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Glossary of Terms

	Term
	Definition



	Drinking Water
	Water intended for human consumption, as defined in the Drinking Water Regulations

	Drinking Water Regulations
	SI 278 of 2007, “European Communities (Drinking Water) Regulations, 2007” (or most recent version, if this is superseded)

	Drinking Water Incident
	Any event or occurrence which the Director of Services, acting in conjunction with the HSE if necessary, decides is of sufficient seriousness to require the activation of this Drinking Water Incident Response Plan

	Drinking Water Incident Management
	The range of procedures and processes deployed to manage a drinking water incident.

	Drinking Water Incident Response Plan (also referred to as ‘the Plan’)
	A plan prepared by a Water Services Authority to document the procedures, processes and information to support the management of a Drinking Water Incident.

	Hazard
 
	Any phenomenon with the potential to cause direct harm to members of the community, the environment or physical infrastructure, or being potentially damaging to the economic and social infrastructure.

	Impact1 
	The consequences of a hazardous event being realised, expressed in terms of a negative impact on human welfare, damage to the environment or the physical infrastructure or other negative consequences.

	Major Emergency1 
	Any event which, usually with little or no warning, causes or threatens death or injury, serious disruption of essential services, or damage to property, the environment or infrastructure beyond the normal capabilities of the principal emergency services in the area in which the event occurs, and requiring the activation of specific additional procedures to ensure effective, co-ordinated response.

	Morbidity
	The rate of incidence of a disease

	Water Services Authority
	Under Section 2 of the Water Services Act, 2007 a "water services authority" means ‘a County Council or a City Council as defined in the Act of 2001, and, subject to such exceptions as may be prescribed, and where the context permits, any references to a

sanitary authority or local authority in any legislation, in so far as it

relates to functions of that authority in relation to water services,

shall be regarded as a reference to a water services authority’

	Risk
	The combination of the likelihood of a hazardous event and its potential impact.


Abbreviations

	Abbreviation
	Definition



	DBO
	Design Build Operate

	DoEHLG
	Department of Environment, Heritage and Local Government

	DWIM
	Drinking Water Incident Management 

	DWIRP
	Drinking Water Incident Response Plan

	EPA
	Environmental Protection Agency

	GWS
	Group Water Scheme

	HSE
	Health Services Executive

	MEP
	Major Emergency Plan

	PMS
	Performance Management System

	PWS
	Public Water Scheme

	WHO
	World Health Organisation

	WSNTG
	Water Services National Training Group

	WSP
	Water Safety Plan

	WTW
	Water Treatment Works

	
	


1. policy statement

[Guidance Document Section 10.1]
[insert policy statement from County/City Manager]

2. USING THIS DOCUMENT

This Drinking Water Incident Response Plan was prepared with the aid of the "Guidance on Preparing & Implementing a Drinking Water Incident Response Plan", published by the Water Services National Training Group (WSNTG) in November 2007.

[In this Template, italic text in square brackets has been included to assist in completing the Plan and should be deleted when the Plan is complete. In addition the Template contains prompts that refer to specific sections of the Guidance Document for advice. These prompts are also shown in square brackets and are coloured green.]
The Drinking Water Incident Response Plan Manager (DWIRP Manager), in preparing this Plan, will refer to the Local Authority’s Major Emergency Plan (MEP), as serious incidents may be scaled up to MEP status.

The document is structured such that the main body of this Plan will only be altered following a formal review, whereas the information contained in the Appendices will be maintained on a continuous basis by the Drinking Water Incident Response Plan Manager (DWIRP Manager). Full details on individual Water Supply Schemes is contained in Appendices C1 – C4. Lists of available resources, welfare facilities and Mutual Aid procedures are included in Appendices E1, E2, E3 and E4. 

The Plan comprises three types of actions;

· Those associated with routine actions, which are not associated with incident response

· Those associated with incident response
· Those associated with post-incident follow up
Figure 2.1 shows the relevant sections associated with each of these categories.
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Figure 2.1: Using this Document

3. Roles and Responsibilities IN THIS PLAN

The Organisational Structure provided in Appendix A1 outlines the normal reporting arrangement for the Water Services Section of [XXX] [County/City] Council.

