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Dealing with frozen pipes
If you have no water in your property and it’s very cold outside, it may be because your
pipes are frozen. We can’t help you with this because it’s inside your property. In most
cases all you have to do is wait. Once the day warms up or your heating starts, this will
usually rectify the problem. If it doesn’t you could try some gentle heat, like a hair dryer,
on the pipe near your stop tap, just gently warm it up. Never, ever use a blow torch or a
naked flame, because you’ll be doing more harm than good.

Finding your outside stop tap
Everyone should know where their external stop tap is. Before you begin looking for it,
you’ll need a flat headed screw driver (like this) and a torch. If you go to the boundary of
your property, they’re normal located near the footpath. You are looking for an 8 inches
iron or plastic cover.
Before you turn off your external stop tap, it may be advisable to check that you’re not
on a shared supply. Sometimes one stop tap serves more than one property. If you live
in a flat, you may turn off more than one of the flats, so it’s advisable to check with your
landlord or your management company before you turn the water off.
If you see water meter in there, then normally that’s your own stop tap. If your meter is
fitted outside, it will be located at your external stop tap.

Finding your inside stop tap
It is really important to know where your inside stop tap is, in case there’s an emergency
or you have to do some maintenance in your house. They are normally under the
kitchen sink. This one’s in the downstairs loo. You may find it in a garage or a utility
room. If you can’t find it, check with your neighbours – they’re normally in the same
place.
You always have to make sure it’s operable. You can do this by operating it – turning it
on and off two to three times a year. If it is in an inaccessible place or hard to get to, you
may want to invest in a Surestop. These turn the water off at the flick of a switch. Details
are on our website.

Reading your water meter
More and more properties have got water meters fitted. So if you want to know how
much water you use, it is important to know where your water meter is located. They are
normally located on the public footpath or at the bottom of your garden, near the
boundary. If you live in a flat, it may be located by your internal stop tap.
If you need to read your water meter, it’s easy. All you need to do is flip the lid up, pull
out the frost pad and look down. You’ll see some white numbers on black. They’re the
ones you need to worry about – they’re your cubic metres. Don’t worry about the red
numbers, they are just for us. All you need is an up-to-date reading and your customer
number. Then you can text it to us, go online or you can just give us a ring.
Preventing future problems
Did you know you’re generally responsible for the water supply pipe all the way from
inside your property to the boundary? This can be very expensive and awkward to
repair. This is why we recommend Water Supply Pipe cover provided by HomeServe.
Details are available on our website. Your own home insurance may cover you but this
is not always the case, so it is well worth checking.
If you’ve got a dripping tap it is important to get it fixed – nobody wants to be wasting
water. We have a list of industry approved plumbers on our website.
If you are going away for a few weeks or the property is going to be empty for a while, I
recommend you turn off your internal stop tap. You don’t want to come home to a
flooded kitchen or a leak in the house. I’ve made a video of how to locate your internal
stop tap on the website.
If you are considering changing from an older style boiler to a new mega-flow or
combination system, it is important that you have enough flow and pressure. Ask your
plumber to check this for you.

Fitting a Hippo or Save-a-flush
Today I’m here to show you how to fit a Hippo water saving device. If you’ve got a nine
litre cistern, this saves you 2.5 litres per flush. If you have a smaller cistern, a 6 litre,
then use one of these, a Save-a-flush. This will save you one litre every flush. They are
both available for free from our website.
They are easy to fit. Just unpack, lift the lid of the cistern and put them in the correct
location - that’s it, it’s that simple. They are not suitable for the modern dual flush
cisterns; all you need to do then is to press the smaller button to save water.

Dealing with Bogus Callers
In some areas we have problems with bogus callers. So before you ever let anyone into
your house always ask to see ID, like this. If we do come to your property, we will be in
uniform and we will never ask to go upstairs
If you are worried, always ask to check the ID again. Also, you can join a Safeguard
scheme either online or over the telephone. This way you can set up a password to ask
one of us when we come to your door, to make you feel more secure.

