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FOREWORD

The Rivers Agency is responsible for managing the drainage and flood defence aspects of Northern Ireland’s extensive network of rivers and watercourses. In so doing we help to improve social and economic conditions in Northern Ireland. In particular, we aim to reduce the risk to life and damage to property from flooding from rivers and the sea and we facilitate drainage of agricultural land and land used for commercial or housing development.

As Chief Executive I am committed to continuous improvement in the delivery of our services and to high standards of quality in all our work. You can expect a professional, efficient and courteous approach in all your dealings with us. This Statement tells you about our service, the standards we aim to achieve, and what to do if things go wrong. We will monitor our achievements against the standards set and publish the results in our Annual Report.

More detailed information about our work is published in our Corporate and Business Plans which are available, free of charge, from our offices on request.

J R HAGAN

Chief Executive
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WHAT WE DO

Drainage and Flood Defence

· We aim to reduce the risk to life and damage to property from flooding by constructing and maintaining flood defences. 

· We maintain certain sea defences which protect land and property from flooding from the sea.

· We ensure that water flows freely in Northern Ireland’s main rivers and certain other smaller watercourses.  This is necessary to alleviate flooding and to assist field drainage.  In open watercourses our works include clearing deposits of silt and gravel which build up naturally and slow the flow of water.  We remove debris such as fallen trees if the flow in a river channel is being inhibited.

· We maintain many underground or piped watercourses which flow through our towns and cities.  These are known as culverts. Where there is a risk of debris blocking culverts the entrances to them are usually protected by metal screens known as grilles.  We repair or rebuild defective culverts and clear debris from grilles as necessary.

· We carry out improvements to watercourses so that they can cope with extra rain water run-off from new housing and industrial developments throughout the country.

· We monitor and regulate water levels on Lough Neagh and Lough Erne, taking account of the needs of farming, boating, fisheries, commercial and conservation interests.  We consult with these parties as necessary.

· In the event of flooding from a watercourse we will try to help you protect your property.

We only carry out work on approved or “designated” watercourses and sea defences.  This is a term that applies to about 6,758 kms of main rivers and smaller watercourses in Northern Ireland and some 26 kms of sea defences.  Watercourses and sea defences may be designated or de-designated only by the Drainage Council for Northern Ireland.  This independent statutory body includes representatives from District Councils, drainage, agriculture, industry, fishery, tourism and environmental interests.

If you consider that an undesignated watercourse should be designated for future maintenance at public expense you have a right to refer the case to the Drainage Council for decision.  In such circumstances you should send written details of the watercourse to the Secretary to the Drainage Council at the address given at the back of this booklet.  We are committed to treating all our customers equally regarding decisions to invest public money on drainage and flood protection works.

We do not compensate for flooding losses arising from the accidental overflowing of a river or culvert.
Conserving the Natural Environment

· We plan and carry out drainage works with care and respect for the environment and for fishery interests.  Our staff are fully trained in environmentally sensitive ways of working on rivers. 

· At the planning stage we identify and assess the importance of any effects the work could have on the environment.  If there are likely to be major effects we will prepare and publish for comment an environmental statement explaining the possible effect, and what we propose to do to reduce this.

· In carrying out works we try to avoid disturbing plant and animal habitats.  If disturbance is unavoidable then careful replanting and rebuilding of animal habitats is carried out.  We liaise closely with fishery interests in the timing and manner of drainage works in order to protect and, where appropriate, enhance fish life.

WHERE TO FIND US

Our Headquarters are at Hydebank in Belfast and we have Regional Offices in Lisburn covering the East of the Province and in Omagh covering the West of the Province. 

Area Offices in the Western Region are based in Coleraine and Omagh, with a sub-office at Riversdale, Ballinamallard covering the Fermanagh sub-area. The Area Offices in the Eastern Region are based at Lisburn and cover Greater Belfast and Lisburn while the Armagh area is located at Craigavon.

Addresses can be found at Appendix 2.
OTHER ORGANISATIONS DEALING WITH WATER
Water supply and storm and foul sewerage

All matters relating to water supply and storm and foul sewerage are the responsibility of Water Service.  (Storm sewerage is the drainage system that conveys rain water from a developed area to a discharge point into a watercourse).  The Water Service is an Executive Agency of the Department for Regional Development with Headquarters at Northland House.  The address and telephone numbers are given at Appendix 3.
Water Pollution

Pollution incidents are dealt with by the Environment and Heritage Service which is an Executive Agency of the Department of the Environment.  The Water Quality Unit is located in Calvert House.  The address and telephone numbers are given at Appendix 3.

