading the point of entry meter at an appropriate frequency to be
agreed with Thames Water on a casgcase basis. The Licensee is responsiblenfiking the
meter readings available to @mes Water within a timescale and by a mechanism to be agreed
and specified within the Access Agreement.

The frequency of meter readings required from the Licensee is likely to be same as the frequency
carriedouto @ ¢ KIFYSa 2FGSNI F2NJ GKS Odzai2YSNI Ay | dzS3
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existing large users, meters are normally read on a monthly or quarterly basis.

The licensee should provide meter reading data in a Microsoft Excel spreadsheet format (or
similar) to include, amongst others meter read date, previous reading, current reading and meter
serial number. The information should be sent to Thames Water via an agmead address.

Thames Water may offer the Licensee a chargeable meter readingeséovread point of entry
meters at an appropriate frequency to be agreed with the Licensee on abyestsebasis. These
meter readings will be made available to the Licensee within a timescale aadrtgchanism to
be agreed and specified within the dess Agreement.

Thames Water will require access to all point of entry meters.

In the event of disputed meter readings the guidance in The Water (Meters) Regulations 1988 Sl
No 1048 will be followed. The Licensee must draw a disputed meter readihdgkte YS& 2 I G S 1
attention in writing.

Installation of data loggers, touch pads, digital outreaders or energy management systems by the
Licensee can only be carried out in consultation with Thames Water.

4.2.3.2 Customer Revenue Meter

The Licensee is normally pemsible for reading the customer revenugeter and providing this
information to Thames Water according to timescales and by a mechanism agreed and specified
within the Access Agreement.

The Licensee is responsible for informing Thames Water in the ¢vanhot all supplies to the
eligible premises are effectively metered. Thames Water and the Licensee will subsequently agree
the approach to the installation of appropriate meters.

Thames Water will require access to the customer revenue meters falimgand maintenance
purposes.

In the event of disputed meter readings the guidance in The Water (Meters) Regulations 1988 Sl
b2 wmnny gAff 0SS F2f{ft26SROD ¢tKS [AOSyasSsS vydzai
attention in writing.

The Licenseis normally responsible for the provision of customer revenue meter readings to the
sewerage undertaker where this is not Thames Water.

4.3 Supply System Balancing

4.3.1 Strategic Blancing

The price control regimeequires Thames Water to operate efficiently well as effectively. This
means ensuring optimum operation of the distribution network through best use of (for example)
pumping, energy tariffs and pressure management.

Central to the network balancing process is the prediction of demand and geneddtgupply to

match. In practice this means that the measurement of the average daily demand in a supply
zone is compared to the measured actual demand profile overday. The differences between

the average daily and varying customer demand are Usumaét from balancing service reservoir
storage. Some storage is normally required to balance the output from a supply source against a
varying customer demand profile.

MSGSNAY3 gAftf 0S NBIdZANSBR (G2 SyadzNB sipgi€dsp A OSy
that existing service reservoir levels are maintained.

Thames Water plans the production and storage programme to make the most efficient use of
varying electricity tariffs.
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4.3.1.1 Annual Supply Planning

The Licensee is responsible for the provisid information to enable Thames Water to carry out

an annual assessment of available resources. This information will include an overall assessment
of the robustness of the source to include the reliabibfythe yield of the source, water quality
andplanned outages.

{SOGA2Y nomMdH LINPJARSAE FAdNIKSNI AYF2NXIGA2Y 2V
for its ongoing water resource planning process.

4.3.1.2 Strategic Supplies

Water undertakers have statory duties (Sections 52 and 55 WIA91) tepely water to existing
and new customers for domestic and ndomestic purposes. These duties become relevant
where a Licensee ceases to supply a customer.

Sectons6 D 'yR ccl 2L! ¢pm Fff2ga h¥Fglid (G2 RSaAIYI I
of SNIFAY 6FGSN) adzldL) ASa o6& I+ [AO0SyasSS Ayidz2 |
designation as a strategic or collective strategic supply is that, without the introductions being
made, there is a substantial risk that the water undertaker lddae unable to maintain supplies

to its own customers with water for domestic and rdamestic purposes as well as supplying the

[ AOSyasSSoa Odzali2YSNE 6A0GK &6 GSNI 0F2NJ R2YSaiaAo
While an application for a strategic supply designation camie€e at any time, Thames Water

will discuss in the initial stage of each application for access whether (and when) a supply might
be strategic as this may affect the access charge.

The Access Agreement will make provision for the discussion of stratgygly status at any time
during the life of the agreement.

58aAdyliAz2y 2F (GKS [AO0SyaSSQa ipdniedWwduldilmztong & |
subject to special administration procedures (section283N1A91). Standard Licence Condition

14 (Secial Administratiorg combined licences) of the Water supply Licence requires a Licensee at

all times to ensure that, if a special administration order were made in relation to it, the Licensee
would have available to it sufficient rights and assets t@ald@& the special administrator to
manage the affairs, business and property of the Licensee so as to ensure that the purpose of the
order could be achieved.

Supplies to eligible customers of a retail Licensaenotbe taken into consideration when Ofwat
decides whether or not to designate an introduction by a Combined Licensee in the same water
resource zone. Customers of a Licensee supplying only in accordance with its retail authorisation
0l WwSGFAf [AOSYyasSSQu ySSRnailg prot&ted by theNshate@i& |
supply designation process if a Combined Licensee is unable to introduce water because it has
become insolvent. However, if there were a water shortage in a particular zone, the water
undertaker would need to comply withts obligation not to discriminate between its own
customers and the retail Licensee and its customer(s). If the water undertaker did cut off supplies

to the retall Licensee, then the interim duty to supply obligations in section 63AC WIA91 will apply
(subject to conditions set down in that section).

t £ SFaS &S Sstatutry guidladée on/hdw/it intends to address the issue of designation of
supplies as strategic at:

http://www.ofwat.gov.uk/competition/wsl/qud pro stratsuppguid.pdf

4.3.1.3 BackUp supplies
¢KS 1 00Saa t NAOS tSOASR gAff NBFESOU GKS [ AOS
Up supplies facility. In der to provide such a facility, Thames Wateill weed to maintain
i OFLJ OAde (2 adzalide G4KS [A0SyasSsSaa

u
GKS [AOSyasSsSQa adzli & o
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Where Thames Water t® provide BackUp supplies facility, in the event of partial or complete
failureoftlS [ AOSy aSSQa adzZlli ez ¢KIYSa 21 GSNJ aKl ¢

Any water provided under the Batkp supplies facility will be charged for at the applicable tariff.

The BackUp supplies facility exists to provide for infrequent but substanti@nés (in volume,
RdzNF GA2Y 2NJ 620 KO0 ® LG A& aSLINIGS FTNRY ¢KIY:
Supply System.

4.3.1.4 Interim duty to supply

If the Licensee ceases to supply any premises with nvdtbames Water will be obliged to
continue the supply that had been made by the Licensee for a minimum of three months.
However, this obligation will not arise if:

a) Thames Water would have to incur unreasonable costs in carrying out works to meet
existng obligations to supply water for domestinda other purposes as well as
probable future obligations to supply water to buildings for domestic purposes;

or;

byal {TAy3 (GKS adzli e ¢2dA R 20KSNBAAS Lizi I
the olbligations stated in (a).
4.3.1.5 Interruptible customers and interruptions
Thames Water does not operate an interruptible supply tariff option and does not supply any
customers on an interruptible supply basis.

4.3.2 Flow balancing and reconciliation processes

4.3.2.1 Supply System usage forecasts for wholesale supplie
¢tKS [AOSyasSS akKltf LINRPOJARS
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Demand profiles should be provided footh potable and no#potable supplies where applicable

4.3.2.2 Supply System usage for combined supplies

The Licensee shall provide to Thames Water the profile of its proposed input to match its
Odza G 2 Y S NDémand qunfie® gylidayRweek, month and yealhe Licensee shall also

A 2 4 A x

LINE ARS (KS OdzalG2YSNIRa LINRB2SOGSR RSYlIYR AyOf d:
Demand profiles should be provided for both potable and-poitable supplies where applicable

4.3.2.3 Imbalance Acounting

It is the responsibility of Thames Véatto ensure that the physical balance of the Supply System is
maintained.

Daily balancing of the Supply System is separate from any arrangements put in place by Thames
Water and the Licensee for Thames Wate provide Back LJ & dzLJLX ASa 82 (K
customer. This latter arrangement exists to provide for infrequent but substantial events (in
volume, duration or both).

Thames Water expects Licensees to use reasonable endeavours to balance the input of water into
¢CKFYSa 21 0SNRa { edudtdmér(s)damani Sver every A4rhout gériod.

Thames Water and the Licensee will agree sensible upper and lower thresholds around the supply
profile to account for normal variations in demand.
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Inputs from the Licensee will be assessed for compliavitie contractual obligations as specified
in the Access Agreement over the agreed balancing period with due account taken for any Supply
System related losses or events.

Where the Licensee fails to provide the volume of water required by the contrachliglation,

Thames Water will notify the Licensee and the appropriate charges will be levied by Thames
Water for water which we have been required to supply to make up this shortfall. These charges
FNE GSNXYSR dac¢ 2L ! LI { dzLJLJ the B@plkicable guBlisheédKs@edardtariff.t o6 S

Where the Licensee inputs a higher volume of water than required by contractual obligations,
Thames Water will request that the Licensee reduces its input to match the demand
characteristics of its customer (amtline with contractual obligations).

The Licensee should only introduce water into the supply system sufficient to meet the expected
demand of its customer taking no account of leakage.

4.3.2.4 Reconciliation processes

Thames Water and the Licensee will agrand stipulate in the Access Agreement, a suitable
reconciliation period over which to assess the volume of water input by the Licensee and the
volume of water taken by its customer(s).

When data on consumption is incomplete on the day of reconcilialibames Water will default
to the contractual values. When data does become available and in any event after each 6 month
period, formal reconciliation of supply and demand will be made by Thames Water.

Thames Water will reserve the right to restricth [ A OSy aSSQa AyLdzi G2
operational reasons e.g. to maintain or repair the Supply System. If such a restriction is applied on
0KS [AOSyasSSaqQ AylLlzizs Fye aAK2NIFFEt gAff y2NYy
without balncing charges being applied in the month the restriction was actioned by the
Licensee.

The detailed process for applying balancing and-Up@Supplies mechanisms will be agreed and
specified in the Access Agreement.

4.3.2.5 Peak season / off peak reconciliatio

Thames Water does not differentiate between peak and off peak periods or seasons in the tariffs
charged to its customers.
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5 Supply System Maintenance and Emergency Procedures

Thames Water and the Licenseéll conduct their businesses in such a wayta ensure the
compliance with obligations under the Security and Emergency Measures (Water and Sewage
Undertakers) Direction, 2005.

Thames Water and the Licensedlwstablish a set of robust emergency procedures.

Licence Condition 2(3)(b) statdsat the License must have sufficient product and public liability
for the activities authorised by its licence.

5.1 Diagnosis of system issues
5.1.1 Obligations with respect to diagnosis of supply system problems

5.1.1.1 Responsibility of Thames Water

Subiject to thedvels of service agreed between Thames Water and the Licensee and stipulated in
the Access Agreement, Thames Water will inform the Licensee (in line with communication
procedures (including timescales) stipddtin the Access Agreement) where it is awafean
AaadzsS GKIFIG A& tA1Ste G2 AYLI OGO GKS [AOSyasSsSas
mains bursts or water quality issues.

5.1.1.2 Responsibility of Licensee

The Licensee must comply with Thaine 2 I G SNRa Ay T2 NXI (A 2 yoringB Ij dzA |
regime. The Access Agreement will set out the specific information flows and how these will be
managed. Such information is likely to relate to planned maintenance and supply interruption,
volume, flav rate and pressure outside of agreed parameteongoing system balancing,
emergencies and incident management, metering information, a mains burst upstream of the
Supply System connection, water quality data,elsvof service feedback from the customer,

notice of changes in operation or water qulat the Licensees plant and any failures or out of
specification performance.

5.1.2 Quality issues

Thames Water is responsible for the quality of the water in the Supply System. The Licensee is
responsible for raintaining the standard of water quality inlaced into the Supply System.

5.1.2.1 Quality issues: maintenance

Licensees must submit an outline of their planned and reactive maintenance procedures and
resources for the assets upstream of the point of acdesthe Supply System. The detailed
arrangemets will be agreed on a cadp-case basis and set out in the Access Agreement.

Licensees must specify any maintenance work that will require a temporary cessatitwe of t
supply into the Supply System.

5.1.2.2 Quality issues: emergency procedures
The Access Agement will specify:

i) Criteria that will trigger emergency procedures, e.g. treatment failuegluction in
output, pressure changes (minima and maxima), the quality of raw or treated water
and awareness of external events;

i) Contact arrangements e.g. &ghone numbersfax numbers and response times;

iif) Minimum performance standards e.g. speed of notification, response times for
shutting off the supply or sending out engineers.

Licensees must comply with The fa Undertakers (Information) Direction 2004)WI
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Information letter 02/2004 and any subsequent revisions.

Thames Water and the Licensee are required to notify relevant bodies as detailed in the Water
Undertakes (Information) Direction 2004 and the Water Supply (Water Quality) Regulations for
anyincident that may affect drinking water quality or sufficiency of supplies.

Licensees must formulate their own emergency plans and procedures and these should be
submitted to Thames Water. These plans should be designed to meet all of the water quality
provisions contained within the Access Agreement and relevant legislation. The Licensee must, if
ySOSaalNeEsx 6S ofS (2 RSIHf gAGK @l GSNJ ljdzr £ A i@
Water will expect the Licensee to be resourced appropriately

Thames Water will require that personnel suitably trained and qualified in matters of water
quality and water treatment process will be available at all times. Maintenance technicians
O2YLISGSyd G2 RSIFE 6AGK | ff | alLjfadtisBould?arso ieKS |
available at all times.

5.1.3 Hydraulic issues

Thames Water is responsible for maintaining the hydraulics of the Supply System including
complying with DG2 (Inadequate Pressure) and DG3 (ugprruptions) standards.

5.1.3.1 Inadequate Pressre (DG2

Ofwat sets DG2 targets which state the maximum number of properties which should be at risk of
low pressure.

5DH AdadzSa NB y2N¥Iffeé KAIKEAIKGSR o0 BupplyKl YS3
System. Thames Water is responsibletfee management of the Supply System and the pressure

and flow of the water in it. The Licensee is responsible for maintaining volume, pressure and flow

of its inputto the Supply System according to the parameters set out in the Access Agreement.
The licensee will be expected to take immediate corrective action on notification by Thames
Water, where Thames Water identifies a flow or pressure issue in the Supply System which is
OFdzaSR o0& (UKS [AOSyasSSqQa TFlLAfdaNBE G2 YSSi GKS
Thames Water expects the Licensee to inform us wherever and as soon as its customer has
reported low pressure and/or poor flow so that we may investigate the cause.

Thames Water reserves the right to alter pressure and/or flow in the Supply Systemtanarig
response to (for example), leakage or drought issues. The Licensee will be expected to alter its
input accordingly. The specific mechanism for this process will be agreed within the Access
Agreement.

5.1.3.2 Supply Interruptions PG3

Thames Water des not expect that the Licensee's activity will have an impact on our ability to
report the number of properties without water following a mains burst. However, the Access
Agreement will stipulate a clear press whereby any interruptions to supply can teported
immediately by the customer to Thames Water.

5.1.4 Real time information capture systems

The Licensee is responsible for the provision of information to Thames Water on key performance
parameters, and as$ performance as identified by Thames Watarridg negotiation of the
Access Agreement. Reports shall include full disclosure of the data. The mechanism and
frequency for reporting data shall be agreed between the Licensee and Thames Water.

The format for data exchange will be agreed as part efAlacess Agreement but will usually be in
paper or electronic format. Some parameters, such as some water quality and treatment process
parameters will require realrie electronic data transfer.

Thames Water and the Licensee are required to notify itflevant bodies, as detailed in the
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Water Undertakers (Information) Direction 2004, of any incident that may affect drinking water
quality or sufficiency of supplies.

5.1.5 Reporting procedures

The Licensee shaliestablish emergency point(s) of contact tbe use of both its customers and
Thames Water. Such points of contact must be robust and operate 24/7. An effective alternative
must be available if the primary system fails.

Thames Water will establish a similar point of contact for the Licensee.

Doaimented procedures will be established to describe how these emergency contacts will
function as part of the Access Agreement.

Li A& (GKS [AOSyas80a NBALRYaAOAfAGE G2 SyadNg

including scenarios where Tham#Vater is the point of coact. The Licensee must ensutat
appropriate provision is in place for passing on of queries between customieflmames Water if
appropriate.

The Licensee is expected to adhere to best practice procedures adopted by wetstakers to
provide information to the Consumer Council for Water

Thames Water and the Licensee are required to notify relevant bodies as detailed in Water
Undertakers (Information) Direction 2004 and the Water Supply (Water Quality) Regulations for
anyincident that may affect drinking water quality or sufficiency of supplies.

5.2 Planned System kintenance
5.2.1 Obligations with respect to planned maintenance

5.2.1.1 Responsibility of Thames Water

Thames Water and theidensee shall agree the period of notice tHdtames Water will give to
GKS [AOSyasSS F2NJ LXIFYyySR ¢62N)] 2y (GKS { dzLJLJ) &
customers at risk.

Thames Water and the Licensskall ceoperate to implement timely changes to operations in
order to meet regulatory,customer and operational requirements at any time during the
negotiation or performance of the Access Agreement.

5.2.1.2 Responsibility of the Licensee

Thames Water and the Licensee shall agree the period of ntitatethe Licensee will give to

Thames Waterd NJ LJX | yYSR ¢2N] 2y (GKS [A0SyasSSQa adzl

environment, water quality, pressure and/or flow supplied or put the Supply System or Thames
2 GSNRa OdzaG2YSNB 3G NRA| D

Thames Water will be able to require implementation gdpeopriate corrective management
FOGA2ya 2N 20KSNBAAS (2 RANBOGtEE YIylF3IS FyR
operation of the Supply Syster@ NJ I FFSOGa GKS fS@St 2F &ASNDA
customers, in the same wa & is able to control its own supplies.

The Licensee is responsible for informing its customer of any disruption in supply as a result of
maintenance carried out by either party.

5.2.2 Specification of Asets

The Access Agreement will set out the precisepsc of the assets to be included in planned
maintenance schedules.

As part of the Access Agreement, Thames Water and the Licensee will agree which of the
[ A OSY &&8sSThames| Viater requires access to. The Access Agreement will also state the
performance standards that those assets must meet as well as the arrangements for regular
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review of those assets.

ab Ay tFaAy3a 27 | Faasia GKEG O2yysSOG GKS [ A
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Related equipment such as water quality monitors, flow meters, pressure transducers (including
0KS NBIjdZANBR | OOdzN» OAS&a YR | LIWIINRBOGSR Fylfeda
design standards as a minimum.

The Licensee will provide such information as reasonably requested by Thames Water in the
performance of a risk assessment prior to any planned maintenance.

5.2.3 Maintenance $andards

Thames Water is responsiblor the maintenance of the Supply Systenssdatial works will, from

time to time, result in interruptions to the supply. The Licensee will be given notice of all planned
AYGSNNHzZLIGA2Yya Ay fAYS gAGK GKS G SNXN&Nopfor ¢ KIY
notice can be given in respect ofmergency interruptions, but the Licensee will be advised as
soon as practicable when resumption of the supply is anticipated.

