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Public Engagement & Transparency 
 

This paper is a response to queries received FFDWS_1_001_2017 with particular reference to 1) the 

Public Water Forum and 2) Irish Water Engagement with Customers and Promoting Transparency & 

Openness. 

1. General 

Irish Water was established in 2013 as a subsidiary of Ervia (formerly Board Gáis, which is a state 

owned company, with the Minister for Housing, Community and Local Government as the main 

shareholder.  Ervia (and its subsidiaries) operate under legislation (Gas Act 1976, Water Services Act 

(2013 and 2014)), and must comply fully with the Code of Practice for the Governance of State Bodies 

and the Ethics in Public Office Act 1995.  Both Ervia and Irish Water operate to a strict governance 

framework, have detailed corporate plans, policies and procedures approved by and subject to 

oversight by the Ervia Board. 

Irish Water is regulated by the Commission for Energy Regulation (CER) to whom it submits its revenue 

requirements for both capital and operational revenues for agreed periods (the most recent being 

2017-2018).  The CER conducts a rigorous assessment and challenge of Irish Water’s proposals.  Having 

completed that challenge process, CER undertakes a public consultation on Irish Water’s proposals 

and on its draft determination.  Within each regulatory period, Irish Water provides regular updates 

to the CER on its performance under the approved plans and on a wide range of topics relating to 

expenditure and/or customer service standards, including proposals for charging of customers for 

services.  

Irish Water is regulated by the EPA, in relation to standards for drinking water for human consumption 

and for wastewater discharge to the receiving water environment.  This includes monitoring and 

reporting to EPA for all public water and wastewater schemes, including accurate and timely reporting 

of incidents.  Irish Water must comply with urban wastewater licenses for all discharges over 500 

population equivalent and for Certificates of Authorisation for plants below 500 population 

equivalent.  Annual reports are provided for each year which provide the basis for the published EPA 

Urban Waste Water and Drinking Water Annual Reports.  Irish Water is subject to formal Directions 

and enforcement actions for breaches of standards and licenses.  Where matters of public health arise, 

Irish Water must consult with and obtain the advice of the HSE who can advise on drinking water 

restrictions or Boil Water Notices as required. 

Irish Water has prepared and obtained ministerial approval (October, 2015) for a 25-year Plan (Water 

Services Strategic Plan) under the Water Services (No 2) Act, 2013 which sets out medium and long 

term objectives for public water services in Ireland.  The WSSP was subject to detailed stakeholder 

and public consultation as part of the process of preparation (including Strategic Environmental 

Assessment (SEA)).  Subsidiary Plans have been prepared on specific subjects (lead mitigation, 

wastewater sludge management) which have undergone similar open public consultation processes.  
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Each Capital Investment Plan submitted to the CER is the subject of engagement & consultation with 

Planning Authorities and other statutory stakeholders in the course of its preparation.  Irish Water 

separately carries out extensive public consultation on its major projects, especially those being 

progressed under the Planning & Development (Strategic Infrastructure) Act.  These engagements are 

carried out at appropriate stages of the projects where stakeholder and public submission can be 

taken into account at key stages of decision-making.  Under the SEA process, the public feedback is 

published at the end of the process showing how it has informed the ultimate decisions.  

 

2. Public Water Forum (PWF) 

The Public Water Forum was established under the Water Services (No 2) Act, 2014 and operates 

independently of Irish Water.  Irish Water has met with the Forum by invitation on 3 occasions, 

addressed it on key topics of interest and engaged in open Q&A sessions.  Topics have included the 

Irish Water Capital investment Plan (2017-2021), the Water Supply Project (Eastern & Midlands 

region) and an update on Irish Water’s work programme and priorities for 2017.  

The Forum is intended to strengthen the voice of the customer/citizen and in this regard Irish Water 

is pleased to continue to engage with the PWF and outline its plans and programmes as required.  We 

would suggest that the PWF should be a consultee for Irish Water on all of the Plans and projects on 

which it engages with the public and/or statutory stakeholders.  

Irish Water established the Irish Water National Stakeholder Forum in 2014 which includes 

representatives of domestic consumers, trade and industry, agriculture, environment, social and 

community sectors, including the private Group Water Sector.  Meetings are attended by 

representatives of the CER, EPA and Department of Housing Planning Community and Local 

Government as required.  A total of 45 organisations are represented and meetings are held quarterly 

and address in detail topics of mutual interest.  This Forum has facilitated direct engagement with key 

interest groups on agreed topics.  In December 2015 the Chair of the Public Water Forum, Dr. Tom 

Collins, also joined the Irish Water Forum as a member.  

 

3. Engagement with Customers & Promoting Transparency & Openness 

Irish Water has specific and challenging obligations to its customers by virtue of binding quality 

Regulations for Drinking Water and Wastewater standards enforced by the EPA, with the advice of 

HSE on matters of public health.  In addition, the CER has approved the Irish Water Customer 

Handbook 1 (CER 15/010) which defines customer service obligations (353 service requirements) 

which Irish Water must deliver on.  This represents the Irish Water Customer Charter, its Codes of 

Practise Documents and its Domestic Terms and Conditions for Water Services.  These cover customer 

communications, metering, billing, network operations and complaints, provisions for vulnerable 

customers, priority and special services and other Terms & Conditions. 
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Irish Water reports regularly to the CER on its performance under the handbook.  The CER Customer 

Information Note 2 provides information to customers on how CER is measuring the performance of 

Irish Water and provides a public report on how well Irish Water is delivering against the service 

standards set.   

