Welsh language standards – Policy document
Dŵr Cymru Welsh Water

1. Introduction
Dŵr Cymru Welsh Water is owned by Glas Cymru, a single purpose company with no shareholders. Under Glas Cymru’s ownership, Welsh Water’s only concern is providing high quality water and sewerage services to the communities it serves and protecting the environment.
Welsh Water is the provider of water and sewerage services to 1.3 million household and business premises across our operating area in Wales and Herefordshire. In total we serve around 3 million customers. 
The company’s head office is in St Mellons and there are other offices and operational sites throughout Wales. 
Welsh Water aims to deliver an equally high standard of service to its customers through the medium of both languages.

2. Service Planning and Delivery
When Welsh Water plans and formulates new policies or initiatives, it will assess the linguistic consequences. The company will use new policies and initiatives to facilitate the use of Welsh wherever possible and to implement the principle of equality at every opportunity. 
2.1
Our aim is to provide a reliable and consistent service in line with the standards across each department and service area. 
2.2
All employees will be made aware of the standards through all normal internal communication channels including team briefings, newsletters and internal communication articles. 
2.3
Welsh Water welcomes dealings in Welsh or English and aims to provide an equally effective standard of service in both languages. The principle of delivering an equally high service in both languages will be stated in key documents such as annual reports, customer reports, business plans and policy documents. 
2.4
The Guaranteed Standards of Service Scheme will apply equally to the provision of services in Welsh as well as English. 

3. Dealing with customers
Customers are welcome to correspond with Welsh Water in English or Welsh and a database of customers who prefer to receive correspondent in Welsh will be maintained on Welsh Water’s billing system. 
3.1 
To facilitate corresponding with customers in Welsh, the company’s Communication’s department will maintain and make available to employees an approved list of translators. 

4. Corporate image 
Welsh Water will adopt a full bilingual corporate identity and operate under the name Dŵr Cymru Welsh Water. 

5. Implementing and monitoring
The Directors of Welsh Water are fully aware of the requirements of the standards and will ensure that these requirements are reflected in the provision of customer services by Welsh Waters and its contractors, and they will ensure that all employees of Welsh Water are made aware of the requirements of this scheme. 
5.1
Compliance with the standards will be monitored by the company’s Welsh Language Panel. The Panel will monitor and report to the Executive Board. The Panel has overall responsibility for co-ordinating all activities on the Welsh language standards, but all managers have responsibility for implementing those aspects that are relevant to their business areas. 