5.2.4 Risk assessment processes

All outages must be risk assessed in line with Thame$ WAl & LINE2 OSRdzNB & @ w A
approSR o0& ¢KIFYSa 2F3iSNDRa 2LISNI A2yl O2yGNRE
fSFHad v RIFIedaQ y2A0S Ydzad oS 3IAGSYy 2F Ittt I O
prepare. If the effects significant (this is defined further inropany operating procedures) this

will be recorded and monitored centrally to ensure the overall management of the system is
appropriate. This work will usually requileL,d G2 o Y2y G K&aQ LINA2NJ y20GA T

Failure by the Licensee to respond to Thames Water NS a2yl 6f S NBIljdzSada 1
of the risk assessment process could result in a delay to the commencement of the works (for
which the Licensee may be liable) and may constitute a breach of the Access Agreement. In some
circumstances such-fA f dzZNB 2y GKS fAOSyasSsSqQa LI NI Oz2dzZ R
licence conditions and may prompt enforcement action by Ofwat.

CAZNIKSNJ AYF2N¥IFGA2Y 2y ¢KIYSa 21 GSNRaA NRA] |
Access Agreement negotiah stage. Thames Water will provide examples of risk assessment
forms and documents. Thames Water and the Licensee will also agree information exchange
schedules as part of the Access Agreement.

5.3 Unplanned System Bintenance

5.3.1 Obligations with respect tainplanned maintenance

Thames Water will require eoperation from the Licensee in the event of any unplanned
YEAYGSYFyOS sKSNB (KS [AO0SyassQa AyLidzi Aa tA
maintenarce. Such coperation may relate to requirenmgs for input to any risk assessment and
O2YYdzy AOI (A2ya 6AGK GKS [AOSyassQa OdzaizYSsND
provide such capability 24 hours a day, 7 days a week.

5.3.2 Risk assessment processes

Thames Water has defined procedures fosk assessing activity prior to unplanned and
emergency maintenance work. Thames Water will expect that the Licensee will comply with the
risk assessment procedure in place at the time. Thames Water wilirerthat the Licensee is

kept informed of anyrelevant changes to the risk assessment procedure that may affect the

[ AOSyasSSQa 2LISNIGAZ2Yy®
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of the risk assessment process could result in a delay to thememoement of the works (for

which the Licensee may be liable) and may constitute a breach of the Access Agreement. In some

38



Thames Water Access Code (Mersl9, April 2017)

OANDdzYall yOsa adOK FlAtdNB 2y GKS tA08yassos
licence conditions and may prompt emf@ment action by Ofwat.

CdzNIKSNJ AYF2NXIGAZ2Y 2y ¢KIFYSa 2 GSNRaA Nral | :
Access Agreement negotiation stage. Thames Water will provide examples of risk assessment

forms and documents. Thames Water and the hisee will also agree information exchange
schedules as part of the Access Agreement.

5.3.3 Emergency notices

Thames Water will be responsible for issuing emergency notices to all customers in its area of
supplyin€ dzZRAy 3 (GKS [ A0SyasSSoaa O08#K2 Y WNH oF 2 dzNII (VS I12S
gAff 0S AaadzSR F& | LIWINRLNRFGS® tKSasS INBY a5
F2NJ Fye LlzN1LJ2aSé FyR al! ff Of Sfordhe message bo®e givenii A OS
in several languags and have pictorial interpretation of the text.

5.4 Safety aspects of unplanned and emergency work

¢tKS [AOSyasSS aklff O2yLXe 6A0GK ¢KIFIYSa 2 iSNDa
involvedinactlA G A Sa 2y ¢KI YSa 2 | ssefsNIhames WdteBvdlllensiiré tBat I O C
the Licensee is fully aware of the terms of this policy.

5.4.1 Status classification

Thames Water uses a company standard definition for classification of events. Thecatassifi
provides severity scale; typical examgvents and management responsibilities (see Annex 8).
LG Aa GKS [AOSyasSSQa NBalLRyaAiroAtAde (2

interactintk  ASF Yt Sada YIFIYyYySNI gAGK ¢KIYSa 2 G§SND

5.4.2 Stardard emergency reporting procedures

Reporting procedures and protocol are dictated by the severity level of the event, (see Annex 8).
An event of L2 classification or higher must be notified to the Duty Mamag Operational
Control to enable effectiveisk assessment and management decisions to be validated and acted
upon. Appointment of an Event Controller is decided during the initial event reporting call to the
Duty Manager. The Event Controller may the Duty Manager, or a suitably competent
operational manager.

For any event which affects the Supply System, Thames Water will determine the need for any
post event review and the responsibility for preparing such reports. Thames Water will involve
the Licensee as necessary and determine respectesponsibilities and action plans for the
remedial measures required. The Licensee will be responsible for any costs incurred by Thames
Water in this respect which result from a failure of the Licensee to meet contractual agreements
set out in the AccesAgreement.

The Licensee is responsible foraueration with Thames Water in the preparation of any post
event reviews required by Thames Water. The Licensee will implement any Action Plans as agreed
with Thames Water arising out of the reviews as fieepl

5.4.3 Major emergency reporting procedures

A major emergency is defined as either a L3 or L4 event (see Annex 8) and will follow the process
as set out in Section 5.4.2 above. An event is an unplanned apeatd incident. The example
scenarios aredy to Thames Water and the Licensee determining this process jointly.

5.5 Emergency procedures for dealing with specific events, issues and incidents

Best practice emergency planning recommends that plans andepses should be sufficiently
flexible toenah S | R2dzadYSy G (2 &adzAid Stk OK dzyAljdzS S@S
management arrangements are based on this philosophy.
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Thames Water has standard contingency arrangements used in response to witieeuents in
place. These include:

w Issuirg warning notices and communicating with customers (includifggLJS OA | f ¢ H Ty & dzY

w Alternative water supply provision when the piped supply fails to meet standards stipulated by
regulators (as laid down in Security & Emergency Measures Direction),

Thames Water will brief the Licensee on its emergency plans before any live connection is made.

Thames Water and the Licensee shall carry out risk assessments to determine the most
appropriate range of specific contingency arrangements that are required. Rates
responsibilities, including the provision of manpower and other logistical support will also be
jointly agreed by Thames Water and the Licensee.

The Licensee should review the adequacy of this risk assessment, at least annually, and more
frequently where required by proposed or actual changes. The Licensee is responsible for
conducting further or updated risk assessments and amend contingency plans or risk mitigation
measures where necessary. The Licensee is responsible for communicating netifaitio
proposed or actual changes to Thames Water which may reasonably be foreseen to affect Thames
2 §SNDE NA&]l SELRA&dNB o

The Licensee will be responsible for the provision details of its emergency procedures and to
demonstrate them.

Jointly agreed planand procedures will be subject to a routine review every two years or earlier if
required by post event learning.

The Licensees emergency plans will be audited each year under the directions of WIA91.

5.6 Customer protection

5.6.1 Special Consumers

The Security& Emergency Measures (Water and Sewddpdertaker$ Direction 2005 and
{SOdzNA (& 3 9YSNHSyOe& aSladNBa o[ AOSyaSR 2148
regardd A& 3IAGSYy (2 (GKSasS Odzai2YSNR |yR || @Sg@gSt
customers. |If, as part of the Access Agreement negotiation process, it is agreed that Thames

2 SN gAff LINPOARS adzLII2 NI F2NJ { LISOALE [/ 2y adzy
event, a remuneration process will be agreed as part of thegs Agreement.

The Licensee will inform Thames Water of relevant details if Special Consumetsfifed in
Liceng Condition &ind Condition R) occupy or are likely to occupy any premises that the Licensee
supplies.

Similarly, Thames Water will infortihe Licensee where it is aware that a Special Consumer
occupies a premises proposed to hgplied by the Licensee.

5.6.2 Large scale customer warning procedures

CKIFIYSAa 2F3GSNI A& NBalLRyaAotS F2N gl NYyAy3d Odzad?2
event affecing a large geographical area or population occurs. Thames Water and the Licensee
will agree the definition of each level of event with reference to a set of agreed triggers, (for
example number of people or properties affected) for such ameve

The procedure used for carrying out largeale customer warnings varies according to the nature
and location of the specific event. In practice the methods used include p¢osparson
briefings, letters, leaflet drog radio and television annouScY Sy 64X | yR GKS O2YLJ

The Licensee may be required to provide manpower and logistical support to assist in this process
as determined in the Access Agreement. The level of support required will be determined by the
nature and location of thevent and the warning methodology employed.
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5.6.3 Emergency compensation payments
[AOSy&as8a IINB y2( OdaG2YSNE 2F 6+ (SN dzy RS NI
Guaranteed Standards Scheme (GSS) and customers of licensees do not have the bdreefit of t
GSS.

Compensation payments will be agreed as part of the Access Agreement. Unless separate
compensation payments have been agreed, these will be equivalent to the payments set out in
¢CKFYSa 21 GSNR& / dzaG2YSNI Ddzr N» yiSS { OKSYS®

Further information on¢ KI YS& 2+ GSND&a / dzaG2YSN) Ddzr N} yiSS
website at:

http://www.thameswater.co.uk/gss

Any compensation payments will be paid to the Licensee who may pass them on to its customers
as appropriate.

5.6.4 Emergency Operational Planningé&tcises

The Licensee will be required takie part inthe joint exercising of the Emergency Procedures and
Contingency Plans with Thames Water. The frequency of such testing will be stipulated in the
Access Agreement, but will be no less frequent than once every 2 years. Where appropriate, the
Licensee wil also support external government agency exercises where they impact upon the

[ AOSyasSSQa 2LISNIGA2ylFE FNBIF YR NBaLRyarAoAtAdl

5.7 Support processes

5.7.1 Arrangements for press liaisons

In most emergency situations, press liaison will be handiethb Thame Water press office. In
certain circumstances, particularly water quality incidents, this will be via active contact with local
media, such as radio and television stations. Burst mains and pressure issues will normally be
dealt with by Thamé& 2 | Ur&sld¥fige ohk reactive basis.

Thames Water and the Licensee will agree responsibility for press liaison during an emergency
situation as part of the Access Agreement.

Thames Water operates a 2wur point of contact within its press officeThis provides and
receives information from media and press spokespeople from other organisations involved in
emergency scenarios.

The Licensee will therefore be required to provide ah®dr contact to Thames Water in the
event of liaison between theasties being required to make any statement to the press or related
organisations.

5.7.2 Emergency contacts

The Licensee should establish emergency point(s) of contact for the use of both its customers and
Thames Water. Such points of contact must be robuost@perate24/7. An effective alternative
must be available if the primary system fails.

Thames Water will establish a similar point of contact for the Licensee.

Documented procedures will be established to describe how these emergency contacts will
function as part of the Access Agreement.

5.8 Reportable situations

Certain events or incidents must be reported to external parties. Such reporting is required on a
statutory basis. For example the DWI must be notified of an Incident under the Water
Undertalers (Information) Direction 2004. For Health and Safety incidents, all current Health and
Safety legislation must be complied with. Other external bodies include the Consumer Council for
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Water (CCW), and Ofwat.
The License will have arrangements ingde to notify to reportable external bodies. These

F NN} y3ISYSyiGa Ydzad o6S O2YLIX ALyl 6A0GK (GK2asS 02
written assurance from the Licensee that these requirements have, and will continue to, be met
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6 Customer ContacArrangements

6.1

LG Aa GKS [AOSyasSSQa NBalLRyaroAtAde G2 SyadzN
including scenarios where Thames Water is the point of contact. The Licensee must ensure that
appropriate provision is in place for passingasrgueriesbetween customer and Thames Water if
appropriate.

Thames Water will generally retain its existing relationships with sewerage customers. However,
08 SEOSLIiA2Yy: ¢KIYSa 2FGSNJ YR GKS [A0OSyasSs
commergal arrangement for the Licensee to conduct some or all of the contact on behalf of
Thames Water.

Licensees must ensure the safe operation of the Supply System and supply water undertakers with
such information as they reasably require. Standard Licen€ondition 5 and Condition R, deal

with enforcement of customer information flows for operational safety, especially about Special
Consumers, diagnosis of arising Supply System issues and information for customers during
planned maintenance.

Customer cotact arrangements for operational queries and complaints

The Licensee is responsible for handling all enquiries or complaints relating to billing (and
collection of revenues) for its customers.y & |j dzZSNA Sa NBflFGAy3a G2 ¢K
system (operational issues) received by the Licensee shall be forwarded promptly to Thames
Water for resolution.

{ K2dz R K Sustpried Soyitact Thendes Water regarding a billing query, they will be
referred to the Licensee. In the case of emergenciesra/there are health and safety issues or
NAail (2 adzZlx e aeadasSy AyaSaNaies (KSy ¢KIFYSa
Odzai2 YSNA RANBOGfe&® {AYAf NI & (GKS [AOSyaSSac
directly in these circumsnces.

The Licensee should comply with any requests for information made by Thames Water which arise
as a result of its duty to comply with the requirements of regulatory bodies. Any disclosure of
customer data will be done so in accordance with the DRtatection Act. If the Licensee
requests data from Thames Water to comply with regulatory bodies, Thames Water will
endeavour to provide such information as requested.

6.1.1 Customer Meter Rading

¢tKS [AOSyaSS Aa NBaLRyaaAot&d suiségueNds pravidlipg3hisA G a
information to Thames Water and to the sewerage undertaker where this is not Thames Water.
However, a Licensee may askhames Water to provide meter reading services on its behalf.
Charges for the provision of this sewiwill be agreed and stipulated in the Access Agreement.

The frequency of meter readings required by Thaméster from the Licensee is likely to bee

same as the frequency carried out by Thames Water for the customer in question. For the
majority of ¢ KI YS& 2 0SNR&a SEA&GAY3T €I NHS dzaSNE VYSi
quarterly basis.

The licensee should provide meter reading data in a Microsoft Excel spreadsheet or similar to

include (amongst others) read date, previous reading, current ineacnd serial no. The
information should be sent to Thames Water via an agreeth# address.

6.1.2 Billing and debt collection

Licensees are responsible faitlihg their customers and subsequently collecting revenue. They
are also responsible for any dehssociated with their customers following the transfer of that
customer.

Thames Water will not allow a customay switch to a Licensee where there is an existing debt
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with the old supplier older than 30 days. Debt is defined as charges for wateriesuippla
customer having been demanded in writing (e.g. an invoice for payment) by the old supplier and
has remained owing for more than 30 days at the time of the registration request.

A Licensee may ask Thames Water to provide billing services omél.b&he Licensee would be
charged accordingly for this service. Following a customer transfer between Thames Water and a
Licensee or between Licensees, the customer will receive a final invoice from the outgoing
supplier showing a final consumption diag at the point at which the change of supplier took
place.

Some customers may be in debt for water services but wish to switch to another water supplier.
The Customer Transfer Protocol includes provisions that, where certain conditions are met, the
old supplier may suspend the transfer of the water supply to customers in debt until it is satisfied
that the debt will be paid. It will then be up to the Licensee to decide how (if at all) the debt
should be recovered from the customer.

The Licensee asmes all responsibility for any financial enquiries, and will be responsible for
billing and revenue collection activities from its own customers.

6.1.3 Operational Issues

6.1.3.1 Water Supply Qeries

The Licensee is the first point of contact for these types @irgju Any queries relating to Thames
2 GSNRA RAAGNROdzGAZ2Y &a@dadSY O62LISNIOGA2YL € Ada
promptly to Thames Water faesolution.

6.1.3.2 Sewerage Qeries

Thames Water will normally retain its existing relationships witth sewerage customers.

| 26 SOSNE o6& SEOSLIIAZ2YZ ¢KIYSE 21 GSNJ FYR GKS |
agree a commercial arrangement for thednsee to conduct some or all of the contact on behalf

of Thames Water.

6.1.4 Complaints handling procgses

Licensees will normally be responsible for handling complaints from their customers that relate to
services provided by the Licensee.

Where the complaint relates to the service provided by Thames Water, this will be handled and
investigated accordip to existing processes and regulatory requirements (such as DG7). DG7 is
h¥ol GQa YSIFAdz2NE 2F dzy RSNIF {1 SNDa LISNF 2N I yOS
customers. Undertakers are measured on the percentage of responses made within 10 working
daysor receipt of the complaint.

The Consumer Council for Water will investigate complaints on behalf of the customer where the
customer is not satisfied with the response provided by its water supplier. Further information
can be found on the Consumer Codnt 2 NJ 2 I 6 SNR&a ¢So6aAiAidsS |ay

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

The level of service provided by Thames Water in this respect will be agreed with the Licensee as
part of the Access Agreement.
6.1.5 Obligations on Thames Water

Thames Water will investigate Supply System issues highlighted by the Licensee in accordance
with the terms agreed within the Access Agreement.

Supply system problems reported by the customer will generally be investigated by a Thames
Water network techitian. The nature of communication with the customer during the
investigation and resolution of the problem will be in accordance with the level of sergieed
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between Thames Water and the Licensee and set out in the Access Agreement.

6.1.6 Obligations on Icensees

The type of customer support provided by Thames Water will be agreed with the Licensee as part
of the Access Agreement.

The licensee is responsible for providing its customer with relevant contact details and
information on customer support emngements.

The licensee should also have in place systems to record information from customer contact and
identify reportable issues. Standard procedure for logging customer contacts with Thames Water
is via our Customer Centre through our contact loggigstem.

Thames Water manages proactive communications with customers in certain circumstances for
example in relation to planned maintenance or emergency supply interruptions.

Again, Thames Water and the Licensee will agree as part of the Access Aufretia precise
mechanism by which these communications will be managed.

6.1.7 Disconnection

Thames Water will continue to supply the Licensee as long as thes\égreement remains in
force. It should be noted that the Access Agreement may be terminatethbynes Water in
some circumstances where payments remain outstanding, or where there has been a material
breach of the Access Agreement by the Licensee.

6.2 Customer contact arrangements for emergencies and events

Customer protection issues are also consgdeunder section 5, Maintenance and Emergency
Procedures.

6.2.1 Customers with particular needs

¢CKS GSNIY a{LISOALTf [/ 2yadzySNA ¢ and noadbidhesiS customers O (
required to be separately identified as part of statutory or reguigticequirements.

The Licensee should be responsible for identifying the needs of the customers who require
additional services. This might include details of those, living in eligible premikéd) require
water for medical purposes or need informatitmbe supplied to them in Braille, for example.

The Licensee must inform Thames Water of relevant details if Special Consumers (as defined in
Licence Condition 5 and Condition R) occupy or are likely to occupy any premises that the Licensee
supplies.

Smilarly, Thames Water will inform the Licensee where it is aware that a Special Consumer
occupies a premises proposed to be supplied by the Licensee.

6.2.2 Large scale customer warning procedures

Thames Water is responsible for warning customers, includinf theOSy a SSQa 0Odza (i 2 Y S
event affecting a large geographical area or population occurs. Thames Water and the Licensee
will agree the definition of ezh level of event with reference to a set of agreed triggers, (for
example number of people or pperties affected) for such an event.

The procedure used for carrying out largeale customer warnings varies aatiag to the nature
and location of the specific event. In practice the methods used include péosperson
briefings, letters, leaflet aps, radio and television announcements, and the company website.