In the context of the implementation of this Plan, the following key roles and responsibilities are identified within the Authority during normal operations:

· [County/City] Manager – overall responsibility for preparation of the Plan and the allocation of resources to implement the Plan

· Director of Services [note: taken to mean Deputy City Engineer for Dublin City Council] [insert appropriate Directorate] –

· responsible for ensuring that the Plan is maintained

· responsible for the decision to escalate an incident such that activation of the Plan is required (in consultation with the HSE if so required)

· Rural Water Liaison Officer – responsibility for ensuring that the relevant information in the Plan is disseminated to the group scheme sector

· Drinking Water Incident Response Plan Manager –

· Preparation of the Drinking Water Incident Response Plan

· Maintenance of the Drinking Water Incident Response Plan

· Coordination of resources required to implement the plan

· Training personnel within the Water Services Authority
· Testing of the Plan

The above duties relate to the normal operation of the service to the customer. The definition of roles and responsibilities during a Drinking Water Incident are different and are set out in Section 6. 

4. Risk ASSESSMENT 

[Guidance Document Section 6]

A risk assessment for drinking water supplies has been carried out for [XXX] [County/City] Council. The risk matrix is included as Appendix A2, and outlines the results of the Risk Assessment carried out by [XXX] [County/City] Council with regard to Drinking Water Incident Management.

The Risk Matrix consists of four zones, the first three of which require action.

· Zone 1 - Prevention or Mitigation 

· Zone 2 - Planning & Preparedness 

· Zone 3 - Extendibility Zone where hazards are extremely/very unlikely and do not therefore warrant specific preparedness, but can be responded to by extending the arrangements of the emergency management plan

In addition there is Zone 4, which is considered to pose negligible risk and is managed by routine procedures separate from the Drinking Water Incident Response Plan.

5. CLASSIFICATION OF AN incident

[Guidance Document Section 8.1]
Once a potential or actual incident has been identified in accordance with the procedures in Appendix A3, the incident will be assessed, categorised and declared in accordance with the procedures below.

Consider the potential impact (i.e. the full extent to which the incident might escalate) rather than just the current situation when assessing and categorising incidents.

Not all water supply events require activation of the Drinking Water Incidents Response Plan. A clear communications protocol and decision process is required to ensure early incident identification and appropriate escalation. If the Director of Services, in consultation with other senior personnel within the Local Authority, and the HSE if necessary, decides that an event is to be escalated to the status of a Drinking Water Incident, the incident shall be classified into one of two categories as follows:

Amber (medium severity) – An event requiring the formal response of declaring an incident, and the appointment of appropriate role specific personnel as part of an Amber Team. Limited assistance may be required from outside the Local Authority but the incident will be managed and controlled at a local level by an Incident Controller, appointed by the Director of Services.

Red (high severity) – An event requiring the formal response of declaring an incident, and the setting up of a Red (Strategic) Team to deal with the strategic, policy and resourcing issues. The Red Team will have responsibility for overall management of the incident, but recovery and customer support issues will be managed on a local level by Local Co-ordinators. Red incidents will require the appointment of an Incident Manager by the Director of Services.
To assist in the classification of incidents, Table 5.1 will be consulted. The triggers contained within any incident classification table are definite levels at which predetermined responses must be invoked. This should not preclude the earlier escalation in appropriate situations.
Table 5.1 Incident Categorisation Table

	TYPE OF INCIDENT
	AMBER (MEDIUM SEVERITY)
	RED (HIGH SEVERITY)

	WATER SUPPLY DISRUPTIONS
	
	

	No water for less than 8 hours
	[insert appropriate thresholds, refer to Guidance Document, Section 8.1]
	[insert appropriate thresholds, refer to Guidance Document, Section 8.1]

	No water for longer than 8 hours
	
	

	Public Health Risk – Boil
	
	

	Public Health Risk – Don’t Drink
	
	

	Public Health Risk – Don’t Drink or Bathe
	
	

	Severe Dirty Water (No health risk)

(e.g. Manganese / Iron)
	
	

	FLOODING
	
	

	Major Burst
	
	

	Major Burst
	
	

	ENVIRONMENTAL
	
	

	Source Pollution
	
	

	Chemical release to atmosphere (incl. chlorine)
	
	

	Dams
	
	

	OTHER
	
	

	Public Interest
	
	


6. INCIDENT RESPONSE TEAMS

6.1 Team Structures 

[Guidance Document - sect. 8.2.2]

The level of resources required for incident response depends on the nature of the incident. In general, the resources that will be dedicated to the response to a Drinking Water Incident depend on whether an incident is classified as Amber or Red.