Irish Water engagement with customers and stakeholders is further facilitated by the following: 

 

FREEDOM OF INFORMATION REQUESTS - Since its first application in March 2014, Irish Water has 

processed over 500 FOI requests received from journalists (60%), members of the public (30%) elected 

members, business and environmental groups (10%), over 90% of which have been either fully or 

partially granted. 

 

ACCESS TO INFORMATION ON THE ENVIRONMENT (AIE) - Since 2014 Irish Water has processed 25 

requests for this category of information. Irish Water publishes its water quality data for all drinking 

water supplies on its website, which can be accessed for any scheme or location. 

 

MODEL PUBLICATION SCHEME - This is an information resource on the Irish Water website aimed at 

providing business transparency in an user-friendly way, covering governance, organisation structure, 

staff and business information as well as access to financial statements and project information. 

 

DIRECT ENGAGEMENT WITH CUSTOMERS - Irish Water communicates directly to customers in a 

variety of ways. Its primary point of direct contact is through its Customer Contact Centre which 

manages inbound and outbound telephone and email contact regarding service, water quality, 

leakage reports, and complaints.  Total calls in 2016 were 711,145.  Calls requiring operations 

intervention are transmitted to crews with handheld units who can report back directly on the 

outcome of investigations or works done, thus facilitating prompt repairs or, service restoration and 

updating the customer once works are complete. 

 

SUPPORT TO ELECTED REPRESENTATIVES - Irish Water also provides a dedicated line which services 

the needs of elected representatives (the LRSD line) which provides direct access for representatives 

who need up to-date information and resolution of issues raised with them locally. The LRSD team 

managed 9,849 requests in 2016. In addition Irish Water has attended 231 separate Councillor Clinics 

to date, to address matters of concern or interest.  
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THE IRISH WATER WEBSITE - www.water.ie had 625,532 unique users in 2016, covering monitoring 

results for drinking water supplies, works taking place and service outages as well an interface for 

reporting leaks, disruption or registration as a vulnerable customer.  

 

OTHER DIRECT COMMUNICATION WITH CUSTOMERS 

o Boil Water Notices; Since January, 2014, 125 individual Boil Water Notices have been 

implemented, affecting over 140,000 people.  Each involves letter drop, radio notices, website 

notices, direct communications with elected representatives and face to face meetings with 

our regional communications team. 

o Customer Experience Measurement; Customer experience surveys are an important source 

of feedback from our customers across a range of touch points to help us deliver 

improvements and build consumer confidence.   

o National Auditing & Monitoring team; through which all water supplies are monitored and 

where breaches are identified, householders are notified. 

o National Lead Sampling Programme; lead in drinking water has been identified as a significant 

health risk to young children associated with lead piping mostly within properties. 36,900 

letters have issued to homes where lead piping has been detected with information on the 

risk. A national public engagement process was undertaken in 2016 on this topic as part of 

preparing the Irish Water Lead in Drinking Water Mitigation Plan. 

o Regional Information Team; This team provides a local point of contact for Elected Members 

and Stakeholder Groups on issues directly affecting communities such as drinking water 

incidents, emerging project options, wastewater compliance, etc. 

o Information and Education Campaigns - Irish Water facilitates a range of initiatives which 

include; 

o Green Schools Programme; with An Taisce, 448 schools involving 97,573 pupils and 

9,862 staff involved in various projects related to water resource management and 

conservation. 

o Clean Coasts Think before You Flush; to tackle the problem of litter on Irish beaches 

and blockages and operational problems in the wastewater system. 

o Tidy Towns Water Award; sponsors Value Water Awards through raising awareness 

of mindful water consumption and all aspects of sustainable water management at 

community level. 

o Irish Water CER Innovation Fund; allocated in the investment programme to 

encourage research and innovation projects capable of delivering tangible benefits 

within a reasonable timeframe. Three projects are up and running related to remote 

metering for multi-unit developments, sustainable household consumption and 

climate adaptation.  

o Provision of Data for Research; Irish Water supports research by making available data on 

request through a Research Data Exchange Agreement and this is currently in place for 5 

significant research projects with third level institutions. 

http://www.water.ie/
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o Education and Raising Public Awareness; Irish Water notes the recommendation of the 

Expert Commission Report under Section 5.5, Public Engagement and Transparency, sub 

section 5.5.2 that “Irish Water renew its efforts to develop a positive engagement with 

consumers and put in place further initiatives to engage consumers in a positive and proactive 

way…” and in that regard feel a much broader Public Education and Engagement programme 

regarding water and wastewater services is a necessary next step. 

 

 

4. Summary 

Irish Water is very aware of the enormous responsibility it has been given to deliver safe clean drinking 

water to all its consumers and return wastewater properly treated to our rivers and bathing areas.  In 

this regard we owe a duty to the citizens of Ireland to protect a scarce natural resource and to be fully 

accountable to them for our stewardship of this resource and the performance of the company.  The 

Irish Water Business Plan sets out a road map to begin the job of fixing our water infrastructure and it 

publically commits the company to clear and measurable outputs in terms of improved water and 

wastewater service quality.  Equally, our regulatory commitments oblige us to deliver a first class 

service to customers.  Through our public consultation processes, our plans, programmes and capital 

projects are subjected to open and transparent public scrutiny.  Our corporate governance ensures 

that our financial reporting meets all of the recommended standards, while we fully meet our 

obligations under Freedom of Information, Access to Information on the Environment in addition to 

our obligations to our regulators (CER &EPA). We have been fully supportive of all requests for 

engagement with the Public Water Forum and we have established other forms of out-reach to ensure 

that we engage with and are fully informed on community and interest group perspectives relevant 

to our business. 

 