The Licensee may be required to provide manpower and logistical support to assist in this process
as determined in the Access Agreement. The level of support required will be determirieel by
nature and location of the event and the warning methodology employed.
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6.2.3 Obligations on Thames Water

Thames Water operates a comprehensive, IT baspdci&l Consumer services database. This
database is an integral part of Thames Water's mainfr@&uastomer Information System (CIS). CIS
interfaces with a number of separate software packages to enable information relative to Special
Consumers (such asr@imstance and additional service requests) to be visible to all customer
facing staff 24 hours day.

Thames Water operates a robust reporting system providingoagate information about Special
Consumers, within specified geographical locations or throughout the Thames Water region as a
whole.

In line with Condition R, Thames Water will advise Licensee of relevant details for Special
Consumers where Thames Water is aware that a Special Consumer occupies, or is likely to occupy,
any premises which the Licensee is proposing to supply.

Thames Water is responsible for warning customers wherevant affecting a large geographical

area or population occurs. Thames Water and the Licensee will agree the definition of each level
of event with reference to a set of agreed triggers, (for example number of people or properties
affected) for such anwent. The Licensee may be required to provide manpower and logistical
support to assist in this process as determined in the Access Agreement.

¢CKIYSa 21 GSNRa O2N1R2NIGS L¢ aeadSvya t23 SOSNE
or by telepho® onto a central database. The system enables identification of the type of
customer (e.g. customer of a Licensee) and consequently enables different processes to be
followed according to the type of customer and nature of the contact.

The Licensee witle required to take part in the joint exercising of the Emergency Procedures and
Contingency Plans with Thames Water. The frequency of such testing will be stipulated in the
Access Agreement, but will be no less frequent than once every 2 years. Wipeoprégte, the
Licensee will also support external government agency exercises where they impact upon the

[ AOSyaSSQa 2LISNIGAZ2YIFE FINBI FYyR NBaALRYyaAoAt Al

In addition, from time to time we will review and test systems and process interfaces between
Thanes Water and the Licensee. The Licensee will be expecteddpecate with all reasonable
requests related to this testing process and to demonstrate ongoing compliance and successful
AYGSNFIOS 6A0GK ¢KIFIYSaQ adaeaitSya FyR LINRBOSaasSao

6.2.4 Obligations on Licenss

The Licensee should establish emergency point(s) of contact for the use of both its customers and
Thames Water. Such points of contact must be robustapatate 24/7. An effective alternative
must be available if the primary system fails.

Thames Wier will establish a similar point of contact for the Licensee.

Documented procedures will be established to describe how these emergency contacts will
function as part of the Access Agreement.

LG Aa GKS [AOSyasSSQa NS aneRiyaward of tomimunicatiop paths, & dzNJ
including scenarios where Thames Water is the point of contact. The Licensee must ensure that

appropriate provision is in place for passing on of queries between customer and Thames Water if
appropriate.

In line with LicenseCondition 5, the Licensee will advise Thames Water of relevant details for
Special Consumers where a Special Consumer occupies any premises which the Licensee supplies.

Thames Water is responsible for warning customers where an event affectingeageographical
area or population occurs. Thames Water and the Licenseagvdk the definition of each level

of event with reference to a set of agreed triggers, (for example number of people or properties
affected) for such an event. The Licenseay be required to provide manpower and logistical
support to assist in this process as determined in the Access Agreement.
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The Licensee will be required to take part in the joint exercising of the Emergency Procedures and
Contingency Plans with Tham®gater. The frequency of such testing will be stipulated in the
Access Agreement, but will be no less frequent than once every 2 years. Where appropriate, the
Licensee will also support external government agency exercises where they impact upon the
Liceld SSQa 2LISNIGA2ylf FNBF YR NBaALRYyaAoAtAlGASa

In addition, from time to time we will review and test systems and process interfaces between
Thames Water and the Licensee. The Licensee will be expecteebeate with all reasonable
requests related @ this testing process and to demonstrate ongoing compliance and successful
AYOGSNFIOS 6A0GK ¢KIFIYSaQ aeadsSya FyR LINRPOSaasSao
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Supply System Connections

| 2y ySOlGA2y 2F [AOSyasSSQa &a2dz2NOS G2 { dzLJLJ) &

Thames Water is responsible for live connection to $upply System and for modifications to the
Supply System. Charges are recoverable from Licensees for work directly related to Supply System
connection and fo any Supply System modification directly necessary to accommodate the

[ AOSyaSSQa MBdesareNdBseédSoy ledodery of/costs, including a reasonable return
on assets and details shall be provided to the Licensee by Thames Water in advanciabf cap
work being undertaken. A formal agreement shall be in place between the parties beforal capit
work is undertaken. Subsequently, maintenance costs for the connection are included within
access charges.

Connection of qualifying premises to the Supply System

5SGFAfa 2F ¢KIFIYSa 2F0iSNDa yS¢é YIFAya fIlnasty3d |y
RSGFEATA YR LI AOFGA2Y F2NXa FT2N ¢KFYSa 21348

http://www.thameswater.co.uk/developers/1328.htm

Indicaive charges for networkannection are included iAnnex 9.

We expect that in most instances the qualifying premises will already be connected to the Supply
System.

Where this is nothe case, connection of the qualifying premises to the Supply Sysidnbe

YIRS Ay | 002NRIYy0OS gA0GK ¢KFYSa 21 GSNRa adl
procedures.

The Licensee is able to download application forms from the Thames Water website to apply for
0KS O2yySOGA2y 2F Alda OsmppyBysetNna St AIA0f S LINB
The application form sets out the information which will be required from the Licensee or

customer in order that Thames Water can prepare a quotation and subsequently arrange for the
necessary work to be carried out to connect the pragsis This information may include:

w Premises congnption and storage information;

w Site plans to show the location of the point of entry, privated and all areas to be adopted;

w A soil report;

w A full Health & Safety Plan where applicable.

Following Th¥Sa 2 0SNR& [[d2dFdA2y FT2N) GKS O2yySOiGaA

payment for the connection work, Thames Water will liaise with the Licensee and customer to
arrange suitable dates for the connection of the premises.

New connections to existing aims will be made within 21 calendar days following confirmation
that all pipework water fittings meets with the Water Supply (Water Quality) Regulations.

New water mains installations will commence within 30 calendar days following receipt of
payment.

In certain circumstances, it will be possible for the customer or Licensee to arrange for some of
the connecting infrastructure to be laid according to Self Lay guidelines.

C2NJ Y2NB AYFT2NXIGA2yZ LI SIFAaS aSS ¢ Kavaldi o I G SN
request from our Developer Services department.

Where Thames Water is not the sewerage undertaker for the customer premises to be connected
to the Supply System, the Licensee will be responsible for the provision of information to the
seweraje undertaker to enable the sewerage undertaker to set up new charging arrangements for
the customer. This information is likely to include the name and location of the customer, meter
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details and the SIC code, together with contact information for theyp@sponsible for collection
of meter reading information. However, there is only a very limited geographical area in which
Thames Water is the water undertaker and not the sewerage undertaker.

73/ 2yySOGA2Y 2F {SO2YyRINE !tyNMSWING SINQRS NIdiLILE
System

Where Thames Water is the Primary Undertaker, it will take steps to enable the Licensee to make
6KS AYGNRRdzOGAZ2Y 2F GKS NBIjdzSaidiSR &adzLlllif e 27F 4
may include the connectio# ¥ ¢ KI YS& 2 GSNR&a {dzaJxe {eaidsSy
supply system and connecting the premises to the supply system.

Thames Water, the Secondary Undertaker and the Licenseagsde responsibility for laying any

new pipes required to connect ThYy S& 2 6 SNRa {dzLlLJf & {eaasSy G2
supply system as part of the Access Agreement. The Licensee will be responsible for the costs
incurred in making this connection.

In some circumstances, it will be possible for the customeraanisiee to arrange for some of the
connecting infrastructure to be laid according to the Self Lay guidelines.

C2NJ Y2NB AyF2NXYIGA2Yy> LI SIFHasS asSsS ¢KIFvySa 21GS
from our Developer Services department.

Thames Wateis responsible for the live connection to the Supply System and for modifications to
the Supply System. Charges are recoverable from Licensees for work directly related to Supply
System connection and for any Supply System modification directly negessaccommodate

0KS [AO0SyasSSQa NBIdANBYSydGao /| K NBSa NS5 ol
return on assets and details shall be pomd to the Licensee by Thames Water in advance of
capital work being undertaken. A formal agreemendlsbe in place between the parties before
capital work is undertaken. Subsequently, maintenance costs for the connection are included
within access charges.
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8 Legal contract, arbitration and disputes resolution

8.1 Contract terms

Contract negotiations fioa Common Contracbr a Combined Access Agreement may begin at any
stage during the application procedure but the final contract terms will only be agreed after the
successful completion, by the Licensee, of the detailed apjgitatage.

It is anticpated that the Wholesale Agreement wik Bacilitated by the Ofwat Common Contract
structure, which a Licensee will only need to agree with Thames once, as long as no additional
requirements relate to any customer being considerétie Wholesale Agreememtill take the

form of the provision of a Data Sheet for each customer participating in the application (Assuming
a Common Contract is already in place).

It is anticipated that the format of the Agreement that will be used for a Combined Access
Agreement vill be different from the form used for a Wholesale Agreement. It is proposed that
for each Combined Access Agreement a new Agreement will be negotiated for each application.

By signing an Agreement both parties will be bound by the terms of this ACoeles

8.2 Arbitration and disputes resolution processes

The agreement shall include a process for negotiation between the parties with a view to reaching
an amicable resolution of any dispute arising during the Agreement term tdiliged as an initial

informal resolution process. Other procedures such as reference to an expert or mediator can be
followed if agreement cannot be reached. Ultimately reference can be made to Ofwat where it
has jurisdiction to resolve disputes or tthe courts. Please refefi 2 h¥ol GQa [ A
S5SGSNXYAYFGA2ya LINRPOSRdAZNE F2NJ FdzZNIKSNJ Ay T2 NXI

http://www.ofwat.gov.uk/publications/watersupplylicensingwskquidance/

Conciliation is a form of alternative dispute resolution process in which the parties use a neutral
third party to improve communication and explore possible solutions to disputes. It is similar to
mediation but can be less formal. ltasonbinding resolution process.

Mediation is a form of alternative dispute resolution process utilising a trained mediator who is a
neutral third party. Its aim is to reach a solution that both parties agree on. It is more formal than
conciliation bt is also norbinding.

Arbitration is a formal method of alternative dispute resolution that allows the parties to settle
any dispute without court action. A neutral third party arbitrator is appointed by agreement or on
application to a recognised orgaation of arbitrators. Decisions should be seen as final as there
is very limited scope for appeals.
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9 Access Pricing and Additional Charges

9.1 Indicative Access Prices

For access prices to retailers, the prices are based on actual Wholesale charggsepduds part
of our2017/18scheme.

Actual charges can be found on the Thames Water external website
https://www.thameswater.co.uk/siteore/content/wholesale/wholesale/chargesnd
billing/wholesalechargesor by calling the Wholesale Markets Services Team on 08089(R

9.1.1 Indicative combined supply prices
Indicative combined supply discounts off the wholesale charge are made upactass discount.
¢-ofSa o G2 y o00St260 &aK2g AYRAOIFIGAGS LINAOSA

w London

Swindon and Oxfordshire

Slough/Wycombe/Aylesbury

Kennet Valley

Guildford

w Henley

€ &€ € €

Since these prices do not vary depending on the ydaentry in the period, only one table is
shown for each Water Resource Zone.

For each entrant volume (5Ml/yr, 25Ml/yr, 50MI/yr and 500Ml/yr) and for each year over the
period, four basic situations can occur:

Situation I No planned investment in théone within AMP5
9 Thus the zone is already in surplus and so there is no deferred investment.
1 The avoided costs are only the current variable opex costs of supply.
Situation 2: Planned investment in the zone but cannot be deferred

1 The zone is not inusplus but the investment is already underway so there is no
deferment of capex costs.

1 The avoided costs are only the current variable opex costs.
Situation 3: Planned investment but zone in deficit until the end of AMP5

1 The size of the new entrant isot sufficiently large to address deficit and there is
therefore no deferment of investment.

1 The size of the entrant is too small to result in an improved security of supply.
1 The avoided costs are only the current variable opex costs.
Situation 4: Investment planned but new entrant <0.1yr growth in demand

1 No deferment of investment occurs, as the size of the new entrant is small relative to the
current demand requirements and so would not practically give any deferment.

1 The avoided costs are only tharrent variable opex costs.

For all of the six Water Resource Zones an entrant of size up to 500MI does not defer investment
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for the reasons described above. The Arrow costs in each zone are therefore only equivalent to
avoided operating costs.

Casespeific prices would also be calculated to reflect changes in tax payable.

¢-ofSa o (2 y 6060St260 akKz2g ¢KIYSa 2F0iSNRa Ay
resource zone for four supply scenarios (5Ml/annum, 25Ml/annum, 50Ml/annum and
500Ml/annum)starting in each year from 2017/18 to 2021/22

Supply/Demand data is b&8sR 2y ¢ Kl YSa WateriRedsices Mahajeténiti Plan
(2014.

Table 3.0: Londoi Indicaiive Combined Supply prices 2017/18 to 2021/22

ondo
0 S 018/19 019/20 0240 0
actor applied % 0.13 0.09 0.67 0.00 0.00
oreca DPIY POSItIo
O ensee ater o
ate dertake e e
e is ade Mi/d -78.6 -105.9 -132.7 -134.5 -152.8
oreca DPIY POSItIo
dertake e e Mi/d 13.22 6.75 2.69 8.26 2.28
0 per a
olesale arge £/m3 1.2929 1.2941 1.3027 1.3027 1.3027
ombined Supply Disco £/m3 0.0520| 0.0520 0.0520 0.0520 0.0520
ombined pply Price £/m3 1.2409 1.2420 1.2507 1.2507 1.2507
PPIYPO O ensee
ater and wate dertake
evised s ent pla Mi/d 13.24 6.76 2.70 8.27 2.29
0 per a
olesale arge £/m3 1.2710| 1.2721 1.2806 1.2806 1.2806
ombined pply Disco £/m3 0.0520| 0.0520 0.0520 0.0%20 0.0520
ombined pply Price £/m3 1.2189 1.2201 1.2286 1.2286 1.2286
pply PO 0 ensee
ater and wate dertake
evised s ent pla Mi/d 13.29 6.82 2.75 8.32 2.34
O 0 per a
olesale arge £/m3 1.2271 1.22& 1.2365 1.2365 1.2365
ombined Supply Disco £/m3 0.0520| 0.0520 0.0520 0.0520 0.0520
ombined pply Price £/m3 1.1751 1.1762 1.1844 1.1844 1.1844
pply PO O ensee
ater and wate dertake
evised e ent pla Mi/d 13.36 6.89 2.8 8.39 2.41
O 0[0 Der a
olesale Charge £/m3 0.8994| 0.9002 0.9063 0.9063 0.9063
ombined Supply Disco £/m3 0.0520| 0.0520 0.0520 0.0520 0.0520
ombined pply Price £/m3 0.8474| 0.8482 0.8542 0.8542 0.8542
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Supply Position withicensees

water and water Undertakers

revised investment plan Mi/d 14.59 8.12 4.06 9.56 3.58
Notes:
1) Wholesale price is based on 2017/8blished charges.
2) Discounts are based 0®27/18 Wholesale Production Budget Data
3) K factor has been taken fromThatne 2 | § SN & ! at ¢ CAYylIf S5SOGSNYAYIl

4) The Combined Supply Discount shown in Table 3.0 above includes the wholesale price, applied in
full, and the discount related to common carriage; this relates to costs avoided by Thames e.g.
chemicals and somgower costs.

Table 4.0: Swindon and Oxfordshiréndicative Combined Supply prices 2017/18 to 2021/22

O don and Oxtora e
8 018/19 9/20 0
actor applied % 0.13 0.09 0.67 0.00 0.00
oreca pply posiItio
0 ensee ater o
ate dertake e e
e is a de Mi/d 10.19 8.11 -0.14 -0.56 -3.49
oreca pply posiItio
dertake e e Mi/d 12.01 10.41 2.63 4.02 3.99
0 per a
olesale arge £/m3 1.2929| 1.2H41 1.3027 1.3027 1.3027
ombined Supply Disco £/m3 0.0723| 0.0723 0.0723 0.0723 0.0723
ombined Supply Price £/m3 1.2206| 1.2217 1.2304 1.2304 1.2304
pply POSItIo ensee
ater and wate dertake
evised e ent pla Mi/d 12.01 10.41 2.63 4.02 4.00
0 Der a
olesale arge £/m3 1.2710| 1.2721 1.2806 1.2806 1.2806
ombined Supply Disco £/m3 0.0723| 0.0723 0.0723 0.0723 0.0723
ombined Supply Price £/m3 1.1986| 1.1998 1.2083 1.2083 1.2083
pply PO O hicensee
ater and wate dertake
evised e ent pla Mi/d 12.01 10.41 2.63 4.02 4.06
or 50 per a
olesale arge £/m3 1.2271| 1.2282 1.2365 1.2365 1.2365
ombined Supply Disco £/m3 0.0723| 0.0723 0.0723 0.0723 0.0723
anbined Supply P £/m3 1.1548| 1.1559 1.1641 1.1641 1.1641
pply PO O ensee
ater and wate dertake
evised inve ent pla Mmi/d 12.01 10.41 2.63 4.02 4.19
o] e100 per a
olesale Charge £/m3 0.8994| 0.9002 0.9063 0.9063 0.9063
ombined Supply Disco £/m3 0.0723| 0.0723 0.0723 0.0723 0.0723
ombined Supply Price £/m3 0.8271| 0.8279 0.8339 0.8339 0.8339
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Supply Position with Licensee

water and water Undertakers
revised investment plan Mi/d 12.01 10.41 2.63 4.02 5.49

Table 5.0: Slough, Wycombe, Aylesbulydicative Combined Supply prices 2017/18 to 2021/22

Oug ombe/Aylesi
0 8 018/19 019/20 020 0

actor applied % 0.13 0.09 0.67 0.00 0.00
oreca pply positio

0 ensee'sNVater o

ate dertake < e

e is a de Mmi/d 10.13 9.04 7.93 8.18 7.33
oreca pply positio

dertake e e Mmi/d 11.13 10.33 9.51 10.85 11.77
0 pDer a

olesale arge £/m3 1.2929| 1.2941 1.3027 1.3@7 1.3027
ombined Supply Disco £/m3 0.0712| 0.0712 0.0712 0.0712 0.0712
ombined Supply Price £/m3 1.2217| 1.2228 1.2315 1.2315 1.2315

pply PO O ensee

ater and wate dertake
evised e ent pla Mi/d 11.14 10.34 9.52 10.86 11.78
0 Der a

olesale arge £/m3 1.2710| 1.2721 1.2806 1.2806 1.2806
ombined Supply Disco £/m3 0.0712] 0.0712 0.0712 0.0712 0.0712
ombined Supply Price £/m3 1.1997| 1.2009 1.2094 1.2094 1.2094

pply POSItIo ensee

ater and wate dertake
evised e ent pla Mmi/d 11.19 10.39 9.57 10.91 11.83
or 50 per a

olesale arge £/m3 1.2271| 1.2282 1.2365 1.2365 1.2365
ombined Supply Disco £/m3 0.0712] 0.0712 0.0712 0.0712 0.0712
ombined Suply Price £/m3 1.1559 1.1570 1.1652 1.1652 1.1652

pply PO O ensee

ater and wate dertake
evised e ent pla Mi/d 11.26 10.46 9.64 10.98 11.90
or 500 per a

olesale Charge £/m3 0.8994| 0.9002 0.9063 0.9063 0.9063
ombined Supply Disco £/m3 0.0712] 0.0712 0.0712 0.0712 0.0712
ombined Supply Price £/m3 0.8282| 0.8290 0.8350 0.8350 0.8350

pply PO O ensee

ater and wate dertake
evised inve ent pla Mmi/d 12.43 11.63 1.30 12.15 13.07

Table 6.0: Kennet Valleyndicaive Combined Supply prices 2017/18 to 2021/22
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Thames Water Access Code (Mer<l9, April 2017)