Amber Incidents will require the formation of an Amber Team, requiring the appointment of appropriate role specific personnel to manage the incident. If liaison with the HSE is required, this will be carried out by appointing a HSE Liaison Representative on the Amber Team. The Amber Team will be co-ordinated by an Incident Controller, who will be supported by the appropriate Senior Engineer. The position of Incident Controller will be filled by an appropriate person within the local authority, who will be delegated the authority to manage the response.

Red Incidents will require a two-tier team structure. The lower level (Amber Team) will manage the incident on a tactical level, under the control of the Incident Controller, while the Incident Manager (appointed specifically for the incident by the Director of Services) will be responsible for the overall management of the incident and his Red Team will deal with strategic, policy and resourcing issues. The Red Team will consist of appropriately experienced and trained personnel from the Local Authority, the HSE Liaison Representative, and other senior personnel who will co-ordinate the management of the incident response. For Red Incidents, functions relating to Information and Resources/Support will be managed directly by the Red Team (rather than by Local Co-Ordinators as with an Amber Incident).

For drinking water incidents that have been also declared a Major Emergency, the Incident Manager will instead take strategic guidance from the Crisis Management Team (nominated under the Major Emergency Plan for the local authority).

The structure of the Amber and Red Teams are shown in Figures 6.1 and 6.2 respectively.

Figure 6.1 Amber Team Structure

[image: image4.jpg]mouchel "



 

Figure 6.2 Red Team Structure
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6.2 Team Roles

All roles identified in this plan will be assigned to individuals in the team even if there is no apparent requirement for the role at present. In small incidents or where roles are not onerous, multiple roles may be assigned to a single individual. The titles used in this plan should be used to avoid confusion.  Where the need for a role not detailed in the plan is identified, it should be clearly defined and all Red and Amber Team members notified of the title and scope of the role.

Amber Team roles in an Amber Incident
· Senior Engineer – Provide support and guidance to the Incident Controller, monitor the progress and management of the incident and keep appropriate senior staff advised.

· Incident Controller – managing response in Amber incidents and tactical control of the incident response in Red incidents

· Recovery Co-ordinator – responsible for restoring normal service

· Customer Support Co-ordinator - responsible for delivery of alternative services to customers 

· Information Co-ordinator – responsible for internal and external communications in Amber incidents

· Resources & Support Co-ordinator – responsible for organising and procurement of resources (manpower, plant etc.) in Amber incidents

Note that for many minor incidents some of these roles will undertaken by a single person.
Red Team roles
General responsibilities of the key members of the Red Team are as follows:

· Director of Service - Provide support and guidance to the Incident Manager, monitor the progress and management of the incident and keep appropriate Council Officials advised.

· Incident Manager – overall management of the incident response

· HSE Liaison Representative – co-ordination of liaison with HSE
· Press officer – co-ordination of liaison with the press
· Co-ordination Centre Manager – to set up and maintain the co-ordination centre
· Recovery Manager – management of the task associated with restoring normal service (Recovery Co-ordinator will report to Recovery Manager)

· Customer Support Manager - management of the task associated delivery of alternative services (Customer Support Co-ordinator will report to Customer Support Manager)

· Information Manager – takes on the role of Information Co-ordinator for a Red Incident
· Resources Manager - takes on the role of Resources & Support Co-ordinator for a Red Incident
These roles are fully described below.

Director of Service

Mission – ‘To ensure the Council delivers an effective response to the Incident’

Key objectives -

· Appoint appropriate Incident Manager

· Define the Incident Manager’s objectives, scope of delegated authority and any constraints

· Provide ongoing advice and support to Incident Manager

· Activation of ‘Major Emergency Plan’ if required

· Ensure incident response is focused on meeting customer needs

· Assist with media interview

· Update key Council officials

· Monitor effectiveness of the strategic response

· Ensure that an appropriate post incident investigation/report is undertaken

Incident Manager (IM)

Mission - “To sustain public confidence in water supply in the Water Services Authority’s functional area”

Key objectives -

· Restore normal water service to customers.

