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Campaign Purpose

The purpose of the campaign is to create a customer database from
which we can bill accurately and establish a revenue stream for the

business.
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Campaign Purpose

 New Revenue
— C.€300m p.a. 2015 & 2016,

« Generate & sustain a substantial new revenue
stream from domestic water services
— displace a portion of previous exchequer funding

— position Irish Water to access additional investment
funding from financial markets

— critical first step on the road to a establishing a self-
financing Utility



Campaign Scale & Scope

* Develop, print and post >2m application packs
— Including 300-350k non-customers (Group Water Scheme Members)

* To every property with a “domestic” water services
consumption component

« Seeking responses from “Occupiers” as the consumers of
service and “Owners” in respect of vacancy.

« Mall out over 4 weeks during September 2014
— rising in blocks of 20k from 01/09/2014
— dropping everywhere “alphabetically” from 01/09/2014

« Promote all responses by end-October 2014



Campaign Deliverables

Secure Core Account / Tariff Information

— confirmation as to the account holder & their PPS?
— services provided by Irish Water?

— private residence? / already LA billed?

— how many people usually live there?

— how many children usually live there & their PPS’s
— contact details ..... phone no’s / e-mail address




Campaign Deliverables

» Establish Customer Preferences
— bill to supply / correspondence address?
— bill in English / Irish
— registration for special / priority services
— receive non operational / account information
— pay via direct debit




Owner V Occupier

* Application campaign (01/09 — 31/10/14) focus is on

Informing & facilitating all parties who should respond
as an Irish Water account holder to do so;

— Owner / Occupiers in respect of their “homes”

— Owners In respect of their vacant properties

— Tenant / Occupiers in respect of their place of residence

Irish Water does not require property owners to
provide information in respect of their rented occupied
properties during the application campaign.

Post application campaign property owners will be
provided an opportunity to advise lrish Water of
properties neither vacant nor occupied by them and for
which no campaign response has been received
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Application Form Design

The design of the forms (printed and online) brings together
requirements from DECLG, CER and DPC.

Irish Water DECLG

(Coordination and customer o
acceptance) (Ministerial direction rules)

Application

form design

CER DPC

(Water charges plan inputs) (Data protection statements)




Direct Mail Material

Application pack

A4, 4 page Personalised
English Form (letter, form &
DD Mandate)

* A4, 4 page Generic Irish Forr
(letter, form & DD Mandate)

« A5 Booklet, Irish & English, =
48 pages

« C5 Business Reply envelope

« (Cbx Carrier envelope
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Application Form
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T Ty—

4 Whit type of plped waber supply o5 Chis preparty have? Tk al that pphy. 12 Your telephoie number(st
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Application Guide

*  Who are we?

*  What do | need to do?

« Water services charges

« Guide to completing the application form
* Section A: Account holder information

* Section B: Water services

« Section C: Water services allowances and charges
* Section D: Contact information

* Section E: Services for vulnerable customers

* Section F: Declaration

« Section G: Data protection

« Section H: Payment options
* Be water smart

* Managing your account . =
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On-line Response

« The Irish Water website water.ie will have an online portal
that will enable the customer to provide their information on a
24/7 basis

« The online form will reflect the content and sequence of the
direct mail form.

 The online form enables the customer to complete an
application in 6 easy steps.

* The functionality of the online portal will mitigate against
certain customer input errors, such as number of occupants
being less than the number of children.




Contact Centre Response

Team of 300 + advisors to handle applications

— Transact phone applications, key-punch forms, assist with web-portal
applications

Dedicated customer number

— 1890 448 448 for applications.

Extensive Hours of Operation

- 8am to 8pm daily (Monday to Sunday)

Secure / Hi-tech. mailroom facility established
— Kofax and Laserfiche scanning solution
— forms scanned on receipt & accessible for advisors to check

— process already in place in Abtran for NDLS (National Driver License
Support).

17
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Advertising Activity



Marketing Communications Strategy

A fully integrated public information campaign designed to build a high
level of national awareness. Lead channels: TV and Radio. Support

coverage: Digital Display and Press.

19 Aug - 31 Aug
Pre Validation

(Prepare Consumers)

Application pack
coming in Sept

Everyone is required to
apply by closing date

Ways to apply

Cumulative coverage
across all channels will
reach 96% of the adult
population. On average
people will see or hear

this phasel5 times.