8 ONRSTMRS 9/20 0
% 0.13 0.09 0.67 0.00 0.00
Ml/d 24.12 22.59 21.68 21.89 19.70
Mli/d 24.83 23.51 22.79 23.81 22.97
£/m3 1.2929| 1.2941 1.3027 1.3027 1.3027
£/m3 0.0980| 0.0980 0.0980 0.0980 0.10
£/m? 1.1949| 1.1960 1.2047 1.2047 1.20
Ml/d 24.84 23.52 22.80 23.82 22.98
£/m3 1.2710| 1.2721 1.2806 1.2806 1.2806
£/m? 0.0980| 0.0980 0.0980 0.0980 0.10
£/m3 1.1729| 1.1741 1.1826 1.1826 1.18
Ml/d 24.89 23.57 22.85 23.87 23.03
£/m3 1.2271| 1.2282 1.2365 1.2365 1.2365
£/m? 0.0980| 0.0980 0.0980 0.0980 0.10
£/m3 1.1291| 1.1302 1.1384 1.1384 1.14
Ml/d 24.96 23.64 22.92 23.94 23.10
£/m3 0.8994| 0.9002 0.9063 0.9063 0.9063
£/m3 0.0980| 0.0980 0.0980 0.0980 0.10
£/m? 0.8014| 0.8022 0.8082 0.8082 0.81
Mi/d 26.13 24 .81 24.09 25.11 24.27
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Table 7.0: Guildford; Indicative Combned Supply prices 2017/18 to 2021/22

dford
0 8 018/19 019/20 020 0

actor applied % 0.13 0.09 0.67 0.00 0.00

oreca pply positio
0 ensee ater o

ate dertake e e

e is a de Mi/d 0.68 0.37 0.06 0.03 -0.08
oreca pply positio

dertake e e Mmi/d 1.02 0.81 0.60 0.94 1.44
0 per a

olesale arge £/m3 1.2929| 1.2941 1.3027 1.3027 1.3027
ombined Supply Disco £/m3 0.0895| 0.0895 0.0895 0.0895 0.0895
ombined Supply Price £/m3 1.2034| 1.2046 1.2132 1.2132 1.2132

pply POSItIOo ensee

ater and wate dertake
evised inve ent pla Mi/d 1.03 0.82 0.61 0.95 1.45
0 Der a

olesale arge £/m3 1.2710| 1.2721 1.2806 1.2806 1.2806
ombined Supply Disco £/m3 0.0895| 0.0895 0.0895 0.0895 0.0895
ombinea pply Price £/m3 1.1815 1.1826 1.1911 1.1911 1.1911

pply POSItIo ensee

ater and wate dertake
evised inve ent pla Mi/d 1.08 0.87 0.66 1.00 1.50
or 50 per a

olesale arge £/m3 1.2271| 1.2282 1.2365 1.2365 1.2365
ombined Supply Disco £/m3 0.0895| 0.0895 0.0895 0.0895 0.0895
ombined Supply Price £/m3 1.1376| 1.1387 1.1470 1.1470 1.1470

pply POSItIo ensee

ater and wate dertake
evised e ent pla Mi/d 1.15 0.94 0.73 1.07 1.57
or 500 per a

olesale arge £/m3 0.8994| 0.9002 0.9063 0.9063 0.9063
ombined Supply Disco £/m3 0.0895| 0.0895 0.0895 0.0895 0.0895
ombined Supplyriee £/m3 0.8099| 0.8107 0.8168 0.8168 0.8168

pply PO O ensee

ater and wate dertake
evised e ent pla Mi/d 2.32 2.11 1.90 2.24 2.74
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Table 8.0: Henley Indicaive Combined Supply prices 2017/18 to 2021/22

0 3 018/19 019/20 020 0
actor applied % 0.13 0.09 0.67 0.00 0.00
oreca DPIY PO 0
0 ensee ater o
ate dertake e e
e is a de Ml/d 5.04 4.89 4.76 4.84 4.74
oreca DPIY PO 0
dertake etsne Mi/d 5.16 5.03 4,94 5.13 5.21
O Der a
olesale arge £/m3 1.2929 1.2941 1.3027 1.3027 1.3027
ombined pply Disco £/m3 0.0866| 0.0866 0.0866 0.0866 0.0866
ombined pply Price £/m3 1.2063 1.2074 1.2161 1.2161 1.2161
Dply PO 0 ensee
A e CA . CA e . e CA e
evised S ent pla Ml/d 5.17 5.04 4.95 5.14 5.22
0 per a
olesale arge £/m3 1.2710 1.2721 1.2806 1.2806 1.2806
ombined pply Disco £/m3 0.0866 0.0866 0.08&% 0.0866 0.0866
ombined pply Price £/m3 1.1844 1.1855 1.1940 1.1940 1.1940
pply PO 0 e ee
ater and wate dertake
evised e ent pla Ml/d 5.22 5.09 5.00 5.19 5.27
0 0 per a
olesale arge £/m3 1.2271 1.2282 1.2365 1.2365 1.2365
ombined pply Disco £/m3 0.0866 0.0866 0.0866 0.0866 0.0866
ombined pply Price £/m3 1.1405 1.1416 1.1499 1.1499 1.1499
Dply Po 0 ensee
ater and wate dertake
evised e ent pla Ml/d 5.29 5.16 5.07 5.26 5.34
O 0]0 Der a
olesale arge £/m3 0.8994| 0.9002 0.9063 0.9063 0.9063
ombined pply Disco £/m3 0.0866 0.0866 0.0866 0.0866 0.0866
ombined pply Price £/m3 0.8128| 0.8136 0.8196 0.8196 0.8196
Dply Po oN ensee
A > CA . CA > . > CA >
evised e ent pla Mi/d 6.46 6.33 6.24 6.43 6.51
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9.1.2 Supply Demand Balance Data

In addition to the supphkgdemand data included in the tables above, and in accordance with the Ofwat guidance, Tables 9.00a6df92 ¢ &S0 2dzi ¢ K/
supplydemand position for the next 25 years, assuming no resource development, as contained in Thames Water Resource Plan,s20iissio

Table 9.0: Thames Water supply demand position, assuming no resource developrodet2y

Resource Zone 201617 201718 201819 201920 202021 202122 202223 202324 202425 202526 202627
London -64.62 78.63 -105.94  -132.71 -134.54  -152.76  -168.21 -191.04  -213.10  -219.77 -231.60
SWOX 24.36 10.19 8.11 -0.14 -0.56 -3.49 -6.07 -8.99 -12.05 -12.42 -14.06
Slough/ Wycombe/ Aylesbury 11.20 10.13 9.04 7.93 8.18 7.33 6.87 5.38 4.89 4.89 3.78
Kennet Valley 25.16 24.12 22.59 21.68 21.89 19.70 18.85 17.40 16.38 16.09 15.08
Guildford 0.95 0.68 0.37 0.06 0.03 -0.08 -0.51 -0.80 -1.14 -0.90 -1.3
Henley 5.19 5.04 4.89 4.76 4.84 4.74 4.54 4.45 4.31 4.34 4.15
(all data in MLD)

Table 9.1: Thames Water supply demand position, assuming no resource development£1027

Resource Zone 545798 202829 202930 203031 203031 203233 203233 203435 203536 203637 2037-38 203839 203940 204041
London 25736 -276.17 -291.69 -291.43 -307.87 -322.60 -336.13 -359.07 -347.69 -363.34 -379.30 -392.22 -413.96 -413.96
SWOX 1643  -1883 -21.30 -1953 -22.08  -23.52 2482 2670 -25.61 -27.23  -28.93  -30.22 -32.66  -32.66
i;‘é%g/u \xycombe/ 2.88 138 077 063 046  -097  -165 -2.60 235 290  -449 534 609  -6.09
Kennet Valley 13.66 1213  11.41  12.08 1047  10.00 9.39 7.84 8.07 7.67 6.59 6.01 5.49 5.49
Guildford -1.41 167 214 190 212 2.41 277 28 275 304 331 341 380  -3.80
Henley 4.05 3.92 3.80 3.79 3.33 3.45 3.34 3.26 3.19 3.07 2.98 2.76 2.67 2.67
(all data in MLD)
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9.2 Case Specific Access Prices

On receipt of a formal application for combined supply prices from the Licefs&eesection

2.0); Thames Water will prepare a case specific price. This price will relate to the specific
circumstances set out by the Licensee in its application and may differ from the indicative prices
set out in section 9.1.

The production of casepecific prices will be dependent on the Licensee providing full and
accurate information as set out in section 2.0 of this Access Code. Where information on which
case specific prices are based, changes or is modified by the Licensee subsequent to the
cdculation, it may be necessary for Thames Water to repeat the case specific pricing exercise.

The combined supply price paid by the Licensee will vary according to a number of factors, for
example, the point of entry and exit, the timing of entry, theQe&b | y i OKIF NBHS F2NJ (K
customer and the level of service provided by Thames Water (including Supplier of Last Resort
Facility). Charges to the Licensee will be set on a case specific basis taking the above
circumstances into account.

9.3 Nondiscrimination

Water undertakers must not unduly discriminate when granting access, which means that like
situations, will be treated consistently. Thames Water has a duty to operate the Supply System
effectively and without undue discrimination.

9.3.1 Concurrent o duplicate applications

The nature of the Costs Principle is such that case specific Access Prices produced by Thames
Water in response to concurrent or duplicate applications for Combined Supplies in the same
Water Resource Zone may vary significantgoading to the length of contract, start date and
nature of access.

For Combined Supply applications, case specific Access Prices may be affected by similar
applications for supplies in the same Water Resource Zone being received by Thames Water.

That & to say, an Access Price calculation for a given Water Resource Zone could influence the
result of an Access Price calculation for the same zone carried out subsequently because
¢CKIFIYSa 21 G4SN YdzaadG aasSaa GKS A YLlcadévelgpmenti KS [ A (
plans. These may have been changed by the results of the assessment of the earlier
application.

In line with its nordiscrimination responsibilities, Thames Water will progress applications
FNRBY Fff [AOSyasSsSQa aadinlingwah the dgplicadidn jpridcesizdet dulNS 2 dzR .
in Section 2.0 of this Access Code. Thames Water will endeavor to highlight to Licensees where

it is processing concurrent or duplicate applications which could influence one another.

Where this is the &se, it is possible that Thames Water will not be able to adhere to the target
timescales set out in Section 2.0. Thames Water will advise the Licensee where timescales are
unlikely to be met due to these more complex scenarios arising.

9.4 Connection chages and Supply System modification

Thames Water is responsible for the live connection to the Supply System and for any necessary
modifications to the Supply System. Charges will be recoverable from the Licensee for work
directly related to Supply Systeoconnection and for any Supply System modification necessary

G2 FO002YY2RI0S GKS [AOSyasSSQa NBIdANBYSyliao
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Charges are based on recovery of costs, including a reasonable return on assets and details shall
be provided to the Licensee by Thames Water inaade of capital work being undertaken. A
formal agreement shall be in place between the parties before capital work is undertaken.
Subsequently, maintenance costs for the connection are included within access charges.

Other Charges

Access Charges todhLicensee will reflect all direct costs attributable to the use of Thames

2 GSNRAa adzZlli e aeadSy oeé GKS [AOSyaSS FyR AGaA
hiKSNJ OKIFNBSa oAff 0S5 R @S NJ
ySOSaaAaAilriSR 0BAODKSARYOSFHA T ¢
will include:

S G2 NB

O
BOR HAIS 2

NN O

GdKS
Kl YSa

w Supply System connection costs;
w Supply System modification costs;

w Additional water quality sampling and monitoring required prior to, during and
following the Day of Change;

w Indit ftflrGA2y 2F Ff2g O2y(iNBf YSOKIyAavya 2y
w Asset modifications required during the life of the agreement, required as a result of

GKS [AOSyasSSqQa OGABAGASAT
w Any resource provided by Thames Water to assist thenkige in developing and

annually reviewing its business risk assessment, business continuity plans, emergency
procedures, contingency plans and management controls;

w Any resource provided by Thames Water in post incident reviews, and any actions
arising equired by Thames Water;

w !'dZRAG 2F GKS [AOSyasSSQa 2LISNI A2yl f LINRPOSR
third party appointed by Thames Water);

w wSaz2fdziAzy o6& ¢KIFYSa 2F0SNJ2F lye FlIAfdNBa
activities, wheh put health, safety, the environment, drinking water quality, quantity
and/or the supply system at risk;

w Any costs or losses incurred by Thames Water which can be shown to be due to the
actions of or breach of the Access Agreement by the Licensee.

Other services

Thames Water is able to provide certain customer service facilities on behalf of the Licensee.
The Licensee will be charged for such services which will be agreed and stipulated in the Access
Agreement.

Other services may be provided by agremt between the Licensee and Thames Water and
charged to the Licensee accordingly.

BackUp Supplies

The Access Charge levied will reflect any requirement from the Licensee that Thames Water
provides a Backlp facility. In order to provide such a faygil Thames Water will need to
YEAYOGFEAY adzZFFAOASYG OF LI OAle G2 adzZli e GK
O2YLJ SGS FILAfdzNBE 2F GKS [AOSyasSSQa adzZlli & o
Where Thames Water is to provide a Bagk Supply facility, in the event of partial omaplete

S
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FIAfdzZNE 2F GKS [AOSyasSSQa adzZJli ez ¢KIFYSa 2GS
Any water provided under the Batkp facility will be charged for at the applicable tariff.

The BackUp facility exists to provide for infrequent but substangakents (in volume, duration
2N 020 KO ® LG Aa aSLINX¥GS FTNRBY ¢KIYSa 21 §SNRna
System.

9.8 Accounts & payments

The terms of payment for each specific arrangement will be set out in the Access Agreement or
Wholesaé Agreement (Common Contract) as appropriate and shall not unduly discriminate
between Licensees.

The following payment options are in place for our existing customers:
Payment frequency: Payment is due on receipt of the bill. Bills are issued monthly.
Method of payment: BACs, CHAPS, Cheque, Direct Debit or Cash are accepted as forms of
payment.
9.9 Termination of supplies

Thames Water will continue to supply the Licensee as long as the Access Agreement remains in
force. It should be noted that the Acs® Agreement may be terminated by Thames Water in
some circumstances where payments remain outstanding or where there has been a material
breach of the Access Agreement by the Licensee.
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Glossary of Defined Terms

Defined Terms

Description

Access

Thewholesale supply of water by water undertaker to a licensee for th
LJdzNLJ2 &S 2F YIF{1Ay3 I NBGIFAE &dzlid
customer; and the introduction of water by the licensee into a w4
dzy RSNI I { SNDa adzllpisee deaidsSy F2NJ

Access Agreement

An ggreement between a water undertaker and a licensee for access
f A0SyasSS (2 I 61 GSNJ dzy RSNI I 1 SNJ
Authorisation and/or Supplementary Authorisation.

Access Code

I g GSNJ dzy euSeniithafl s&NdDtzll pRipal aspects of acces
to its supply system and the terms and conditions on which it will g
access to its supply system by a licensee. The access code compri
standard terms and conditions common to all water undé&gdrs and thg
terms and conditions specific to that water undertaker.

Access Terms

The terms under which a water undertaker and a licensee agree acceq
g GSNJ dzy RSNIF { SNDa adzlllyX & aeadas

Adjoining supply
system

Supply systems of other water undakers with direct physicalbmnections
G2 GKS 41 GSNJ dzy RSNI I { SNR&a 2¢y a

ARROW costs

Expenses that can be Avoided or Reduced, or any amount th
Recoverable in some Other Way (other than from other customers o
water undertaker) (sesection66E 8) WIA91).

Back Up Supplies

These are supplies that can be called into operation in the

SOSyild 2F FILAftdNB 2F GKS WRdziegQ
Backsyphonage Unwanted siphoning of water into the supply system
Boil notices A notice issued by the undaker as a warning that wateshould be boiled
before drinking as a precautionary measure.
Borehole A hole for abstracting groundwater constructed by boring

Chemical parameters

Limits for the level of chemicals found in water.
chlorine, sulphates, pesticideammonium compounds.

Examples are

Chlorination

The use of chlorine to disinfect water.

Coliform bacteria

A group of bacteria found in the intestine and faeces of most anin
Coliforms can sometimes be found in untreated waterhe Treatment
process removes them and disinfection prevents their reappearance il
distribution system.

Combined Licence

A Retail Licence with the Supplementary Authorisation, authorising
K2f RSNJ G2 Ay UdiNRRdzOS 41 (S Ndystey anal to
retailthatwaS NJ G2 | Odzad2YSNRa St AIAOC

Combined supply

A supply made pursuant to a combined licence.
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WholesaleContract
for Wholesale
Services

Standard contract for access for Retail Licence appiesitonly. The
objective of this standard template access contract is to simplify
access cosek guidance,

reduce barriers to entry for licensees, and reduce the regulatory bu
overall. This only applies for Wholesale applications (Retail Licengg. on

Compensation water

Water released to the environemt to offset impacts of abstraction or t
comply with Appointment Conditions (or both)

Confidentiality
Agreement

The Agreement described in Paragraph 2.1.1 of this Access Code.

Costs pringile

As defined in section 66E of the WIA91

Customer Specific
Schelules

Schedules to be attached to the Master Wholesale Agreement, eag
which relates to a specific customer to whom the Licensee supplies
received from Thames Water.

Cryptospordium

A waterborne micreorganism, single celled protoan parasite, which
causes disease and illness.

Deployable output

The output of a commissioned water supply source, group of sourcq
bulk supply under worst historic drought conditions as d¢riged by:
abstraction license, if applicable; environment; treatment; raw water m
and/or aquifers; pumping plant and/or well/aquifer properties; trans
and/or output main; water quality.

Disconnection

{SLINFGA2Y 2F I Odziafeen¥tBokD & a dzLJLJ

Disinfection

The process of treating water in order to kill harmful organisms

Diurnal variations

Variations occurring within a daily (24 hrs) cycle.

Drought

A prolonged period of dry weather that reduces rivers flows, reser
inflows or groundwater levels to unusually low levels;

E.Coli

A bacterium taken as an indicator of faecal contamination.

Eligible premises

Premises that satisfy the eligibility requirements in section 17A(3) WI
Each of the following three requiremes must be satisfied in relation t
eachofthepremise Ay 2NRSNJ F2NJ I OdzaAaG2Y
-¢KS Odzad2YSNDa LINBYAaSa Ydzaild y

in section 17C WIA91).