· Deliver the required alternative customer support services.

· Meet Customer, Stakeholders and Media Information needs. 

· Manage the logistic resources to support the above three Objectives.

Supporting principles -

· Balance the day to day business needs with the resolution of the unplanned disruption.

· Sustain close collaboration with the appropriate heath professionals and other key external agencies and stakeholders.

· Maintain a communications network for information exchange to support decision-thinking.

· Maintain tight prudence in the use of all resources.

· Act with integrity for the common good.

Critical success factors

· Protect public health.

· Meet customer expectations

· Satisfy stakeholder needs.

· Manage media relations.

· Sustain environmental integrity.
· Maintain goodwill.
HSE Liaison Representative

Mission - ‘To ensure that in conjunction with HSE the most appropriate health protection strategy is developed’

Key objectives -

· Ensure that throughout the incident all relevant data is available to the health protection team for assessing the risk to public health

· Assist in developing the health protection strategy

· Ensure that the Incident Manager is made aware at the earliest possible opportunity of any risk control measures to be implemented

· Ensure that any public messages are co-ordinated with and where appropriate approved by the health protection team

· Ensure that the health protection team considers at the earliest opportunity the ‘exit strategy’ for removal of any restrictions on the use of the public water supply

Supporting principles -

· Sustain close collaboration with the appropriate heath professionals.

· Sustain close collaboration with the Incident Manager.

· Act with integrity for the common good.

Critical success factors

· Protect public health.

· Accurate and timely analytical data

· Consistent media and public messages 

Press Officer

Mission - To assess reputation issues and provide guidance to the Incident Manager on the best strategy for managing media relations

Key objectives -

· Assess the climate outwith the Council, examining the opinions of customers, stakeholders and the press

· Provide advice to the Incident Manager on the climate information and suggest strategies for dealing with reputation issues 

· Liaise with the Information Manager and Press Information staff to ensure that messages being issued will have a positive impact on the reputation of the Council

· Liaise with health protection group to assess the impact of any release of information from the them

· Continually assess the issue of information during the incident with a view to changing the reputation strategy, if and when required

Supporting Principals

· Act with integrity for the common good

· Challenge, verify and validate accuracy of information.

· Collaborate with the Incident Manager, press information staff and health protection team to develop reputation incident resolution strategies

· Constantly assess customer and stakeholder information to support decision-thinking

· Devise a collection and dispersal plan for information.

· Sustain network of relationships with customer, stakeholders and media.

· Maintain a communications network for information exchange to support decision thinking.

Critical Success Factors

· Anticipate need.

· Maintain accuracy and consistency.

· Meet Customer expectations

· Meet defined timelines.

· Seek the truth.

· Satisfy stakeholder needs.

· Manage media relations.

· Maintain goodwill.

Co-ordination Centre Manager

Key responsibilities

· Setting up the centres facilities

· Providing adequate administrative support

· Assigning rooms and resources

· Limiting access to the main incident room to appropriate staff

· Ensuring status boards are maintained and record are being kept

· Arranging any replacement or additional equipment and facilities

· Production of minutes and briefing notes

· Ensuring that the communications function of the main incident room is not disrupted and that ad-hoc meetings are removed to a separate location

· Ensuring adequate catering and other welfare arrangements are in place
· Monitoring working hours of Incident Centre staff and arranging replacements
Recovery Manager 

Mission - to restore water and service to customers without delay

Key objectives -

· Provide accurate and timely information which defines the area affected, the severity and the likely duration of the interruption to normal service

· Restore any unplanned disruption of the network operation without delay.

· Restore any unplanned disruption of the treatment operation without delay.

· Provide timely and accurate scientific sampling logistics, lab sampling and WQ regulator liaison to support informed remedial decisions.

· Maintain infrastructure information to facilitate health protection decisions

Supporting principles -

· Determine and communicate accurately the nature of disruption.

