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Age UK  
Age UK is a national charity that works with a network of partners, including Age Scotland, 
Age Cymru, Age NI and local Age UKs across England, to help everyone make the most 
of later life, whatever their circumstances. In the UK, we help more than seven million 
older people each year by providing advice and support. We also research and campaign 
on the issues that matter most to older people. Our work focuses on ensuring that older 
people: have enough money; enjoy life and feel well; receive high quality health and care; 
are comfortable, safe and secure at home; and feel valued and able to participate. 
 

About this consultation 
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Initial comments: Older people at risk during supply interruptions 
Older age should not automatically be equated with vulnerability. Many older people are 
capable and selfe 
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all (99%) 16-34 year olds do so, this falls to eight in ten (78%) of people aged 65-74 and 
44 per cent of those 75+.8 As well as being excluded from this source of information, these 
customers are unable to communicate with their company during a disruption by email, 
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 Better provision of emergency water supplies to those most reliant on it and least 
able to access it themselves. 

 Better communication with customers, including more up-to-date and useful 
information, and through a range of online and offline channels. 

 More consideration of other circumstances when people in vulnerable positions may 
need extra support, for example localised flooding following on from a burst pipe, 
that may seem relatively minor but could have serious implications if, say, a 
sheltered housing development is flooded. 
 

Responses to questions: Arrangements for when supply is not restored 
 
1. Adjusting the levels of compensation for supply not being restored under the GSS 
arrangements. 

a) Should the levels of compensation for supply not being restored under the GSS 
arrangements be maintained or increased? 
Levels of compensation should be increased; the current levels of compensation are 
inadequate. For example, a two-day interruption for an older person with mobility problems 
and incontinence would likely cause severe problems and distress. Compensation of £40 
is completely inadequate; that person may need to spend significant sums on transport, 
water supplies, phone calls and possibly even accommodation. In addition, they should be 
adequately compensated for the distress and inconvenience caused. 
 
We have no view on what specific level payments should be set at. Further, more than the 
standard level of payments, we are especially concerned (as explained below) that –  

 payments increase exponentially with the length of the disruption, and 

 vulnerable customers, who are more at risk, receive higher payments, or full 
recompense of extra costs such as alternative accommodation. 

 
b) Could an increase in the minimum level result in companies paying less compensation 
to customers than they currently do by encouraging them to not exceed a higher 
minimum? If so, how could this be addressed? 
We have no strong view. We think the minimum level should be increased to a decent and 
more appropriate level and companies should continue to have the option to pay higher 
amounts. Rather than focus on the amount of compensation, Ofwat could introduce an 
outcome-based approach, such as ensuring that vulnerable consumers are not left 
financially out of pocket. 
 
2. Payment thresholds and exemptions for supply not being restored. 

b) Should compensation increase by a larger amount the longer disruption lasts (i.e. 
exponential)? 
Yes, compensation should increase exponentially. We agree with Ofwat’s ‘concern that the 
current GSS arrangements are not reflective of the impact on customers of being without 
water for a prolonged period.’ We think the risks rise exponentially the longer a disruption 
lasts. 
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