- When the licensee first enters into an undertagsiwith a customer to givg
the supply, the total quantity of water estimated to be supplied to {
premises annually by the licensee must be not less than 50 megalitres
GUKNBaK2f R NBIdZANBYSYyiés aSOGAz2

- The premises may only be suppliegl bne licensee (but may also |
supplied by one or more water undertakers).

Fit and proper person

For the purposes of making an access agreement, a person or party W
be deemed fit and proper if there are any relevant convictions, conc
over technical ability, insufficient financial resources avaga
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Fluaridation Application of fluoride to drinking water at the request of Strategic He
Authorities as a preventative measure against dental decay.

Groundwater For the purposes of an aess agreement groundwater is defined as wa
abstracteddirectly from an aquifer by means of a well, borehole or sprir]

Guaranteed A scheme that lays down the minimum guaranteed standards of se

Standards Scheme
(GSS)

that water companies haveot deliver. Water companies have to p
compensation tacustomers if they fail to meet these standards.

Hardness

Characteristics of waters containing dissolved calcium and magne
salts.

Household Premises

¢KS YSIYyAy3d 27 WK 2azinSSEdEdn R7C MIMBLY A

HSE

Health and Safety Exefive a government agency responsible
administering all regulations pertaining to health and safety and pd
security

Instrument of
Appointment

The water (and sewerage) companies operateder Instruments of
Appointment, granted by the then Secretaries of State for the Environr
and for Wales, or by the Director, to provide water and sewerage ser
in England and Wales. The Instrument of Appointment imposes cond
on the companis, which the Director is required to enforce.

Interim Duty to
Suppy

This is the duty set out in Section 63AC of the Water Industry Act 1991

Interruptible supply
points

These are supply points where a continuous water supply is not neces

Le&kage

The loss of water from the supply network whichcages other thar
through a controlled action

Liability Insurance

Insurance cover in respect of potential liability.

Licensee

A company holding either a retail licence or a combined licence.

Major Emergency

The Major Emergency Procedures are evoked when the situation o

Procedures number of people affected is in excess of those which can be dealt wi
the Standard Emergency Procedures.

Mandatory Levels of chemical driological indicators that must be measured by |3

parameters Exanples for drinking water are E coli, nitrates, chlorides.

Microbiological
parameters

Levels of bacteria for example E coli, coliforms, enterococci, w
presence indicate that the water may be lubéd and therefore should ng
be used as drinking water

Non-potable water

Water which is not intended for domestic or food production purposes.

Operational Code

Common national operational code (the 'operational cod&his will
simplify the accessodes guidancereduce barriers to entry for licenseg
and reduce the regulatory burden overallhis only applies for Wholesa|
applications (Retail Licence only).
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Outage A temporary loss of unusable water output due to planned or unplan
events.
Pathogen An organism which is capable of producing dgse

Point of Entry

The point at which treated water enters the supply system as define
the isolation valve provided by the primary undertaker.

Point of Exit The point at which treated watdeaves the supply system. In general t
will be eithe to specific premises or to the supply system of an adjoif
water company.

Potable Water for domestic and food production purposes which is wholesom

the time of supply. This is defined iecsion 68 of the WIA91 and section
of the Water SupplyWater Quality) Regulations.

Primary water
undertaker

For the purposes of section 66A WIA91 (wholesale water supply by pr
water undertaker) and section 66C WIA91 (wholesale water suppl
secondary water undertaker), a water undertaker is thenpary water
dzy RSNIF {SNJ AF GKS dzy RSNIi I { SNR&

2F YIF{Ay3 (GKS adzlli e G2 GKS LINB

Priority supply points

Supply points as spetl by Defra

Rechlorination

Usually applied to injean of chlorine to drinking water in the distributio
system after it has left the treatment works. Often used to boost chlo
levels at a service reservoir.

Reconciliation procesy

The balancingf actual demand against actual water supplied into
supply system and the associated financial implications.

Regulatory
Compliance Sampling
Programme

This is the annual programme of drinking water sampling which the W
Companies must undertak® ttcomply with the requirements of the Watg
Supply (WateQuality) Regulations 2000 (for England) and 2001 (for W
and subsequent amendments.

Retail authorisation

Ly FdziK2NRAFGAZ2Y G2 | O2YLIlye i
for the pupose of supplying water to the eligible premises of customer
the company (section 17A(2) of the WIA91)

Retail Licence

A Water Supply Licence giving the holder the Retail authorisation, ent
the holder to purchase wholesale a supply of wafeom the water
dzy RSNI F 1 SNJ I yR G2 &adzZal)X e Ad NB
17A(4) of the WIA91) primary water undertaker (section 66C(1)
WIA91).

Secondary water
undertaker

A water undertaker other than the relevant primary watandertaker
(section 66C (1)(a)()WIA91)

Security of supply

The extent to which water supplies to customers are reliable and
subject to possible restrictions because of a lack of rainfall over a peri
time.

Service reservoirs

Any reservoir,statutory or otherwise, which is used to store treat
drinking water.

Sewerage undertaker

A company appointed under the WIA91 to provide sewerage servic
respect of a geographical area of England and Wales
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Special Consumers

As defined in condibn of appointment R section (8)(6) and Stand
LicenceCondition 5.

Standard Emergency
Procedure

These are a set of procedures for dealing with an emergency. The 1
partial implementation of the procedures is dependent on the degres
seriousnes of the emergency.

Standby supplies

These are sup@d that can be called into operation in the event of faily
2T GKS WRdziegQ adzZllLx & o

Supplementary
Authorisation

An authorisation to a company to introduce water into a wal
undertaker's supply sysm for the purpose of making a retail supply
water to a customer.

Supply point

The point at which treated water leaves the supply system. In genera|
will be either to specific premises or to the supply system of an adjoi
company.

Supplysystem

Any water mains and other pipes used for the gnges of conveying watg
FNRBY | 6F0GSN) dzy RSNIi I {1 SNR& G NBI {
any water mains and other pipes used to convey-domestic water from
any source to premises that are nodnnected directly or indirectly to an
water mains or pipes connected to those treatment works. This terf
defined in section 17B(5) of the WIA91

Supply system
balancing

¢tKS LINRPOS&aa 2F YIUOKAYy3a (GKS

suppl system.

Yol

Telemetry

The technology for automaticallyjeasuring and transmitting data by rad
or other means from remote sources to receiving stations

Thames Water

Means Thames Water Utilities Limited: a Water Undertaker appointe
the Secretary ofState under the Water Act 1989 (now replaced by
Water Industry Act 1991) for a geographically defined area. It has
responsibility for the Supply System.

Threshold
Requirement

See Section 17D WIA91

Treated water

Water of a suitable qudli for input to the treated water distributior]
system ad that which results in satisfactory DWI compliance at
Odza 2 YSNRA (I Lo

Treated water quality
monitoring

Regular sampling and analysis of untreated and treated water. Exaf
include daily meagements of free chlorine at treatment works or anny
s YL AYy3I F2NJ YSNOdzNE G OdzaG2YSN

Treatment works

Works where raw water from rivers or reservoirs is treated to prod
drinking water. Treatment typically includes coagulation, filtratemd
disinfection.

Trihalomethanes

A group of chemical produced by the reaction of chlorine with natu
organise chemicals present in the raw water. Current limit is 100
averaged over three months.

Turbidity A measure of the optical clarity ofater.

UKWIR UK Water Industry Research Limited

Ultra-violet Inactivation of microbiological organisms by ultrialet radiation.
disinfection
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Untreated water

Raw water not of a suitable quality to put into a Control Group.

Water Fittings

The Water Supply (Water Fittings) Regulatid®99. These Regulatio

Regilations replaced the Water Bylaws in England and Wales and are largely enf
by the water undertakers.

Water for domesticl W52 YSadAO LJzNLI2 aSaQ gNBokigNdentral Beatif

Purposes and sanitary purposes: seection 218 WIA91.

WIA91 References to WIA91 refer to WIA 91 as amended by Water Act

(WAO03) once the relevant provisions have been brought into force.

Water resources
management plan
(WRMP)

AGlaSNI dzyRSNIIF]1SNDRa t2y3  aSNY

development in its area (see section 37A WIA91).

Water Supply Licence

A licence granted to a company giving it the Retail Authorisation, or
the Retail Authorisation and the Supplemenytauthorisation.

Water Supply (Water
Fittings) Regulationg
1999

These regulations replaced the Water Bylaws in England and Wales a
enforced by the water undertakers.

Water Supply (Water
Quiality) Regulations

The Water Supply (Water QualitiRegulations, SI 2000 No 3184, amen
by SI 2001 No 2885, which apply to water undertakers whose aré
supply is wholly or mainly in England; The Water Supply (Water QU
Regulations 2001, SI 2001 No 3911, which apply to water undert
whose ara of supply is wholly or mainly in Wales. These Regula]
specify the standards used to define wholesomeness of drinking watel
level of monitoring required, treatment requirements, reportil
requirements and also specify the requirements for usimgproved
substances and products. The DWI enforces these Regulations.

Water undertaker

A company appointed under the WIA91 to provide water services
defined geographic area and which owns the supply system and
infrastructure.

Wholesale Maser

Agreement

An Agreement between Thames Water andi@hsee which sets out th
terms and conditions upon which Thames Water will provide Whole
Supplies to the Licensee.

Wholesale supplies

Supply of water to a licensee by a water undertaker fog purposes o}
NBOFAEf o8& GKS f ApkeBiges. 88 G2 Ada O
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Annex 1: Supply system modelling and water quality studies explanation
1) Network Modelling

Application Assessment Stage
The analysis carried out at the detailed application stagecaihprise the following activities:

1) Update the existing detailed model or new build detailed model based on calibrated field
Ft26 YR LINBaadzaNBE YSIFadaNBYSyida F2N G§KS | NBF 2
application

2) Use the calibted detailed Supply System model to indicate Supply System capacity
available within stated Supply System flow and pressure constraints and determine any Supply
System modifications required (including pumps and balancing stgrage)

3) Use audited corporat demand forecasts and peaking factors to determine the
capacity/modifications required to meet agreed future groywth

4) Use the calibrated hydraulic model to determine any flow reversals, low velocities, mixing or
long retention times that could cause tea quality issues. Use the model to indicate how
these may be avoided

5) Produce detailed assessment report summarisidg 1
2) Water Quality and Compatibility Feasibility Studies
Application Assessment Stage

The Water quality and compatibility assenent exercise carried out at the detailed application
stage will comprise the following activities:

MO 2 GSNJ ljdzZr fAGe Y2RStfAy3 (2 FraaSaa GKS2NBOA
existing supply and the Supply System. This will bedbasdahe parameters detailed in Table

10 & 11 Therefore the Licensee should make this data available before the detailed application

stage (see also hydraulic Supply System modelling requirements wigicideé water quality

criteria);

2) Bench scale bleimg and boiling experiments to determine changes in the precipitation of
lime-scale and other salts and changes to the taste, odoappearance of different blends;

3) Bench scale pipe and coupon test work to determine the corrosion potential of the
LOSyasSSQa 6l GSNI YR o0f SYRSROW@IHABNPEA A G API (22 RIS
4) Detailed pipe test rig work will be required to ass@mpact on existing pipgork;

5) A transition period during which the distribution materials adjust diéferent water
chemistry can be expected. Typically existing scales may be displaced and this may also cause
release of the underlying materials. An assessment will be made of the duration and impact of
this transition. This assessment is very diffito make on trial data. It may be necessary to

link the assessment to a ftdtale trial period.

Assessment of the basic information, risk assessments, water quality data and water treatment
process design information will be an-gning and itertive process. Thames Water will aim to
assess this information as early in the process as possible, however some assessment during the
detailed application stage is also likely.
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Annex 2: Water Quality Information Required by Thames Water for
CombinedSupply Applications

In addition to the water quality samplirdata required (see Annex 3) Thames Water will require the
following information as part of the application process.

1. A detailed geographic and hydro geological specification of the wateraaitietn point. To
include as appropriate

w Details of the assets involved in water abstraction, treatment and transfer from source
to access point.

National grid reference of each individual borehole.

Details of the depth and geological description offeborehole.

Details of any known interaction with surface water.

Details of the age, construction and condition of each borehole including details of
CCTV surveys of the boreholes (to be made available on request).

Reliable output of each borehole.

Location of any surface water abstraction site.

egeeeg

W
W
2. Details of the history and use of the water source prior to the application. If a source has not

been used in the past two years details must be provided of any operational or quality issues
that prevented is use,

3. A risk assessment for Cryptosporidium carried out in accordance with The Water Supply
(Water Quality) Regulations 2000 (The Regulations), specifically Regulations 27 and 28. A
notice of satisfaction from the Drinking Water Inspectorate confirnthmgy results of the risk
FaaSaaySyid Ydzad oS adoYAOLGLGSR gAGK (GKS Nwxal |
format must be consistent with the Thames Water format, examples of which can be issued
for this purpose,

4. Details of an assessment carried eoitensure that the source complies with Regulation 15 of
¢KS wS3dzA I GA2yad ¢KAa NBIdA F GA2y FLILX ASE (2
sources that have not been used for a period of 6 months,

5. Delineation of source protection zones baseautbe travel time of potential contaminants to
the abstraction point and details of discharges, landfill sites and pollution incidents within
these zones. An assessment of water quality risks posed to the source by land usage should
be submitted and inclde the risk from pesticides, nitrate, radioactivity and petrochemicals,

6. Details of any known pollution incidents in the catchment that might jeopardise the quality of
the water source,

7. ! AdzNFIF OS 41 GSNI Ayidl 1S NRaj | et Hcndati rUStybé ® ¢ K
consistent with the Thames Water format, examples of which can be issued for this purpose,

Risk Assessments

The Regulations, the Water Supply Licence conditions and the Access Agreement terms will require
Licensees to demonstrate thelfowing (points 16). The outcome of these assessments and the
source water, Cryptosporidium, pesticide and radioactivity risk assessments will also determine the
number and type of samples required.

As much of the following information as possibleosll be provided asoon as possible by the
Licensee.

1. The teatment applied satisfies the minimum requirements of Regulation 26 in terms of
disinfection and compliance with Council Directive 75/440/EC (the Surface Water Abstraction
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Directive),

2. Treatmer is appropriate to the expected variation in rawater quality, including the risk
from Cryptosporidium,

3. Processes used to produce drinking water must comply with the requirements of Regulation
32 and any notices issues by the Secretary of State ptivigibor restricting the use of
particular processes,

4. The substances and products used to produce drinking water, including materials of
construction in contact with water, satisfy the requirements of Regulation 31,

5. The works operators are appropriatéhained and competent to operate the water treatment
works. Operators must comply with DWI guidance on operator competency, currently in
preparation,

6. A risk assessment and preventative management based approach to water supply consistent
with World Healh Organization Guidelines for Drinkikgater Qualityc Water Safety Plans,

Raw and Partially Treated Water Quality Data

Where data is not representative of the proposed input because samples have only been taken from
untreated or partially treated watethe same analysis and interpretation of data is required as is
defined for treated water. However the licensee will additionally be required to make quantitative
predictions about the change in each parameter occurring as a result of treatment. Thisclpjis

only likely to be acceptable where the treatment required is minimal e.g. disinfection of
groundwater that already complies with all the standards unrelated to disinfection. In the case of a
surface water fulscale and/or pilot plant data will beequired.

In addition to treated water quality data Thames Water is likely to request data on raw and partially
treated water. Details will be case specific and outlined during the application process.

Water Treatment Processes Design Information
Asmuch of the following information as possible should be provided as part of the initial application.
Design Standards

The Licensee will need to describe the treatment processes that will be used and state the treatment
standards they are designed to aete. Evidence will be required to demonstrate that the
treatment processes can achieve their design standards. This will include commissioning data and
may, where appropriate, include fidcale operating data, pilot plant data or references to peer
reviewed technical reports, papers and books. Key process design values will need to be submitted
e.g. filtration rate and backwash rate for filtration processes, CT values for disinfection, surface
loading for clarification. These design parameters arengigeexample purposes only. The licensee

will be required to submit all relevant measures of hydraulic and process loadings.

Instrumentation Control and Automation

The Licensees proposed control philosophy should be submitted to Thames Water. This mus
include:

1. The critical control points, alarm levels, shutdowniggers and duration of theshutdown
process to ensure inadequately treated water does not enter supply,

Level of automation,
Parameters measured for control purposes (e.g. flow and/sidugal measurement),

The methods of measurement including accuracy and range of measurement,
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The control loop description e.g. feed forward or feedback,
¢tKS SadAYFIGSR aft22L) GAYSES
¢KS O2yiNBf f23A0 So3o0 atL5¢X

Data logging and telemetry details. clading an estimation of frequency of data point logging
and length of time data will be stored,

Description of where and how data will be viewed/ interrogated and by whom, e.g. on site
SCADA system with dedicated operator, or remotely over a telephagreiri response to an
alarm.
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Annex 3: Screening Values for Various Water Quality Parameters

Notecii KS aa02LJS¢ 2F (GKS LI NIYSGSNE fAaGSR | NB

Regulations 200Q unless stated otherwise

Table 10: Chemicaind physical parameters

CHEMICAL
PARAMETERS AND
INDICIES

SCREENING VALUE (MAXIMA
UNLESS OTHERWISE STATEI

COMMENTARY

Aluminium (total)

pn >3kt

Notification valueco n > 3

'd O2yOSYUGNI GA2ya |
is likely to accumulate ihin the distribution
system and cause aesthetic problems whe
deposits are disturbed.

'd O2yOSyuNrGA2Yya B
necessary to inform the local health
authorities to help protect dialysis patients

Alkalinity

A minimum and maximum
will be sgecified on a case by
case basis

Mixing waters of dferent alkalinity can havd
detrimental effects on water quality and wi
need to be considered on a sigpecific
basis.

Most of the supplies in the Thames Water
region have an alkalinity > 200 as I—B!CGee

Annex 2.

Ammonium

0.05 mg/l (as N!j

The presence of ammonium may indicate
inadequate water treatment in terms of
break point chlorination or where a
chloramine residual is used poor
ammoniation control.

Antimony

mMmdn >3k f

Concentrations of antimony in Thames
2 §SNRa SEAalOAY3 &d;
low.

Arsenic

HdPn >3kt

/| 2y OSYGNYr GAZ2ya 2F |
existing supplies are generally very low.

Barium

Hnn >3kf¢

Concentrations in Thamesi S NI &
are normally below 200ug/l. Higher
concentrations need to be investigated
further to identify the source.

Benzene

noH >3k f

Benzene is not normally present in Thame
2 G SNRA adzZllLi ASao
may indicate the presemcof other
contaminants.

Boron

onn >3k f

/| 2y OSYUNYI GAZ2YyaA Ay ¢
are normally below 300ug/l. Higher
concentrations need to be investigated
further to identify the source.

Bromate

mMmdn >3k f

Concentrations >1ug/l indicate raw veat
contamination or formation during the
water treatment process. In both cases a
control strategy will need to be developed
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Cadmium nedép >3k f Cadmium is not normally present in Thamé
Water supplies. Detectable concentrationd
may indicate the pregece of other
contaminants.

Chloride (mg/l) 100mg/l /| 2y OSYUNI GA2Yya AYy ¢

are normally below 100mg/l. Elevated
chloride concentrations may make water
aggressive/ corrosive see Annex 2.