· Seek to minimise service disruption to customers without delay. 

· Sustain close liaison with Customer Support, Information and the Resource Co-ordinators.

· Collaborate with the Incident Manager to develop Recovery strategies.

· Maintain an information exchange network to support decision thinking.

· Maintain prudence in the use of all resources.

· Act with integrity for the common good.

Critical success factors

· Protect Public Health.

· Meet Customer expectations

· Seek innovative speedy solutions.

· Estimate with accuracy.

· Find creative solutions

Customer Support Manager 

Mission - to restore water and service to customers without delay

Key objectives - to deliver the following according to the emergency plan and response strategy:

· alternative bottled water supplies 

· tanks and tankered water supplies 

· leaflets 

· posters

· agreed loudhailer message 

Supporting principles:

· Deploy all Customer Support resources & equipment to the right place and within the agreed timeframe. 

· Sustain close liaison with Recovery, Information and Resource Support Commands

· Collaborate with the Incident Manager to develop incident resolution strategies

· Maintain an information exchange network to support decision thinking

· Maintain prudence in the use of all resources

· Act with integrity for the common good.

Critical success factors:

· Meet Customer expectations

· Accuracy of deployment.

· Sustain morale of teams.

· Meet defined timelines.

· Achieve performance targets.

· Match resources with need

Information Manager
Mission - to meet the information needs of Customer, Stakeholders and Media.

Key objectives - to deliver the following according to the emergency plan and Incident Communication Framework: -

· Complete accurate message drafting.

· Meet customer information needs through Contact Centre activity.

· Maintain internal information need.

· Sustain political and regulator liaison.

· Provide key accounts / SME with data to support client operations.

· Manage press information.

· Maintain customer information

Supporting principles

· Devise collection and dispersal plan of information.

· Sustain network of relationships with customer, stakeholders and media.

· Collaborate with Recovery, Customer Support and Resource & Support Commanders

· Challenge, verify and validate accuracy of input information.

· Collaborate with the Incident Manager to develop incident resolution strategies.

· Maintain an information exchange network to support decision-thinking. 

· Constantly assess customer Stakeholder information to support decision-thinking

· Act with integrity for the common good

Critical success factors:

· Meet Customer expectations

· Meet defined timelines.

· Seek the truth.

· Be accurate

· Maintain consistency.

· Anticipate need

Resources Manager 

Mission - to manage the logistics support to achieve the Incident Manager’s Objectives 1, 2 and 3

Key objectives 

· Source, activate, brief and deploy the necessary plant & transport assets to sustain the emergency operation.

· Source, activate, brief and deploy the necessary personnel to sustain the emergency operation.

· Source, activate, brief and deploy the necessary facilities to sustain the emergency operation.

· Source, activate, brief and deploy the necessary GIS, Procurement and IT support to sustain the emergency operation

Supporting principles:

· Acquire the logistics resources from preferred suppliers.

· Liaise with human resources to acquire sufficient manpower to support the mission. 

· Attempt to meet the logistic needs of the Customer Support Commander.  Where unsuccessful identify shortfall of resources as soon as possible

· Collaborate with the Incident Manager to develop incident resolution strategies.

· Maintain an information exchange network to support decision-making.

· Act with integrity for the common good

Critical success factors:

· Accuracy of deployment.

· Sustain morale of teams.

· Meet defined timelines.

· Achieve performance targets.

· Match resources with need

7. supporting Procedures

7.1 Co-Ordination Centre

[Guidance Document Section 8.4]

In any incident where there is significant customer support or notification (temporary water supplies, leafleting etc.) the Amber team must be close to the mobilisation centre for effective management. Adequate communication facilities will be provided.  

In a Red Incident a separate location will be chosen for the location of the Red Team. This location must be convenient for members of the Red Team, key external agencies and must have adequate facilities available.
Appendix A4 gives a list of possible sites for incident centres and details of the facilities available at each.

7.2 Curtailing Water Consumption

[Guidance Document Section 8.10]
The decision to curtail or restrict use of the public water supply will be based on the perceived risk to public health. This is in principle a risk based medical decision and will be taken in collaboration with the appropriate health professionals.