YOUR RESPONSIBILITIES
· If you are the occupier of land through which an undesignated watercourse flows, you must clean the watercourse as necessary to keep the water flowing in the channel.  If you do not do this, properties upstream may suffer drainage disability.

· If you wish to discharge to a watercourse, build in, over or under a watercourse or do anything which would increase or restrict the flow of water, you must submit proposals in writing to us for approval.  Our consent is necessary to protect others from being adversely affected by your actions.

· We have enforcement powers to ensure you comply with these requirements.  We will offer advice to help you understand the regulations and explain the circumstances where you would be expected to comply with them.

CUSTOMER SERVICE STANDARDS
Our standards of service are set out below.  These will be displayed in all our public offices.  The standards will be monitored and our performance against them will be published in our Annual Report.  We train our staff in customer care to make sure they understand and apply our standards when dealing with customers.

Contact with Our Staff

· We aim to provide an efficient, friendly and helpful service.

· Our offices are open from 9.00 am to 5.00 pm, Monday to Friday.  Outside these hours we operate a 24 hour telephone service at our Area and Sub-area Offices for you to report flooding incidents.

· All staff will give their names when speaking to you by telephone and in correspondence.

· We will answer telephone calls within 10 seconds (within normal working hours).  If the first person you speak to can not deal with your enquiry, you will be passed to someone who can.  If we have to call you back we will do so within one working day.

· Personal callers are welcome to our offices during office hours.  You may wish to make an appointment to ensure that the right person is available to talk to you.  We aim to see you within 10 minutes of the agreed appointment time.
· If we need to visit you at home or place of business, we will make an appointment with you that is convenient for both you and us.  If we are going to be late or find that we cannot keep an appointment we will let you know at least one day in advance.  We will then arrange a new time to suit you.

· All field staff will carry photographic identification.

· If you write to us with a general query, you can expect to receive an acknowledgement within 3 days and a reply within 15 working days of your letter reaching us.  If a detailed investigation is required, we will let you know the likely duration of delay, keep you informed of progress and respond as soon as we can.

Flooding Incidents
· In the event of a flooding incident we will aim to help you minimise the damage to your business or property.  The telephone numbers to report a flooding incident are:

Eastern Region
Lisburn

028 92606100





Craigavon

028 38399111


Western Region
Omagh

028 82254900





Coleraine

028 70342357





Ballinamallard
028 66388529

· Outside office hours your calls will automatically be put through to a member of our staff or a recorded message will tell you what number to ring.

· We will advise you what to do and let you know when you can expect assistance. We will send staff and equipment to the you as soon as we can. The time you have to wait will depend on how many other incidents we have to deal with at the same time. Our aim is to attend 80% of watercourse related flooding incidents within 3 hours of receiving the call

(
If the flooding is not watercourse related and needs to be investigated by another Public Authority, we will advise you which Body to contact.

Drainage Problems
· We will aim to clear reported blocked grilles, which are our responsibility, within one working day.

· If you ask us to investigate a watercourse related drainage problem, we will examine the problem and give you a response within 15 working days.  Where the investigation takes longer than 15 days, we will advise you when to expect our response.  If the problem cannot be resolved by us we will explain the reasons.

· If your property will be directly affected by a Drainage or Flood Alleviation Scheme, we will arrange to visit you at least 2 weeks in advance of the start of the works to discuss how you will be affected.  We will cause as little inconvenience and damage as possible when carrying out work on your property.  We will reinstate your property after completing works or pay compensation for any damage caused.

· We may also need to enter your land to get access to a work site or to inspect, survey or maintain a watercourse.  All our visits and inspections will be carried out with the least possible disruption to you and your property.  Our staff will carry identification and authorisation for you to see.  We have legal powers of entry to private land but we always prefer to come to an agreement with you beforehand when we need to undertake works.

Consents
· When you apply to us for consent to discharge stormwater to a watercourse or for approval to carry out any works likely to affect flow in a watercourse, a decision on your application will be made within 3 months of receipt of all necessary information.  We will agree upon a response period with you for any complex cases which may take longer.

KEEPING YOU INFORMED
· Details of all our major schemes are displayed in advance of works commencing in your local District Council office or local community hall or library.  Proposed schemes and maintenance works will also be published in the local Press and the Belfast Gazette.

· Where drainage works are likely to have a significant impact on the environment, we will prepare an Environmental Statement and invite conservation bodies and other interests to comment.  We will also advertise if we do not intend to prepare an Environmental Statement on the impact of the works.

· You may comment on any proposed scheme by writing to the Agency within 28 days of the date of publication of the details in the Press and we will take your views into account.  You may also question our decision if we have not prepared an Environmental Statement or are proposing to proceed with an environmentally sensitive project on which an environmental statement has been prepared. To support your concerns you may give any environmental information or comment you feel should be taken into account.