Chlorine Residual

Minima and maxima W be
specified on a casky-case
basis. The type and
concentration will need to be
consistent with that in the
receiving zone. The water
must have negligible chlorine
demand i.e. a stable residual

The type (monochloramine or chlorine) an
concentrdion of the chlorine residual will bg
dictated by local circumstances on a site
specific basis.

Chromium

pdn >3k

/| 2y OSYUNIGA2ya Ay ¢
FNE y2NXItfte o0Stz2o
concentrations need to be investigated
further to identifythe source.

Colour

2 mg/l Pt/Co

Thames Water existing supplies have very
low colour levels reflecting the nature of th
source water.

Conductivity

Maxima and Minima will be
specified on a casky-case
basis.

Levels of conductivity need tme considered
on a sitespecific basis to ensure
compatibility with existing supplies. Used
a surrogate for TDS it may influence
corrosion indices see Annex 2.

Copper

0.25 mg/l

Copper concentrations in Thames Water
supplies are normally balv 0.25mg/l. An
allowance must be made for copper uptaks
from service pipes and fittings containing
copper.

Cyanide

p >3kt

The presence of cyanide may indicate the
presence of other contaminants. Note: Th
wS3AdzA F A2y a alLIBaIATe
T2N)NacE

Dissolved gases an
appearance

The water must not be
discoloured as a result of
dissolved gas. Dissolved gas
should be present at
concentrations consistent
with their partial pressure in
clean air at atmospheric
pressure and prevailingater
temperature.

Entrainment of air into a pressurised syste
or CQ in the case of a borehole are likely

causes of discolouration that can and shou
be avoided by appropriate design and
operation.
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Dissolved Oxygen 9

A minimum and maximum
will be speified on a caséy-
case basis. The concentratiq
should be consistent with tha
already in supply. The water
must have a stable
concentration of oxygen and
stable redox potential.

The required level of dissolved oxygen will
be dictated by local cireustances. See
Annex 2

Fluoride A minimum and maximum | The acceptable level of fluoride will, in parf
will be specified on a case by be dictated by existing or proposed
case basis fluoridation agreements.

Most Thames Water supplies are currently,
belown nn >3k f @

Hardness A minimum and maximum Mixing waters of different hardness can
will be specified on a case by have detrimental effects on water quality
case basis and will need to be considered on a site

specific basis.

Most of the supplies inite TW region are

hard (>200mg/l as CaCB;O See Annex 2.
Hydrocarbons At the detection limit (<0.5 | Detectable levels of hydrocarbons may

(dissolved) as
measured by GCMS

>3kt F2NJ AYRA
hydrocarbons)

indicate the presence of other
contaminants.

Hydrogen ion (pH)

A minimum and maximum
will be specified on a case by,
case basis

Mixing waters of different pH can have
detrimental effects on water quality and wi
need to be considered on a sigpecific
basis.

See Annex 2

Iron

pn >3dkf

Atconc/ i N> GA2ya | 602@S
to accumulate within the distribution syster]
and cause aesthetic problems when depos
are disturbed.

Lead

M >3k f

| 2y OSYiUNIGAZ2ya 27F f
water supplies are generally very low/not
detectable. An allowance must be made fo
lead uptake from service pipes and fittings
containing lead. See also: Water treatmer
(plumbosolvency)

Manganese

p >3kt

Manganese deposits may form in
RAAGNRAOGdzOAZ2Y @ 2 KSN
treatment/ control strakgy needs to be
identified.

Magnesium

5 mg/I (minimum)
20 mg/I (maximum)

The proposed range reflects current
concentrations in TW supplies. The lower
limit is based on toxicological advice.

Mercury

nonp >3kt

Mercury is not normally present imames
2 G SNRA adzZllLi ASao
may indicate the presence of other
contaminants
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Nickel p >3k f bAOl St O2yOSYyUuNI GAZ2
a2dz2NDOSa I NB y2NXYIff
concentrations need to be investigated to
identify the saurce.

Nitrate 45mgl/l (as N(3) and an Sufficient data must be provided to enable
analysis of trends on all an analysis of trends over time. Where
sources chloramination is practiced/necessary

compliance with the combined
nitrate/nitrite standard must le assessed.

Nitrite 0.1mg/l 0.1mg/l corresponds with the Regulatory
standard for nitrite concentrations leaving {
treatment works. See nitrate above.

Odour 0 Dilution number Supplies in the Thames Water area norma
have no odour.

Permanganat Maxima will be specified on § Requirements will be determined on a site

oxidisability caseby-case basis specific basis.

Pesticides Aldrin -<0.001>g/| The presence of elevated concentrations g

(individual Dieldrin- <0.001>g/I pesticides can indicate the presence of oth

substances) Heptachlor-f n ®n n M > contaminants. The initial and ongoing

Heptachlor epoxle -
Fndnnm> 3kt
Other pesticidegn ®n p

monitoring for pesticides will need to be
assessed on a sipecific basis.

Pesticides (total) noup >3k f See above.
Phenols nom >3kt F2 NJ | Detectable levels of phenols may give rise
substances unacceptable taste and odour and will neg

to be assessed accordingly

Phosphate

Minima and maxima will be
specified m a case by case
basis

Phosphate is added at many water
treatment works in order to reduce the
plumbosolvency of the water supply. The
amount of phosphate required will depend
on the existing concentrations and the
plumbosolvency of the incoming water.

Polycyclic aromatic| n ®nm >3k € 6 ( 2| PAHs should not normally be present in

hydrocarbons substances) water entering the distribution system.
0.002>g/l (Benzo (a) pyrene)

Potassium No limit specified but Potassium data are needed to calzial
concentration must be levels of potassium0, a contributor to
measured gross beta activity.

Radioactivity Gross alpha activitg 0.05 Levels of radioactivity in Thames Water
Bq/l supplies are normally below the stated
Gross beta activitg 0.3 Bg/l | screenindevels. A reduced monitoring
Tritium ¢ 10 Bg/l programme for radioactivity may be

permitted if it can be demonstrated that the
source is not at risk from contamination.

Selenium M >3kt Selenium is not normally present in Thame

2 §SNR& &adzlJL)X ASao
may indicate the presence of other
contaminants

75



Thames Water Access Code (Version 18, April 2016)

Silica To be evaluated on a sie Increases in Silica may have a significant
specific basis impact on industial users particularly powe
generation and notification of the change
may be required.

Silver M >3kt Silver is not normally present in Thames
2 G SNRA adzZlli ASao
may indicate the presence of other
contaminants

Sodium p ngl/l> Concentrations of sodium are normally les
GKIYy pn >3kf o | A 3K
be investigated further to identify the
source.

SOLVENTS

1,11 M >3k f Elevated levels of trichloroethane may

Trichloroethane indicate the presence of ber contaminants

1,2 Dichloroethane | n ®o0 > 3k Elevated levels of dichloroethane may
indicate the presence of other contaminan

Tetrachloroethene (M > 3K f Elevated levels of tetrachloroethene may
indicate the presence of other contaminan

Tetrachloomethane|{ n ®o0 > 3k f Elevated levels of tetrachloromethane may

(Carbon indicate the presence of other contaminan

tetrachloride)

Trichloroethene M >3k f Elevated levels of trichloroethene may
indicate the presence of other contaminan

Strontium 1mg/I Concentrations of strontium are normally
less than 1mg/l. Higher concentrations ne
to be investigated further to identify the
source.

Sulphate 50 mg/I Concentrations of sulphate are normally le
than 50 mg/l in the Thames region. Highe
concentrations need to be investigated
further to identify the source. Sulphate is
also considered in corrosion indices see
Annex 2.

Taste 0 Dilution number Supplies in the Thames Water area norma
have no taste.

Temperature 15OCC winter Elevated temperatures can contribute to

200C - summer

various water quality problems in
distribution systems

Total organic carbor

Maxima will be specified on g
caseby-case basis

Requirements will be determined on a site
specific basis.

Trihalomethanes
(sumd 4
substances)

Maxima will be specified on g
caseby-case basis

Concentrations of THMs vary from place tq
place but are normally well below the
national standard.

Limits will be set on a sitepecific basis.
THMs are a key indicator of treatmenc
disinfection control.

76



Thames Water Access Code (Version 18, April 2016)

Turbidity

0.5 NTU; Screening

More specific triggers will be
agreed site specifically base(
on normal operational

Turbidity is a key indicator tte
performance of water treatment plant.

turbidity ranges because
turbidity may indicate
contamination by
Cryptosporidium

Zinc

Man

>3k f

Elevated levels of zinc may indicate the
presence of other contaminants

Table 11: Biological Parameters

BIOLOGICAL
PARAMETER

SCREENING VALUE (MAXIMA
UNLESS OTHERWISE STATE(Q

COMMENTARY

Algae as measured by
Chlorophyll a

nop >3k f

Macro invertebrates i.e.
Assellus, Nais, Daphnia
and Chironomid larvae

0 per 100 litres

As determine by running 100 | of water
G§KNRdzIK |+ aySidé 27F |
grade and examining the eluted contents
under a microscope. Presence of macro
invertebrates may indicate inadequate wate
treatment.

Clostridium Perfingen| 0 per 100 ml Secondary indicator of faecal pollutio

(including spores) Indicator of treatment efficacy in final wate
Spores may be resistant to disinfection.

Total Coforms 0 per 100 ml Presence of coliform bacteria indicat
inadequate water treatment.

E. coli 0 per 100 ml Indicates both faecal contamination an

inadequate water treatment.

Cryptosporidinmoocysts

0 per 10 litres

Giardia Lamblia

0 per 10 litres

Results given per 10l and 1000k associated
with  spot and continuous samplg
respectively. Presence of these pathogeng
treated water necessitates a siapecific
review of treatment and monitoring
processes in line with legislation and pub
health standards before it can enter dh
Thames Water network.

Cryptosporidiunoocysts | 0 per 1000 |
Giardia Lamblia 0 per 1000 |
Enterococci 0 per 100 ml Secondary indicator of faecal contaminatig

Presence in treated water implies inadequg
treatment.

Colony counts at 22 and
(o}
37C

5 per ml measured as an avera
and 10 per ml measured as a 85
percentile

To ensure no deterioration in existing quality

Enterovirus OPFU/ 101
O TCID/ 101
Rotavirus OPFU/5I
O TCID/ 10|

Presence of viruses is indicative of inadequ
treatment/ disinfection and a direct healt
risk.

77



Thames Water Access Code (Version 18, April 2016)

Annex 4: Guidance Standards

PARAMETERS ASSOCIATED WITH MINIMUM [ MAXIMUM | COMMENTARY

PLUMBOSOLVENCY, CORROSIOI

SCALING AND PRECIPITATION

pH 7.7 8.3 A pH belav 7.7 may cause corrosior]
scale dissolution in water that has th
minimum concentrations of alkalinit
and calcium as evidenced by a negat
Langelier Saturation Index (LSI]) val
At pH values of 8.3 and above sc
formation may become significant.

Alkalinity as HCSOng/I 150 300 Generally Thames Water has
alkalinity of > 200 mg/l an(
precipitates CaCSO scale. Lowe
alkalinities may reduce or reverse th
and cause water quality problem
associated mainly with dissolution
scales, releasef@lumbing metals and
corrosion of pipes and fittings.

Total Hardness as Ca mg/l 80 150 Generally Thames Water has a to
hardness in excess of 80 mg/l. Low
hardness may reduce or reverse th
and cause water quality problem
associated mainly wlit dissolution of
scales, release of plumbing metals &
corrosion of pipes and fittings.

Langelier Saturation Index (LSI) 0.3 0.8 Water with a positive LSI cd

(Calculated from the Total Dissolvq simplistically be described as scali

Solids (TDS), pH, Calcium & (Cacg). At values of 0.2 and 0.5 this

alkalinity concentration of the wate described as slight and modera

The TDS may be approxited from respectvely. A value of 0.8 is mof

the conductivity typically using ratig typical of waters in the Thames Wat

of 0.60.7v TDS (mg/l)/ Conductivit region.

06>{ kKOYD

Ryznar Index (Calculated in a simi 6 7.5 CaC(a)scaIing potential increases wit

way to the LSI and using the sar decreasing RSI. Water is described

parameters) stable at 6 and a value of
corresponds to a slight tendency 1
dissolve scale. Water in the Tham|
region is generally less than 7.5.

Calcium  Carbonate Precipitatiq 3 10 The value indicates the concentratid

Potential (Calculated in a similar w
to the LSI and usg the same
parameters) as a‘iCO3

of Calcium Carbonate that is likely
precipitate in mg/l. Values less than
may dissolve scale, values greater th
10 may exceed the precipitatio
potential of existing waters in thg
Thames region leadg to consumer
complaints
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LarsonSkold Index (Calculated from
the ratio of chloride + sulphate
divided by carbonate + bicarbonate
all units are meqg/l)

0.7

An empirically derived measure of th
corrosivity of water towards mild stee
At values of @B and greater
accelerated corrosion may occy
Water in the Thames region
relatively low in chloride and sulphat
and high in carbonate based alkalinit
Therefore values should be relative
low.

Dissolved oxygen

As existing
in receiving
supply

As existing in
receiving
supply

Changes in the dissolved oxyg
concentration of a supply can have
significant impact on the distributiof
and plumbing systems. For examy
ANRY NBftSIFasS gatl

increased iron release if th
concentratim is decreased o
increased respectively.
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Annex 5: Water Treatment Standards

Water treatment (Disinfection)

All supplies entering the Thames Water Supply System must be treated in a way that cowitplies
¢KFYSa 2 (S Ndnectiohddlicy. MBy aspects of the Policy are detailed below.
Applications where less stringent standards are in place will be rejected without further
consideration.

At the operational stage, nertompliant water may cause the supply to be termethiand damages
may be sought. Therefore it is strongly advised that Licensees deS|gn into their disinfection process

1.

GYIFNBAY 2F alFfSie¢o CA@S aLISOATAO SEIFYLX Sa N

The maximum pH and temperature of water enteritige disinfection process shalilbe
established such that the maximum dissociation of hypochlorous acid can be accounted for and
a safety margin considered. Thames Water will evaluate the data set used to ensure it is
statistically significant and represetive of seasonal and diurnahriations,

A significant difference between nominal hydraulic retention time and t5 should be expected

FYR GNMz S 2F (Kdzyoé O2y@SNEA2Y Tl OG2NAR 060SGs6SS
will need to be demonstrated through tracer test studidmt may be witnessed by Thames

Water personnel. Therefore a conservative approach to specifying contact tank size and flow
characteristics is encouraged,

Chlorination equipment should be sized to account for minimum and maximum flows and
chlorine demand.Requirements for standby kit should be carefully considered,

GENRLE S GIfARIFIGAZYE 2F 1S@ AyaldNHz¥Syd NBFRAy3Ia

Alarm and shutdown levels should be selected to allow a safety margin due to instrument error
and time delays.

All water enteing the disinfection process must conform to the following acceptability criteria:

Chemical Criteria

w Turbidity less than 1 NTU (a more stringent final water standard of 0.5 NTU will apply).
Colour less than 20 Hazen (a more stringent treated waterdstachwill apply).
Ammonia (ammonium) less than 0.05 mg/L

Iron less than 0.2 mg/L (a more stringent treated water standard will apply).

€ € € ¢

pH 6.5¢ 8.5 (a tighter pH range will apply to water entering the Supply System).

Microbiological Criteria

w Total Coliforms less than 100 per 100 mL
w E. coli less than 10 per 100 mL.

If the water to be disinfected is from a groundwater source the minimum contact time for 95% (t5)
of the water at maximum flow is 20 minutes. If thater to be disinfected is fim a surface water
source the minimum contact time for 95% (t5) of the water at maximum flow is 30 minutes. The
amount of chlorine applied to the treated water will vary according to the quality of the water and

will be decided on a sitby-site basis. Heever, the minimum amount of chlorine that shall be

dosed, irrespective of the quality, is that which gives a minimum of 5 milligram.minutes of
hypochlorous acid per litre over the required contact time. A total disinfection failure will be
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recorded if ths level is not achieved.

The chlorine concentration shall be continuously monitored and linked to alarms, which will be set
and operated to allow appropriate action to prevent inadequately disinfected water entering supply.
All unmanned sites will havan automatic fafsafe system, which wikhut downthe plant to
prevent inadequately disinfected water leaving the works.

All supplies entering the Thames Water Supply System must be treated in a way that complies with
¢KFYSa 2+ GSNDa mMPBolcy.R tayfaspdets DiAteTRDKRYI ar@ detailed below.
Applications where less stringent standards are in place will be rejected without further
consideration.

All water supplied for drinking, washing, cooking and food production purposes will caatain
chlorine residual at the outlet of the treatment works. The concentration and type of chlorine
residual, whether monochloramine or free chlorine, shall be set on aspieific basis, as
determined by Thames Water and mag baried to take account ohanging circumstances, such as
seasonal variation in temperature. However, the concentration shall be within the range 0.1 to 1.0
mg/L total chlorine with the exception that the minimum monochloramine residual shall be 0.3 mg/I
where a monochloramine resdual is used.

The objective of a residual disinfectant is to prevent a deterioration of water quality within the
distribution system and provide instant information on water quality in distribution. Thames Water
shall review the efficacy of the residuaoncentration in each water supply area in light of
compliance and customer response.

The chlorine residual concentration leaving the treatment works shall be continuously monitored
and controlled. The monitoring system will be linked to alarms, whidlhbe set and operated to
ensure that the water contains a consistent concentration. Any significant deviation shall be
reported to Thames Water and remedial action taken.

The chlorine concentration entering the distribution Supply System shall asimun be measured
at a frequency to fulfil regulatory requirements.

The permanent mixing of waters with incompatible levels or types of residual disinfectants shall be
avoided unless a risk assessment, completed to the satisfaction of Thames Water datesnst
there will be no decline in water quality. Specifically it is unlikely to be acceptable for water
containing free chlorine residual to be mixed with water containing a monochloramine residual.
Where the incumbent water contains a monochloramineidaal the Licensee is likely to be
required to chloraminate its supply, specific process standards will apply.

It may be mutually beneficial for Thames Water to disclose full details of its disinfection policies
procedures, design criteria and operatistandards on agreement that the Licensee complies with
them.

Water treatment (Cryptosporidiun)
Thames Water will require Licensees to comply with all the relevant recommendations of the
following 3 reports:

1. Badenoch, Jain (1990). Cryptosporidium water supplies: report of the group of experts.
HMSO, London.

2. Badenoch, John. (1995). Cryptosporidium in water supplies: second report of the group of
experts. HMSO, London.

3. Bouchier, lan. (1998). Cryptosporidium in water supplies: third tepbthe group of
experts. HMSO, London.

Licensees must also comply with all relevant DWI guidance and information letters whether existing
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or issued in the future.

Water treatment (Plumbosolvency)

In large parts of the Thames Water supply areds inecessary to treat the water entering the
distribution system in order to minimise the risk of exceeding a lead concentration of 10ug/l at
Odzai2YSNBRQ (I LA ®

The requirement for plumbosolvency treatment will be based on the point of introduction cérwat
into the distribution system and the extent to which the water penetrates into the wider Supply
System.

The exact requirements of any plumbosolvency treatment will also depend on the location but in
general terms the water treatment plant will need be capable of adding orthophosphoric acid at
concentrations up to 2mg/l as phosphorus. The exact phosphate dose and the performance of the
plant will be specified as part of the Supply System Access agreement. It should be noted that this
initial dose might need to be varied in light of changes that Thames Water makes in its
plumbosolvency regime and/or recommendations from the Drinking Water Inspectorate.