Under Article 9 (Protection of Human Health) of the new Drinking Water Regulations (SI 287 of 2007) the making of a decision that a water supply constitutes a danger to public health is taken ‘subject to agreement with the Health Service Executive’.

Protocols for Co-Ordination with HSE are included in Appendix A5. Standard leaflets and letters for communicating a curtailment of water consumption are contained in Appendix B4.

7.3 Mobilising Resources 

Following declaration and classification of an Amber Incident the Incident Controller will determine the personnel to be assigned to the various roles in the Incident Response team and will contact them. For Red Incidents, this will be assigned to the various co-ordinators by the Incident Manager.

The following time targets shall apply.

	During office hours
	· [insert as appropriate, best practice suggests 30 mins for Co-ordination Centre to be opened and staffed with team members immediately available]

· [insert as appropriate, best practice suggests 1 hour for remainder of the team to be in place]

	Outside office hours
	· [insert as appropriate, best practice suggests 1 hour for Co-ordination Centre to be opened and staffed with team members located within 10 miles of the Co-ordination Centre]

· [insert as appropriate, best practice suggests 2 hours for remainder of the team to be in place]


The timeframes outlined above should not preclude any emergency measures that are necessary for the management of the incident to protect public health in the interim.

7.4 Incident Log

[Guidance Document Section 8.7]
All incident team personnel must maintain a personal incident log. A pro-forma for an Incident Log sheet is provided in Appendix A9. It is the responsibility of the Incident Controller and in a Red incident, the Incident Manager to ensure that appropriate incident logs are maintained. This Incident Logs are extremely important documents and may be considered as evidence and reviewed in any post incident enquiry.

7.5 Incident Safety, Health and Welfare

[Guidance Document  Section 8.12]

It is the responsibility of all that members of the incident team to ensure that health, safety and welfare standards are maintained during the emergency.

Special consideration should be given to –

· Staff working hours

· Temporary work locations

· Abnormal duties

· Rest facilities

· Driving and travel arrangements

· Catering

· Stress

The Council’s policy on Health & Safety issues during incident response is included in Appendix A8.

7.6 Customer Support
[Guidance Document Section 8.11]

Protocols for the provision of static tanks is included in Appendix D1, while guidance on the use of bottled water is included in Appendix D2.

7.7 Standing Down the Incident Team 

[Guidance Document Section 8.14]

The decision to stand down the incident team for an Amber Incident will be taken by the Incident Controller in consultation with the Senior Engineer.

The decision to stand down the incident team for a Red Incident will be taken by the Incident Manager in consultation with the Director of Service, taking into consideration the advice of the HSE representatives on that team.

It is the responsibility of the Incident Manager/Controller to ensure that all appropriate personnel and external agencies are advised that the incident has been stood down and normal business arrangements resumed.

8. CommunicationS 

One of the key issues associated with the management of a drinking water incident is the effective use of communications. Protocols have been developed for communications during a Drinking Water Incident, and these can be sub-divided into inter-team communications and external communications.

8.1 Initial Communication of the Incident

The initial report of a problem is quickly communicated to the Director of Service, who will decide if the incident is to be escalated. Contact numbers of key personnel are included in Appendix A6. The first report of the incident can be received in many ways and the protocols for transferring this information are set out in Figure 8.1.
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Figure  8.1 Communication Protocols for Initial Incident Reporting

8.2 Inter-Team Communications
Inter team communications divide into 3 main categories –

· Commands/Instructions

· Situation Reports

· Information sharing and liaison

Commands

Commands/instructions should always be issued down the chain of command and any variation or clarification sought from one’s immediate superior. Commands should not be accepted from any other source regardless of the seniority of the individual issuing the command.

Situation Reports

Situation reports should be passed directly up the chain of command, links in the chain should not be bypassed. Situation reports should be condensed/summarised as they are passed up the chain so that the level of detail is appropriate at any given point.

Information sharing and liaison

The incident team structure does not preclude liaison and information sharing across the team outwith the command structure. It is essential that the flow of necessary information is not restricted and delayed by being passed up and down command chains.

[Guidance Document Section 8.2.3]
8.3 External Communications 

For Red Incidents, the authority will consider the appointment of a Press Officer. This person would have the power to delegate responsibility to other persons, technical or otherwise as appropriate, to handle media communications. Communication protocols have been identified and are included in Appendix B1.