· Information about our work programmes will also be published in our Corporate and Business Plans and Annual Report.

· We follow the Open Government Code of Practice on Access to Government Information and European law on Freedom of Access to Information on the Environment.  These give you a right of access to certain official information including environmental information on projects.  We will respond to simple requests within 15 days of receipt.  Requests for detailed environmental information under the European Law on Access to Information on the Environment will be responded to within 2 months of receipt.

· In most cases information will be free of charge.  If we have to undertake significant research work, a charge may be payable.  In these circumstances, we will tell you how much it will cost before we undertake any additional work, to allow you to decide whether you wish to have the information.

PUTTING THINGS RIGHT
Our Commitment 
We are an organisation committed to providing our customers with high quality standards of service.  We welcome your comments on the quality of service you received and your suggestions on how we can improve our service. 

Complaints 

Please tell us if you are unhappy with the quality of our service.  We will look at your complaint in a positive way, dealing with it as quickly as possible.  We 

will fully and fairly investigate your complaint, keep you informed of progress, offer a full explanation of the circumstances and take appropriate action.  We also want to know how we can put things right.  We therefore want to learn from our mistakes so that we can improve the quality of the service we provide to you.  Please note this complaints procedure does not include appeals about Departmental decisions nor does it include matters of policy or legislation which are the direct responsibility of the Minister. 

How you make a complaint 

You can make a complaint in person, by letter, by fax, by e-mail, by telephone or by text-phone.  It is important when contacting us, that you provide as much information as possible.  This will assist us in investigating your complaint quickly and efficiently. 

We will deal with complaints in the following way: 

• Step 1 – Initial complaint 
The first thing you should do is contact the officer with whom you were dealing with or the local manager and give them details of your complaint.  They are best placed to deal with your complaint quickly.

• Step 2 – Your complaint has been investigated but you are still not satisfied 
If you are not satisfied with our response to your complaint, you can refer the 

matter to a senior manager who has not previously been involved in the matter 

and who will investigate your complaint.  We will give you their name and address in our response to your initial complaint.
• Step 3 – Still not satisfied, what can I do? 
If you feel that the senior manager has not responded to your complaint satisfactorily, you can write to the Chief Executive of the Agency, who will oversee a further investigation of your complaint.  He will be assisted in this by a panel including a person independent from the Department.  The reply you receive from the senior manager will tell you whom to contact.  Contact details for each of the steps in the procedures are outlined at Appendix 1.
How quickly will we deal with your complaint?
At each step of the process we will endeavour to: 

• Acknowledge all written complaints within 3 working days of receipt; and 

• Provide a full response to both verbal and written complaints within 15 working days of receipt.
If it is not possible to provide a full response to you within 15 working days we will let you know why and tell you when you can expect a full response.
If we are responsible 
Although we do everything we can to get things right, occasionally we may get things wrong. If this happens, we will: 

• Explain what has gone wrong; 

• Apologise for our mistake; 

• Take appropriate action to put things right. 

What to do if you are still not satisfied 
If you have received a final reply from the Chief Executive and you remain unhappy, you can ask a Member of the Assembly (MLA) to refer your complaint to The Assembly Ombudsman for Northern Ireland.
The Ombudsman provides a free service and is totally independent of the Government.  He has wide legal powers that enable him to investigate complaints against Government Departments and their Agencies.
Usually the Ombudsman will expect you to have used our complaints procedure before he will consider your case. 
You can contact the Ombudsman 

In writing to: The Ombudsman, 

  Freepost BEL 1478, 

  Belfast, BT1 6BR 

By calling at: The Ombudsman’s Office, 

  Progressive House, 

  33 Wellington Place, 

  Belfast, BT1 6HN 
By telephone: 028 9023 3821 or 

   Free phone 0800 343424 

By fax:
   028 9023 4912 

By e-mail:
  ombudsman@ni-ombudsman.org.uk 

Or by visiting their website on 

http://www.ni-ombudsman.org.uk 

What to do if you have a complaint
Please tell us about it
STEP 1
· Contact the officer with whom you were dealing with or the local manager.  

STEP 2

· If you are not happy with their response write to the senior manager responsible.  

STEP 3

· If you are still not happy write to the Agency Chief Executive. 
If you have received a final reply and you remain unhappy, you can ask a 

Member of the Assembly (MLA) to refer your complaint to The Assembly 

Ombudsman for Northern Ireland. 