In some circumstances additional water treatment may be needed to maintain or reduce lead
conSYyidNIdAz2ya G Odzadi2YSNBRQ G L&A D ¢tKS YySSR F2N I
incoming supply and its compatibility with the existing supply. In some circumstances it may be
necessary to carry out technical assessments of the plumbasojvef the incoming water. Details

will be set out in the Supply System Access agreement.

Water treatment (Fluoridation)
Currently Thames Water does not artificially fluoridate any of its water supplies. On that basis
incoming supplies do not currdgtneed to be fluoridated.

If Thames is asked to fluoridate parts or all of its supply area it may be necessary to add fluoride to
the incoming supply. The combined licence holder is required to cooperate with Thames Water and
the relevant Strategic Hdth Authority in order to evaluate to feasibility and costs of any proposed
fluoridation scheme.

The combined licence holder may be required to add fluoride to the incoming water supply. It is
anticipated that the costs for this work would be recovaeafrom the relevant Health Authorities.
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Annex 6: Combined Supplies: Application Proc@é3maft constructed by Thames)

DWI EA Thames Water Licensees Ofwat

. Initail Contact

G Bl Failureto Agree Confidentiality - |DispresdEeEminaton
Confidentiakity — > Agreem ent Process
Agreement

\—) __Sign ifAgreed

Confirm Initial

Review and | dentify any
keyomissions for water

P . le SN
< Information -
quality Requirements
Confirm Additional Assessment
requiredand estimate of costs.
Confirm any further information
requirements
A
Provide written acceptance of L Disputesdetermination
ThamesW ater's estimates and Doesnotaccept Terms ~~| Process
submitfurther information as
required
|
Carry out
tof
J ) Application
Receive copiesof Copiesof Water
Water Quality Plan Resource Plan
W
Send detailed
Assessment report
{inc. Reporter'sreport) J \L \L
3 W ,
4 Disputes determination|
AssessWater Qualty |ssues Offer Accepted Choosenatto | Qffernataccepted- | Process
. : — .|
including compliance with Continue Dispute
‘WaterQuality Regulations.
Issuesidentifiedin DWI's ‘L
InformationLetter 13/2004 Draft Access Agreement
and industry best practise.
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Annex 7: Wholesale Supplies: Application Process

Thames Water

Licensee

Initial application

Confirm acceptance of valid
application

Confirm rejection of invalid
application

Offer Access Price and provide
ARROW cost analysis

Provide contract schedule for
signature

Resubmit application

¥

Ofwat

Accepts offer

Does not accept offer

Ofwat dispute determination
process

Move to CTP

Denotes Thames Water activity governed by an Ofwat target timescale
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Annex 8: Thames Water Event Classification Table

LEVEL

EVEN DESCRIPTION

EXAMPLE

TYPICAL EVENT MGT REPONSIBILITIES

An operational occurrence
wAlert status event threatening or directly affectin
an important system or process
wManager supervision is appropriate
wEarly action indicated but:

wFailure of small critical duty plant but standby operating
wProcess showing signs of stress e.g. site monitoring
outside normal limits

wSewer collapséblockage or burst rising makno
immediate effect to customers or environment

wTechnical staff take remedial actions and
inform manager
wManager ensures that:

- Remedial work is prioritised

L1 - No regulatory, custmer service or media wPotentially unacceptable influent, effluent or biosolids :\Ijig\gl]ress Is monitored
issues diverted & contained Event risk is kept under re
- Situation contained and stable wA risk is forecast that may escalate to L2 e.g. delayed ptu
S . . . . - Duty Manager is informed Manager
wRisk is Low but risk of escalation present repair or heavy rain . .
: informed when remedial work complete
WEA Pollution Categy 3
wDuty Manager / OpMiddle Manager acts as
S : wThe L2 band covers a wide spectrum Event Controller and:
An event limited in scope and contained R . L
. . wSignificant delay repairing critical plant wPrepares event strategy
wA local event but risk of escalation present - o
o wlinhibition or overload of process wSets critical success factors and tracks
wNo external agencies involved - -
- ) wSewer collapse/blockage or burst rising maminimal progress
wCustomers affected to a limited extent, but: . ) . .
A impact to customers ormvironment wPrepares for possible escalation
- No significant regulatory, customer or — )
L2 media issues wProcess output standards breached but no significant wKeeps key people informed
. . . . environmental impact wMaintains liaison with Operational Control
- No strategic operational or businessiies . . o .
L . ) WALt upper end- service reservoir at critical level with Room
wSituation relatively stable and contained o - : ) . , .
o : tankering in progress, significant burst main affecting wlinforms Corporate Affairs (vi@perational
wRisk iMedium
customers etc Control Room)
WEA Pollution Category 2 wPrepares draft briefing for external agencie
wKeeps event under review
An unstable, severe or uncontained event
wMajor event, key activities under severe stress wThe L3 band may include: wDuty Manager / Senior Manager acts as EV|
wExternal, regulatory or environment agencies wKey account affected Controller
L3 involved wProlonged loss of process capability with autgtandards wResponsibilities as above and:

wService cotinuity significantly affected
wlmportant business, customer or media issues
wSituation changing rapidly, could impact

significantly upon the company

significantly breached

wSignificant environmental impact or water abstraction
implications

wSewer collapse/blockage or burst rising masignificant

wEvent Controller supported by event team
wConsultation/ceordination with external
agencies

wProactive contact with customers, media et
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L4

wRisk iHigh environmental pollution or internal property/flooding wInform senior linenanager
damage wConsider informing Operations Director and
wMajor trunk main burst Managing Director TWUL
WEA Pollutin category 1

wEmergency wDirector acts as Event Controller

wPresents a significant risk to the business
wCountermeasures failing or perceived as failing
wHigh risk of widespread service continuity failure
serious environmentalroproperty damage

wEvent strategy significantly influenced by extern
factors

wRisk Intolerable; possible crisis risk

wExecutive management judgement

wThe event is of such severity that Director level supervis
is necessary e.gvidespread failure

wDecisionto declare an emergency may only be made by
Senior Manager or above

wResponsibilities as above and:

wReview risk factors and their impact on eve
progression

wConsider strategic business impact of even
winform Managing Dector TWUL and TW
Chief Executive or Chief Operating Officer
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Annex 9: Indicative Connection Costs

¢tKS TF2fft2gAy3a AYRAOFIGAGBGS O2ada |NB oFaSR 2y
straightforward conditions.

It is assumed that water flows wile constant 24 hours per day, 365 days per year.

These charges represent the cost of the physical connection itself and do not include the provision of
any meter or flow regulation equipment.

Scenario 1:
Licensee inputs 50 Ml/year through a 300mm mafnii2 ¢ Kl YS& 2| G§SNR& SEA&GA)
200mm connection is required. Indicative co8t@Q

Scenario 2:

[ AOSyaSS Ayllzia wmpn aftke&SFENI G§KNRdAAK | npnaYY YI A
300mm connection is required. Indicative co$6800.

Scenario 3:

[ AOSyaSS Ayllzia wpn aftke&SFENI G§KNRdAAK | cnanYY YI A

450mm connection is required. Indicative co38£00.
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Annex 10: Confidentiality Agreement

DRAFT CONFIDENTIALITY AGEREM

THIS AGREEMENT is madedaysof 200] ]

.9¢299b ¢! a9 21 ¢9w | ¢L[L¢CLO9Y{ [LaL¢95 o6a¢
Clearwater Court, Vastern Road, Reading, Berkshire RG1 8DPBmambsied Licenced Water
Supplier/Primary/Secondary Under&akof/ whose Registered Office is [ ]

WHEREAS Thames amudposed Licenced Water Supplier/Primary/Secondary Undeftaker
OaGKS tIFNIASaEd YR AYRAQDGARIzZE ff& &l gedandlieé o
wish further to exchage certain information of a confidential nature and wish to protect

such information in the manner set out in this Agreement.

IT 1S HEREBY AGREED AS FOLLOWS

1 Definitions

For the purposes of this Agreement the following expressions shall have the
following meanings:

(@) a! dzll K2 NJ shall mean any employee, director, officer or professio
w S LINB a S and financiabdvisor of the receiving Party;
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(b) a/ 2y FA R¢shall mean any and all confidential, commercial, financ
Ly ¥ 2 N I i marketing, technical, environmental information govern
by the EIR or other information or data of whatever natt
NBfIFGAy3a (G2 GKS RA&aOf 2aiy
business or affairs (including but not limited to tt
Agreement, data, recals, reports, agreements, softwar:
programmes, specifications, kneow, trade secrets
SAOGKSNI t I NIeQa 2N Fye | &
structure, contractual arrangements or agreemen
technical documentation, finances, properties, cos
methods of doing business, personnel, legal affairs, pl
customers, products or processes, and other informat
concerning the Project, information regarding [the wai
undertaker's] actual or proposed network access code
any charges for any network ag=eor, in the case of [th
Licensee], information relating to its actual or propos
customers and borehole or other resource locatio
whether or not identified as confidential) in any form
medium whether disclosed in writing, orally or by a
other means to one Party by the disclosing Party or b
third party on behalf of the disclosing Party whether beft
or after the date of this Agreement together with at
reproductions of such information in any form or medit
or any part(s) of such information
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(c) & 9 ES Y LJ ¢ shall mean any information or category of informatic
Ly ¥ 2 NX I i document, report, contract or other material containir
information relevant to this Agreement that has be
designated by the mutual agreement of the Parties

potentially falling within a EIR Exemption;

d d9Lwe shall mean the Environmental Information Regulatic
2004 which shall include any amendment, modificati
consolidation, reenactment or replacement of the same;

() d9Lw shall mean ay applicable exemption to the EIR;
9ESYLIA:

(H &t NB 2S Oishall mean any discussions and negotiations betweel
within the Parties concerning or in connection with t
proposal set out in the Schedule attached hereto.

2 CONFIDENTIALITY OBLIGATIONS

2.1 Siject to clause 2.2 in consideration of the mutual exchange and disclosure of
Confidential Information each Party undertakes in relation to the Confidential
Information disclosed to it by the other Party either

2.1.1 ler [7] years from the date of thisgheement, or

2.1.2 Until such time as the Parties agree that this Agreement shall be superseded by other
confidentiality obligations contained in a separate written agreement terminating this
Agreement -

(a) to treat all and any of such Confidentiadlormation as confidential and secret
and not use any of such Confidential Information for any purpose other than the
purpose of evaluating such Confidential Information in connection with the
Project;

(b) to take all reasonable steps to protect the ddehtiality of such Confidential
Information and to prevent disclosure of same to unauthorised persons;

(c) not to disclose any of such Confidential Information in whole or in part to any
third party without the prior written consent of the other Partyawe to its
Authorised Representatives who need to know the same for the purpose of
evaluating such Confidential Information in connection with the Project;
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(d) to take all reasonable steps to ensure that each Authorised Representative to
whom it disclose such Confidential Information is made aware of the provisions
of this Agreement and observes the obligations contained herein.

2.2 The obligations of confidentiality and the prohibitions against use undertaken in this
Agreement by the receiving Party adh not apply to any Confidential Information
which=-

(a) is or subsequently comes into the public domain otherwise than as a result of any
breach of this Agreement by the receiving Party or any of its Authorised
Representatives;

(b) is already known tthe receiving Party prior to disclosure which prior knowledge
the receiving Party can clearly demonstrate with written material,

(c) becomes known to the receiving Party by disclosure from a third party who has a
lawful right to receive and disclose ther@idential Information;

(d) is required to be disclosed by law or by any regulatory authority provided that the
receiving Party informs the disclosing Party in advance of the circumstances of
the disclosure and exactly what is to be disclosed and wdleseasonable
endeavours to obtain confidentiality undertakings from the recipients in respect
of the Confidential Information disclosed; or

(e) the disclosing Party agrees in writing may be disclosed.

3EIR

3.1 The Parties recognise that they ardjsat to legal duties, which may require the release
of information under the EIR and may be under an obligation to provide information on
request. Such information may include matters relating to, arising out of or under this
Agreement in any way.

3.2 The Parties recognise that each request for information must be considered individually.

3.3 Notwithstanding anything in this Agreement to the contrary including, but without
limitation, the general obligation of confidentiality imposed on the Parties pamstio
/[ 1 dzaS WX Ay (GKS S@SydG GKFG SAGKSNI t I NIe@
information under the EIR, the Relevant Party shall be entitled to disclose all
information and documentation (in whatever form) as necessary to respond to that
request in accordance with the EIR PROVIDED ALWAYS that where the information
requested is information that has been given to the Relevant Party by the other Party
0£60GKS hiKSNJtIFINIGeeéovs GKS wSEtS@lFyd tIFNLey

3.3.1 shall use reasonable endeavours to consudt @ther Party as soon as reasonably
practicable and the Other Party agrees to respond to such consultation within 7 days
of receiving the consultation notice;

3.3.2 shall not disclose any information that the Parties have agreed is Exempted
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Information alR  a Kl ff NBfé& 2y (KS 9Lw 9ESYLIA
cost, and use reasonable endeavours to ensure that the Exempted Information
remains withheld, including the lodging of any appeal against a decision by the
Information Commissioner in relan to the request;

3.4 In the event that the Relevant Party incurs any costs, including but not limited to
external legal costs, in seeking to maintain the withholding of the information, including
but not limited to responding to information notices dodging appeals against a
decision of the Information Commissioner in relation to disclosure, the Other Party shall
indemnify the Relevant Party, save that the Relevant Party shall use reasonable
endeavours to consult the Other Party before incurring angh costs and comply with
all reasonable requirements of the Other Party before incurring such costs and shall
permit the Other Party to take over the sole conduct of the matter if it so chooses.

4 INTELLECTUAL PROPERTY

Nothing in this Agreement shalkebconstrued to grant either Party any right or licence
any patent, knowhow, trademark, copyright or other intellectual property right of the
other Party.

5 RETURN OF INFORMATION

5.1 Each Party shall within one week of a request from the other Pawyiting give to the
20KSNJ tFNIeé& 2N 6FLdG GKS 20KSNJ tI NIéQa
Information of the other Party and all copies thereof in its possession, custody or
control including for the avoidance of doubt Confidential Inforraatcontained within
computers, word processors or other devices (including computer discs or other
information storage equipment).

5.2 The return of Confidential Information shall not release either Party from its other
obligations under this Agreement.

6 NO REPRESENTATION, WARRANTY OR LICENCE

6.1 No representation or warranty is made or given by either Party to the other as to the
accuracy or completeness of the Confidential Information disclosed by it to the other or
as the reasonableness of any asgions on which the same is based and each of the
Parties agrees that neither the disclosing Party nor its Authorised Representatives shall
have any liability to it (or its Authorised Representatives) resulting from the use of such
Confidential Informatiorsave as expressly agreed in writing.

6.2 This Agreement only governs the rights and obligations of the Parties with respect to the
Confidential Information disclosed and does not purport to be a licence to use such
Information for any purpose except féhe Project. Should the Parties enter into any
licence or other similar agreements in the future such agreements shall supersede this
Agreement and shall contain similar provisions for the protection of the Parties'
Confidential Information.
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7 REFERERTO THE PARTIES
Save as required by law or any regulatory body, neither of the Parties shall make any
announcement, public statements or press releases of any kind in relation to the
Confidential Information disclosed to it by the other of the Project isball they
mention the name of the other Party in connection with the Project or disclose the
existence of the Project or the existence of this Agreement without the prior written
consent of the other Party.

8NO CONTRACT

No documents or information nte available to the one Party or its Authorised
Representatives by the other will constitute an offer or invitation or form the basis of
any contract.

9NOTICES

All notices under this Agreement shall be in writing, sent by facsimile or first class
registered or recorded delivery post to the Party being served to its facsimile number
mentioned below or at its address specified above or at such other facsimile number or
address of which such Party shall have given notice as aforesaid, and marked for the

al i SydAz2y 2F GKS LISNR2Y K2f RAYy3I (GKS LI2aArdas
The date of service shall be deemed to be the next business day following the day on
which the notice was posted or immediately upon receipt of the fax confirmatiserit

by facsimile.

10 CONSEQUENCES OF BREACH

10.1 In consideration of either Party disclosing the Confidential Information to the other the
receiving Party further agrees to indemnify the disclosing Party against any breach of its
obligations under anglause of this Agreement.

10.2 Each Party recognises that in addition to all other remedies that the disclosing Party
may be entitled to as a matter of law the disclosing Party shall be entitled to seek
specific performance and any other form of equiblelief to enforce this
Agreement. The receiving Party acknowledges that damages may be insufficient
remedy for any breach of this Agreement.

10.3 No proof of special damages shall be necessary for the enforcement of this Agreement.

11NO WAIVER

No failure or delay by either Party in exercising any right, power or privilege under this
Agreement shall operate as a waiver thereof, nor shall any single or partial exercise
thereof preclude any further exercise thereof or the exercise of any right, power o
privilege hereunder or otherwise.

12VARIATION

No variation or amendment to this Agreement shall be effective unless in writing and
signed by authorised signatories for the Parties.

13NONASSIGNMENT
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This Agreement is personal to the Parties andlishat be assigned or otherwise
transferred in whole or in part by either Party without prior written consent of the
other Party.

14ENTIRE AGREEMENT

This Agreement sets out the entire agreement between the Parties in respect of the
Confidential Informabn disclosed by either Party to the other and supersedes all
previous understandings and undertakings in such respect whether oral or in writing,
and no representation, undertaking or promise shall be taken to have been given or be
implied from anything &id or written in negotiations between the Parties prior to this
Agreement except as set out in this Agreement.

15COSTS

Each Party shall bear its own legal and other costs incurred in relation to the
preparation and completion of this Agreement.

16 SENERANCE

Each provision of this Agreement is severable and distinct from the others. The Parties
intend that every such provision shall be and remain valid and enforceable to the fullest
extent permitted by law. If any such provision is or at any timeobess to any extent
invalid, illegal or unenforceable under any enactment or rule of law it shall to that
extent be deemed not to form part of this Agreement but it and all the other provisions
of this Agreement shall continue in full force and effect ahdit validity, legality and
enforceability shall not therefore be affected or impaired.

17 GOVERNING LAW
The construction, validity and performance of this Agreement shall be governed all
times by English Law and the English Courts shall haveexwuasve jurisdiction in
respect thereof.

AS WITNESBe hands of the Parties hereto and their duly authorised representatives the
day and year first before written

SIGNEDN behalf of Thames Water Utilities Limited
(Signature)
(Position)
(Date)
SIGNEDN behalf of Proposed Licenced Water Supplier/Primary/Secondary Undeitaker
(Signature)

(Position)
(Date)
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The Schedule

[Define the Project]
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Annex 11:0Operational Code

1. Overview

11

1.2

1.3

1.4

Order of preedence

If there is any conflidoetween the following, the order of precedence shall be:

@  Anylaw;

(b)  The Access Codes Guidance, incorporating the operational code and common
contract.

Definitions

@ WwWSFTFSNByOSa G2 WwWikS 104G4Q FINB (2 GKS
unless otherwise specified.

2|.

b) WSTFSNBYyOSa (2 Fy WIHLLRAYGSR 41 G4SN O2YL

under the Act to provide water services to a defined geographic area.