1 Sept — 06 Oct
Validation
(Call to Action)

Pack on the way
How to apply

Application number,
PIN & PPSN needed

Apply by deadline

Cumulative coverage
across all channels will
reach 97% of the adult
population. On average
people will see or hear

this phase 33 times.

17 - 28 Oct*
Reminder
(Call to Action)

Everyone to apply by
deadline Friday 31 Oct

How to apply

Cumulative coverage
across all channels will
reach 96% of the adult
population. On average
people will see or hear
this phase13.5 times.
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* Animated style:

— Universal appeal,
— Simplicity and flexibility; and
— Low-cost production

* Transmission times / spread ... sample

staTion Bl bDavE4 DATE TIMEE] secBEl PROGRAMME -
Davelre Thu 21/08/2014 18:22:02 20 TOP GEAR 11 (BBC &)
TLCIreland Thu 21/08/2014 18:25:00 20 MASTERCHEF AUSTRALLA (SERIES 1)
MTVIre Thu 21/08/2014 18:29:44 20 CATFISH: THE TV SHOW
ComCenXlre Thu 21/08/2014 18:29:46 20 TWO AND A HALF MEN
ComCenlre Thu 21/08/2014 18:40:57 20 FRIEMNDS
TLCIreland Thu 21/08/2014 19:10:00 20 SAY ¥YES TO THE DRESS 4
Picklre Thu 21/08/2014 19:11:00 20 STARGATE ATLANTIS S1 RELICENCE (JUNE 2012)
ComCenlre Thu 21/08/2014 19:25:55 20 TWO AMND A HALF MEM
TLCIreland Thu 21/08/2014 19:40:00 20 SAY ¥YES TO THE DRESS 2
Ellreland Thu 21/08/2014 19:56:17 20 E! NEWS
AtRaceslre Thu 21/08/2014 19:57:00 20 RACEDAY LIVE
ComCenlre Thu 21/08/2014 20:10:34 20 FRIENDS
MTVIre Thu 21/08/2014 20:13:38 20 TEEM MONM 2
Goldire Thu 21/08/2014 20:14:09 20 OPEM ALL HOURS (4)
IDIreland Thu 21/08/2014 20:25:00 20 FOREMSIC DETECTIVES 6
Skyllre Thu 21/08/2014 20:26:15 20 GOT TO DAMNCE 505
Challenlre Thu 21/08/2014 20:42:30 20 POINTLESS SEASOM 1{ EPS 2 - 5 AND 7 TO 30)
Ellreland Thu 21/08/2014 20:55:00 20 KEEPING UP WITH THE KARDASHIANS
TW3 Thu 21/08/2014 21:25:00 20 FROM PARIS WITH LOVE
Alibilre Thu 21/08/2014 21:30:39 20 RIZZOLI & ISLES (4) (HD)




Press & Digital Advertising

Your Irish Water
application pack
is coming soon.

From September, Irish Water will be sending every home in Ireland
an application pack. It contains information on how to confirm
your household details and apply for water services allowances.

Every household should apply by 31st October 2014
to be billed accurately.

Safeguarding your water for your future.
For more information please contact us.

e o e

water.ie 1890 448 448
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Key Takeaways



How The Water Sector Can Help?

Remember Payment of Charges = Funding for our Services

Know the campaign basics & please ....

— clarify ... packs in September — reference your application & PIN no’s

— encourage ... response as early as possible & by end-October latest
via water.ie, Reply Paid Post or by phone to 1890 448 448

— remind ... liability from 01/10/14 & first bill in January 2015

Provide “service” when family friends & neighbours who know you work
in the water sector ask ...

— please familiarise yourself with the campaign and FAQ-type material

— please find-out / get-back with information you don’t know ( do ask
Customer Operations in lrish Water)

— please direct customers to water.ie & the Irish Water Contact Centre
for more information



What Pack Recipients should do?

 Respond to Irish Water
— to exclude yourself If appropriate
— to avall of relevant allowances
— to register your circumstances / preferences
— to ensure accurate / appropriate billing

« Respond sooner rather than later

— to secure full value of 1st annual household
allowance

 Respond viathe web-portal where possible
— 24hr service for convenience / availability



