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APPENDIX 16

DISPUTE PROCEDURE

The aim is to avoid formal disputes, and to resolve disagreements at the lowest level possible.  The customer service standards for both parties should be adhered to as a matter of course.  However unresolved matters of dispute or disagreement may be progressed as indicated in the example below:

For examples - 

Level 1

The matter will in the first place be raised verbally through the normal regular liaison forum. Either party may request an extraordinary meeting within 3 days if they believe that the matter warrants it.

Level 2

Where any matter cannot be resolved within a timescale appropriate to the matter in question, either party must submit their concerns to the other in writing. The recipient will respond within 21 days.[Insert names and contact information for relevant contacts]

Level 3

Where the matter cannot be resolved to the satisfaction of either party, then the matter will be referred to OFWAT.  The OFWAT decision will be and communicated to both parties.

[Parties may wish to insert their customer care/quality assurance standards here]
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1
Initialled as agreed:

Insert Fire Authority
…………………….………………………………………………….

Insert Water Company
………………………………………………………………………...