8.5 Leaflet Drop 

The contents of any public information leaflet will be determined by the Information Manager/Co-Ordinator in conjunction with HSE if appropriate

Personnel identified for leaflet drops are identified in Appendix A6. Guidance on leafleting customers is included in Appendix D3.

8.6 Website

Where the Incident Controller deems appropriate for Amber Incidents, and in all Red Incidents, the local authority will provide a clearly accessible special link on the local authority website’s front page to provide regular information to the general public. It is the responsibility of the Information Manager/Co-Ordinator to manage updates on the website in accordance with the procedures outlined in Appendix B5.
For Red Incidents, the content of updates on the website must be approved by the Incident Manager.

8.7 Radio and Printed Media

All requests from radio stations for information or interviews will be dealt with by the Information Team in consultation with the Incident Controller (Amber) or the Incident Manager (Red). Guidelines for dealing with the media are outlined in Appendix B3.
8.8 Aertel

Press updates for Aertel, if this medium is used, will be approved by the Incident Controller (Amber) or the Incident Manager (Red) and HSE if necessary. Information will be updated at regular intervals.

8.9 Call Centres

For Red Incidents, the Incident Manager will decide if it is appropriate to set up a dedicated call centre. Procedures for setting up a call centre are identified in Appendix B6.
8.10 Sensitive Customers

Customers with special requirements during a drinking water incident are identified in Appendix B2. It will be the responsibility of the Information Team to ensure that these persons are contacted as a matter of priority.

9.  Site and Event Specific Arrangements and Plans

Special arrangements have been identified for specific classes of incidents, over and above those outlined in general in this Plan.

Appendix A7 lists specific arrangements for these classes of incidents.
10. Preparation of the Incident Report 

For all Red Incidents, a formal Incident Report should be considered. An Incident Report may also be prepared for an Amber Incident, particularly where an important lesson can be learned in relation to the management of drinking water supply incidents. Resources are to be allocated by the local authority after an incident to complete this report, which should be published by the local authority within 3 months of de-escalation. To facilitate this procedure, a post-incident debrief will be required within a few days after incident has been de-escalated.

An Incident Report should contain the following sub-sections as a minimum.

· Description of the Incident (scale, severity etc.)

· Detailed History of the Incident

· Incident Management Procedures Employed

· Liaison with External Agencies

· Communications

· Lessons Learned

The preparation of the incident report will be co-ordinated by the DWIRP Manager unless the task is specifically assigned elsewhere by the Director of Service.

11. Training and Rehearsal

[Guidance Document Section 8.6]
[Guidance Document Section 10.4]

A training and rehearsal programme will be developed by the DWIRP Manager to ensure that suitably trained and rehearsed personnel are available to implement this plan

12. Review of the Incident Plan

The Drinking Water Incident Response Plan is to be maintained by the designated Drinking Water Incident Response Plan Manager within the local authority. This maintenance primarily involves keeping all scheme data up to date, and this should be carried as necessary, but in any event at least annually. The Plan should also be updated after any major incident or post incident report to take account of lessons learned.

The Incident Plan is to be formally reviewed on a 5 yearly basis. It is the responsibility of the appropriate Director of Services to instigate this review.

Appendices

A. GENERAL

A1. Water Services Authority Organisation Chart
A2. Risk Matrix

A3. Escalation Procedures

A4. Incident Co-ordination Centres

A5. HSE Protocols

A6. Master List of Contacts

A7. Site and Event Specific Arrangements

A8. Safety, Health and Welfare Guidance

A9. Incident Log Sheet

B. INFORMATION
B1. Communication – Protocols

B2. Sensitive Customers

B3. Guidance on Dealing with the Media

B4. Standard Leaflets and Letters

B5. Web Update Procedures

B6. Call Centre Procedures

C. RECOVERY
C1. Public Water Supply Scheme Details (incl. contacts)

C2. Group Water Scheme Details (public supply) (incl. contacts)

C3. Group Water Schemes Details (private supply) (incl. contacts)

C4. Private Service Providers (DBO contractors)