0 wSFSNByOSa (2 I WwWEtAOSyasSSQ IINB (2
underthe Act.

d wWSFSNByOSa (2 WiKS LINIGASaAaQ FNB (2
that have an agreement, or are seeking to enter into an agreement, for the

wholesale supply of water under section 66A of the Act, unless the context
requires otherwis.

e wSFSNByOSa (G2 WOGKS 2LISNIXaGAzylf O2RSQ

time to time.

H wSFSNByOSa (2 WikKS 0O02YY2y O2y (NI O(Q

wholesale supplies under section 66A of the Act as amended from time to
time.

Objectves and purpose

The operational code establishes rules for the wholesale supply of water under
section 66A of the Act and the entry into an agreement for such supply.

Status and enforceability

€)) Under section 66D(4) of the Act, Ofwat is requiredigsue guidance in
accordance with which the terms and conditions of agreements under
sections 66/56C of the Act must be made.

b) ¢KS 2LISNIGA2YI € O2RS F2NXa LINI 27

wholesale supplies of water by an appointed water comptny licensee
under section 66A of the Act.

96

O

0 K¢



15

1.6

1.7

(©)

(d)

hTo
(@)

(b)

(©)

(d)

(€)

(f)
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Each appointed water company is required by Condition of Appointment R
(Provision of combined and wholesale water supplies) to publish an access
O2RS GKAOK O2y¥F2N¥a (2 h¥egt 6§Qa 3FdzARE yC

In accordance with these requirements, the operational code must be
AYyOf dzZRSR Ay |y |LILRAYGSR 61 GSN O2YLJ y
water company must comply with its provisions.

I GQa NefS

Ofwat shall ensure the effective imphentation and operation of the
operational code.

In so doing, Ofwat shall:

0] Act independently of the interests of any market participant or group
of market participants;

(i) Act impartially and show no undue preference in its relationship with
market participants; and

(i) Act with appropriate speed in taking any necessary action.

Ofwat has the power under section 18 of the Act to issue enforcement orders

G2 aSOdaNB O2YLIX AlLYyOS gAGK | LIWRAYGSR
Appointment (for emmple, Condition of Appointment R (Provision of
combined and wholesale water supplies) and Condition of Appointment S

60/ dzaG2YSNI) OGN YAFSNI LINPG202Ft 00 yR £ A0S
Ofwat has the power under sections 66D, 66G and 66H of thécAmake
determinations on aspects of the water supply licensing framework.

Ofwat shall chair an industry forum established under the terms set out in
the Customer Transfer Protocol to discuss any proposed changes to the
operational code and commorontract.

Ofwat may from time to time revise its guidance under section 66D of the
Act, in accordance with section 66F of the Act.

Duties of appointed water companies and licensees to other bodies

Appointed water companies and licensees shall respbpromptly to any requests
for information and comply with any relevant guidance from:

(@)
(b)
()

Consumer Council for Water,
Environment Agency (including Environment Agency Wales); and

Drinking Water Inspectorate.

England and Wales
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2.2

2.3
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Appointed watercompanies and licensees shall have regard to any differences in the
relevant laws in England and Wales.

Applying for access

This section sets out the process which shall be followed when an eligible customer
wishes to be supplied by a licensee @hd licensee wishes to purchase a wholesale
supply of water from an appointed water company under section 66A of the Act in
order to supply that customer. For a wholesale supply, the licensee is entitled to use
the common contract as the access agreemesitween the parties unless it wishes

to negotiate a supply on different terms.

If a licensee wishes to use the common contract as the access agreement between
the parties, the application process is as follows:

@) Licensee submits its application tihe appointed water company. That
application shall comprise:
0] | O2Lk® 2F GKS Odzaid2YSNRa O2yaSsSyi
sections 2.4 and 2.5 below); and

(i) a completed copy of the common contract (see further section 2.6
below).

(b) Theappd Y GSR 41 GSNJ O2YLIl ye &akKlFftft 2FFSNI I
customer and provide a signed copy of the common contract within 10
g2NJAy3 RIFea 2F NBOSAQAYy3I (KS fAOSyasS:
by the appointed water company shall rema¥alid for six (6) months and
shall specify the discount in pffrom the standard retail tariff. The offer
shall also explain:

0] the basis of the discount from the standard retail tariff; and

(i) any difference between the indicative discount for Bug customer
and the discount in the customepecific offer.

(© If the licensee accepts the access price offered by the appointed water
company, the Customer Transfer Protocol process will switch the customer to
the licensee. If the licensee is unable agree an access price with the
appointed water company, the parties shall follow the dispute resolution
procedure set out in section 4 below.

If a licensee has chosen not to use the common contract as the access agreement
between the parties, the apjation process is as follows:

@) Licensee submits its application to the appointed water company. That
application shall comprise:

0] | O2LkR 2F GKS Odzad2YSNRa O2yaSsSyi
sections 2.4 and 2.5 below); and
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2.4

2.5

2.6

2.7
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(i) any contract orterms that is/are proposed or agreed between the
parties.

(b)  The appointed water company shall contact the licensee within two (2)
g2NJAy3 RlI&a 2F NBOSAGAYy3 (GKS fA0SyasSs
and commence any negotiation.

(0 Theappd Yy SR 6 GSNJ O2YLI ye akKlff 2FFSNI I
customer and provide a signed copy of an agreed contract within 10 working
RFréa 2F NBOSAGAYy3I (KS fA0SyasSsSqa [ LI
parties may agree). The access pricdergld by the appointed water
company shall remain valid for six (6) months and shall specify the discount in
p/m? from the standard retail tariff. The offer shall also explain:

0] the basis of the discount from the standard retail tariff;

(i) any diffeence between the indicative discount for such a customer
and the discount in the customepecific offer; and

(i)  any specific terms agreed by the parties.

(d) If the licensee accepts the access price offered by the appointed water
company, the Customélransfer Protocol process will switch the customer to
the licensee. If the licensee is unable to agree an access price with the
appointed water company, the parties shall follow the dispute resolution
procedure set out in section 4 below.

¢ KS OdzacdmentSd\sRitch supplier shall include the following information:

@) Contact name(s) for the customer;

(b) Full contact details for the customer;

(c) Any customer reference number provided by the existing supplier;

(d) Meter serial number(s), if knowrmand

e t NBGA2dza GKNBS 600 @SIFENBRQ g G§SN O2y adzy
¢tKS Odzali2YSNRa O2yaSyid (02 asA00K &dzLJLJ A S
months before the licensee submits its application to the appointed water company,

or otherwise verifiedby the customer as being in force as at the date of the
f AOSyaSSQa LI AOF(GA2Yy ®

If the licensee has chosen to use the common contract as the access agreement
between the parties and provided all of the information required of it by that
contract, thel LILI2ZAYGSR 41 GSNJ O2YLJI ye akKkftft y20a4 N
the grounds of insufficient information.

An appointed water company shall not recover from a licensee any costs of
processing an access application.
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2.8  An appointed water companghall not charge the licensee for providing copies of
any documents relating to the transfer of a customer or for clarifying its policy and
information requirements.

2.9 A licensee shall not charge the appointed water company for providing any
information which is necessary for the carrying out of the appointed water
O2YLI yeQad FdzyQliAz2yaod

2.10 The parties shall comply with any reasonable request for information received from
each other.

3. Access pricing

3.1 This section provides guidance with respectth® fixing of access charges, in
accordance with section 66D(6) of the Act.

3.2  Appointed water companies shall publish indicative charges for the wholesale supply
of water. These charges shall be published in such manner as may be specified by
Ofwat.

3.3 Appointed water companies operating wholly or mainly in England shall, as a
minimum, publish indicative wholesale supply charges for customers consuming
5MI, 25MI, 50MI and 500MI per year. If an appointed water company has a tariff
with a threshold betwen 5MI and 50MI per year, it may publish indicative wholesale
supply charges relevant to that tariff instead of for customers consuming 25MI per
year. An appointed water company must publish indicative wholesale supply charges
for at least one consumptiopoint between 5MI and 50MI per year.

3.4 Appointed water companies operating wholly or mainly in Wales shall, as a
minimum, publish indicative wholesale supply charges for customers consuming
50MI and 500MI per year.

3.5 The indicative charging informatiogpublished by an appointed water company shall
clearly show the difference between its standard retail charge and the wholesale
supply charge it has calculated.

3.6  The indicative charging information published by an appointed water company shall
include:

€)) Charging data for a period of five (5) years, starting with the current charging
year;

(b)  The difference in wholesale supply charge where:
0] the licensee pays its charges in arrears; and
(i) the licensee pays its charges in advance.

Chargesat (b)(ii) shall be calculated in accordance with paragraph 4 of
schedule 2 to the common contract; and

(©) The discounts for the first and second customer of a specific licensee.
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3.8

3.9

3.10

3.11

3.12

4.2
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Indicative wholesale supply charges published by an appointed water ayrghall
be for the service defined in clause 2 of the common contract.

When publishing or amending any indicative charging information, an appointed
water company shall explain any assumptions it has made for the purpose of
calculating that informaon.

Indicative charging information shall be reviewed by an appointed water company
every year by 15 October. This information may also be reviewed at any other time.
An appointed water company shall notify Ofwat and publish updated information on

its website within seven (7) days of making any modifications to its indicative
charging information.

If requested, an appointed water company shall provide Ofwat with information to
explain how it has calculated its indicative wholesale supply char@egh
information shall be provided in such manner, and by such time, as Ofwat may

specify.

b20KAY3 Ay (GKA&a 2LISNIGA2yLFE O2RS fAYAGA

publish indicative charging information for supplies and in respect of cstamses
which are not specified in this section.

If a licensee has made an application to an appointed water company in respect of
the supply to a particular customer, the appointed water company may offer its
published indicative wholesale charger feuch supply if it considers that charge to

be appropriate.

Dispute resolution procedure

This section sets out the dispute resolution procedure applicable to all disputes and
differences arising out of or in connection with this operational code.

The parties shall, in the first instance, attempt to resolve any dispute or difference
using the following procedure:

(@) Either party may serve a notice on the other party which expressly refers to
this section and provides sufficient information to eralhe other party to
understand the nature of the dispute or difference. Following service of such
a notice, the parties shall each use reasonable endeavours to resolve the
dispute or difference by prompt discussion in good faith at a level
appropriate tothe dispute or difference in question.

(b) If the dispute or difference remains unresolved after 10 working days (or
such other period as agreed by the parties) of the notice being served, an
F LILINBLINAF GS NBLINBaASY Gl GAGS 2 Ftter§pt OK
to resolve the dispute or difference by prompt discussion in good faith.

(c) If the dispute or difference remains unresolved after 10 working days (or
such other period as agreed by the parties) of such referral to senior
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management then, unless the gaas agree otherwise, this initial procedure
shall be treated as having been exhausted.

For any dispute or difference which has not been resolved through the initial
procedure in section 4.2, either party may:

€)) refer it to such alternative disputeesolution process as agreed by the
parties; or

(b) refer it to a competent authority, provided that such authority has specific
powers to resolve the dispute or difference.
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ANNEX

Wholesale-Retail Code:

Wholesale Contract for
Wholesale Services
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This Wholesale Contract is made on

Between
(1 , & company incorporated in

(Mo. ) in whose registered office is at

(the Contracting Wholesaler); and

2 , @ company incorporated in

(MNo. ) whose registered office is at

(the Confracting Retailer).

Whereas

(&) The Confracting Wholesaler holds an Appointment under the Water Industry Act
1991 and the Contracting Retailer holds a Licence under the Water Industry Act
1901,

(B} The Coniracting Retailer has requested that the Contracting Wholesaler supply it with
Wholesale Services under sections 664 and 66A4 and/or sections 1174 and 1178 of
the Water Industry Act 1991 and the Contracting Wholesaler is required by the Water
Industry Act 1991 to make such supply.

(C) This Wholesale Contract is a section 65D agreement andfor a section 117E
agreement {as those terms are defined in secions 6E0{9) and 117E(9) of the Water
Industry Act 1991).

(D) The Authority has issued a code called the Wholesale-Retail Code, pursuant to
sections GEDA and 117F of the Water Industry Act 1991, which makes provision in
relation to the terms and conditions of a section 660 agreement andior section 117E
agreement.

(E} This Wholesale Contract (together with itz Schedules) is in the form prescribed by the
Authority in the Wholesale-Retail Code and applies to all of the Wholesale Services
required by the Contracting Retailer from the Contracting Wholesaler.

It is agreed

1 Definitions and interpretation

11 Pt of Schedule 1 of his Wolosale Gontractshal apply,
2 Term and termination

21 This Wholesale Contract shall commence or be desmed to commence on

(the "Effective Date") and continue with full force and
effect unless and until terminated in accordance with Clause 2.2

The Wholesale Contract for Wholesale Services
Version 1.0 Page 3 of 13
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2.2 This Wholesale Contract may be terminated in accordance with Section 11 of
the Business Terms.

3 Wholesale Services commencement and
supply

3.1 Under this Wholesale Confract the Confracting Retailer hereby confirms that it

requires the Contracting Wholesaler to supply the following Wheolesale Senvices:
311 Water Services OR
31.2 Sewerage Services OR
313 Water Services and Sewerage Senvices. [DELETE AS APPROPRIATE]

314 Where the Contracting Wholesaler operates an accreditation scheme, the
Confracting Retailer may use such Accredited Entities to provide, or, where the
Contracting Retailer iz itzelf an Accredited Entity it may provide, Metering
Activity, Connection Activity andlor Trade Effiuent Sampling and Analytical
Activity.

3.2 The commencement of the provision of the Wholesale Services by the
Contracting Wholesaler shall begin on or after the Effective Date and be
conditional on the fulfilment of the following conditions precedent:

321 the Contracting Retailer holding a Water Supply Licence andlor a Sewerage
Licence (as appropriate) and such Licence not having been the subject of any
successiul appeal notified within fourteen (14) days of the date of its grant;

322 the Confracting Retailer being enfitied to Reqister Supphy Points;

323 the Contracting Retailer having provided the information specified in Schedule 2
of this Wholesale Contract to the Coniracting Wholesaler;

3.24 the Contracting Wholesaler having provided the information specified in
Schedule 3 of thizs Wholezsale Confract to the Contracting Retailer,;

325 where applicable pursuant to Section 9.11.4{a) of the Business Terms, the Cash
Security Account Agreement having been fully executed by all parties thersto
and in accordance with Schedule 24 of the Business Terms; andlor

326 where applicable pursuant to Section 9.11.4(b) of the Business Terms, the

Guarantee having been provided to the Contracting VWholesaler on behalf of the
Contracting Retailer in accordance with Schedule 2B of the Business Temms;

327 where applicable pursuant to Section 9.11.4(c) of the Business Termms, the Letter
of Credit having been provided to the Contracting Wholesaler on behalf of the
Contracting Retailer in accordance with Schedule 2C of the Business Terms;
andfor

The Wholesale Contract for Wholesals Services
Wersion 1.0 Page 4 of 13
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328 where applicable pursuant to Section 9.11.4(d) of the Business Tems, a Sursty
Bond having been provided to the Contracting Wholesaler on behalf of the
Confracting Retailer in accordance with Schedule 2D of the Business Tems.

3.2 During the Supply Perod, the Contracting Wholesaler shall provide the
Wholesale Services specified in Clause 3.1 above in accordance with and
subject to the terme of this Wholesale Confract.

3.4 If the Contracting Retailer provides Metering Activity, Connection Activity andfor
Trade Effluent Sampling and Analytical Activity itself or through Accredited
Entities then it shall do 2o in accordance with Schedule 1 Parls A and B of the
Business Tems.

3.5 If the Contracting Retailer provides Metering Activity, Connection Activity andfor
Trade Effluent Sampling and Analytical Activity itself or through Accredited
Entities then those services shall not be Wholesale Services provided by the
Conftracting Wholesaler pursuant to the Wholesale Contract.

4 Wholesale-Retail Code

4.1 The Contracting Wholesaler and the Contracting Retailer agree and undertaks to
comply with their respective obligations and duties to each other and to the
Market Operator (the rights of the Market Operator being provided to it for the
purpose of securing the orderdy participation of Trading Paries in the market)
pursuant to and in accordance with this Wholesale Contract.

4.2 Each Party and the Market Operator (the rights of the Market Operator being
provided to it for the purpose of securing the orderly participation of Trading
Parties in the market) shall have the rights accorded to it under the Wholesale-

Retail Code.
o Charges and payment
51 In consideration of the provision of the Wholesale Services under this Wholesale

Confract, the Contracting Retailer shall pay the Contracting Wholesaler the
Wholesale Charges, all as calculated and payable in accordance with the
Wholesale-Retail Code and the Wholesale Tarnff Document.

52 Where applicable, the Confracting Wholesaler shall make payments to the

Confracting Retailer as calculated and payable in accordance with the
Wholesale-Retail Code and the Wholesale Taniff Documeni.

6 Change Control process

6.1 The Parties acknowledge and agree that the following changes o the Wholesale
Conftract may be made by the Parties acting without reference to the Authority:

G.1.1 the insartion of the parties’ details,

The Wholesale Contract for Wholesale Services
Version 1.0 Page 5of 13

107



Thames Water Access Code (Version 18, Apr 2016)

6.1.2 the inzertion of the Effective Date in Clause 2,
6.1.3 the selection of the Appropriate Wholesale Services in Clause 3.1, and
6.1.4 the insertion of signing particulars.

6.2 The Parties acknowledge and agree that other changes to the Wholesale
Coniract may only be made by the Authority, and that:

6.2.1 if the Authority makes any Approved Change to the Wholesale-Retail Code then
the provigions of thiz Wholesale Contract shall be deemed to be vared in the
same manner with immediate effect from the date on which the Approved
Change to the Wholesale-Retail Code becomes effective; and

6.2.2 with effect from that date and without any requirement for the Parties to
document any change to thiz Wholesale Contract resulting from such Approved
Change, the Wholesale-Retail Code as amended shall apply to this Wholesale
Conftract and shall be incorporated into and form part of thiz Wholezale Contract
as if its termns were set out im full in this Wholesale Contract

7 Dispute resolution

7.1 All disputes and differences arising out of or in connection with this Wholesale
Contract (including the formation of thiz Wholesale Contract) shall be dealt with
and resolved in accordance with Sections 17, 18 and 19 of the Business Temms
and Schedule 9 of the Market Arangements Code.

8 Limitation of liability

8.1 The liahility of each Party to the other Party in contract, tort (including negligence
and breach of statutory duty) or otherwise howsoever arising in connection with
this Wholesale Contract shall be as set out in Section 14 of the Business Temms.

9 Assignment/transfer

9.1 Meither Party may assign or transfer (whether outright or in security) any rights
or obligations under this Wholesale Contract save that:

911 with the prior written consent of the Contracting Wholesaler (such consent not to
e unreasonably withheld, delayed or caveated), a Contracting Retailer that is a
Water Retailer may assign its rights and obligations under this Wholesale
Contract to a third party that holds a Water Supply Licence and has, where
required pursuant to Section 9.11.2 of the Business Terms, entered into: one or
more forms of Eligible Credit Support referred to in Section 9.11.4 and set out in
Schedules 24 to 2D of the Business Temns, substantially in accordance with the
terms =et out in those Schedules; andlor Alkemnative Eligible Credit Support
referred to in Section 9.11.5 of the Business Terms subject to compliance with
the requirements specified in Schedule 3 of the Business Terms;

The Wholesale Contract for Wholesale Services
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