D. CUSTOMER SUPPORT
D1. Guidance on Deployment of Water Tankers

D2. Guidance on Use of Bottled Water

D3. Guidance on Distribution of Leaflets

E. RESOURCES
E1. List of Equipment Available (internally/externally)

E2. Specialist Contractors and Suppliers

E3. Welfare Facilities

E4. Mutual Aid Procedures

Appendix A1

Water Services Authority Organisation Chart 

Appendix A2 

Risk Matrix
Appendix A3

Escalation Procedures
[Developed in accordance with Section 8.3 of the Guidance Document]

Appendix A4

Incident Co-ordination Centres

[Developed in accordance with Section 8.5 of the Guidance Document]

Appendix A5

HSE Protocols

[Developed in accordance with Section 8.10 of the Guidance Document]

A5.1: Protocols for Communication with Health Services Executive
Contact point in HSE:
___________________________ [suggest Medical Officer of Health]

Contact point in Local Authority:________________[suggest Senior Engineer, Water Services]

Protocols for Initiation of Communication with HSE (if incident first discovered by Local Authority)

_________________________________________________________

_________________________________________________________

_________________________________________________________

Protocols for Restriction of Water Usage

_________________________________________________________

_________________________________________________________

_________________________________________________________

A5.2: Protocols for Inter Team Communications
Protocols

_________________________________________________________

_________________________________________________________

_________________________________________________________

_________________________________________________________

_________________________________________________________

A5.3: Protocols for Media Communications
Protocols

_________________________________________________________

_________________________________________________________

_________________________________________________________

_________________________________________________________

_________________________________________________________
Appendix A6

Master List of Contacts

 [This list should include all key internal and external contact details]

[Internal

· Directors of Service, Senior Engineers and other key managers in the authority

· Nominated incident team members

· Other staff contacts

· Volunteer staff for various duties

· Key site telephone numbers

External

· Political

· Emergency services

· Regulators

· Civil defence

· Health Services Executive

· Laboratories

· Technical specialists

· Weather stations

· Insurers/loss adjusters

The list is indicative only as an aide memoir]
Appendix A7

Site and Event Specific Arrangements

A7.1:
Chlorine spill

[insert specific arrangements]

A7.2:
Cryptosporidium outbreak

[insert specific arrangements]
A7.3:
Bacteriological contamination 

[insert specific arrangements]
A7.4:
Severe Weather / Flooding 

[insert specific arrangements]
A7.5:
Emergencies involving Hazardous Materials

[insert specific arrangements]

A7.6:
Other [as appropriate]
[insert specific arrangements] 

Appendix A8

Safety, Health and Welfare Guidance

[Developed in accordance with Section 8.12 of the Guidance Document]

Appendix A9 

Incident Log Sheet

Appendix B1 
 

Communication – Protocols

[Developed in accordance with Section 8.2.3 of the Guidance Document]

Appendix B2 

Sensitive Customers

Appendix B3 

Guidance on Dealing with the Media

[Developed in accordance with Section 7.6 of the Guidance Document]

Appendix B4 

Standard Leaflets and Letters

Appendix B5 

Web Update Procedures

[Developed in accordance with Section 7.7 of the Guidance Document]

Appendix B6 

Call Centre Procedures

Appendix C1

Public Water Supply Scheme Details

Appendix C2

Group Water Supply Scheme Details (public supply)

Appendix C3

Group Water Supply Scheme Details (private supply)

Appendix C4

Private Service Providers (DBO contractors)

Appendix D1

Guidance on Deployment of Water Tankers
[Developed in accordance with Section 8.11 of the Guidance Document]

Appendix D2

Guidance on Use of Bottled Water
[Developed in accordance with Section 8.11 of the Guidance Document]

Appendix D3

Guidance on Distribution of Leaflets
[Developed in accordance with Section 7.5 of the Guidance Document]

Appendix E1 

List of Equipment Available (internally/externally)
Appendix E2 

Specialist Contractors and Suppliers
Appendix E3 

Welfare Facilities
[Developed in accordance with Section 8.12 of the Guidance Document]

Appendix E4 

Mutual Aid Procedures
[Developed in accordance with Section 10.2 of the Guidance Document]
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