WHAT TO DO IF YOU DO NOT AGREE WITH OUR DECISIONS (OR THOSE OF THE DRAINAGE COUNCIL)

There may be times when you do not agree with our decisions.  You have several avenues of appeal, depending on the circumstances, as follows:

· If the Drainage Council has refused your application to designate a watercourse you may appeal to the Lands Tribunal within 28 days of being notified of the decision.  (The Lands Tribunal address is at Appendix 3).

· If you are unhappy about a decision of the Drainage Council to de-designate a watercourse, so transferring future maintenance responsibility back to landowners, you have a right of appeal to the Lands Tribunal within 28 days of being notified of the decision.

· The Lands Tribunal is also the route of appeal if you cannot reach agreement with us on the amount of compensation due to you in the event of damage to your property as a result of our drainage works.

· If you receive a notice requiring you to maintain an undesignated watercourse you may object by writing to us at your local Rivers Agency Office within 21 days.  (Please see addresses at Appendix 3).  If we do not accept your objection then you may refer the matter to the courts.

· You have a right to object within 28 days to our published environmental decisions either that (a) a drainage project does not have significant environmental effects warranting the preparation of an environmental statement or (b) a project with significant environmental effects described in an environmental statement should proceed. In these cases any unresolved objections will be referred for determination by the Water Appeals Commission (see address at Appendix 3). 

· If you disagree with any other decision we have taken you should write to the Chief Executive at the address given at Appendix 3.

IMPROVING OUR SERVICE
· We are committed to maintaining high standards of quality in the delivery of our services.  We will conduct surveys to evaluate the services we offer and we aim to respond positively to feedback.  We will take account of the results of surveys so that we can improve our service and survey results will be published in our Annual Report.

· If we make any changes to our standards or introduce new standards, we will publish these in our annual Business Plan.

· If you have any comments or suggestions about our work please pass these to the Chief Executive (see address given at Appendix 3).

HELP US TO HELP YOU
· Tell us immediately if you notice any blocked watercourses or grilles.

· Tell us if you notice any damage at any of our installations and report any safety hazards immediately

· Never enter a construction site or interfere in any way with sluice gates or other flood control structures.

· Be careful near deep water and keep strict control over children.

· Please contact us if you have any questions about a watercourse.  We will always endeavour to answer your queries in an informative, timely and efficient manner.
APPENDIX 1
RIVERS AGENCY – CONTACT DETAILS FOR COMPLAINTS 


Contact points for each of the steps in the procedures are as follows:-


Step 1

· Gerry Hogg, Agency Headquarters, Hydebank (Tel 02890 253385)

· Rhoda Henry, Western Region covering Omagh, Enniskillen, Coleraine and Plant Unit offices (Tel 028 82254900)

· Jennifer Campbell, Eastern Region, covering Lisburn and Armagh offices (Tel 028 92606100)

Step 2

· Sharon Walker, Agency Headquarters, Hydebank (Tel 028 90 253366).

· Jackie Harte, Western Region covering Omagh, Enniskillen, Coleraine and Plant Unit offices (Tel 028 82254900).

· Jacqueline Campbell, Eastern Region covering Lisburn and Armagh offices.(Tel 028 92606100)

Step 3

· Christine McMullan, Agency Headquarters Hydebank covering all Rivers Agency (Tel 028 90 253381)

Addresses of each of the Agency offices can be found on Appendix 2
APPENDIX 2
AGENCY OFFICES
Agency Headquarters

Hydebank

4 Hospital Road

BELFAST BT8 8JP

Tel: 028 9025 3355

Fax: 028 9025 3455

Western Region


Eastern Region
Regional Office


Regional Office

Woodside Avenue


Ravarnet House

Gortin Road



Altona Road

OMAGH



LISBURN

County Tyrone


County Antrim

BT79 7BS



BT27 5QB

Tel: 028 8225 4900

Tel: 028 9260 6100
Fax: 028 8225 4901

Fax: 028 9260 6111

Coleraine Office


Armagh Office
37 Castleroe Road


44 Seagoe Industrial Estate

COLERAINE


CRAIGAVON

County Londonderry

County Armagh

BT51 3RL



BT63 5QE

Tel: 028 7034 2357

Tel:  028 3839 9111

Fax: 028 7032 0628

Fax:  028 3839 9113

Fermanagh Office

Plant Unit
Ballinamallard


44 Seagoe Industrial Estate

ENNISKILLEN


CRAIGAVON

County Fermanagh


County Armagh

BT94 2NA



BT63 5QE

Tel: 028 6638 8529

Tel: 028 3839 9100

Fax: 028 6638 8972

Fax: 028 3839 9112

APPENDIX 3
OTHER ADDRESSES
Chief Executive


Secretary to the Drainage Council

Rivers Agency


River Agency


Hydebank



Hydebank


4 Hospital Road


4 Hospital Road


BELFAST BT8 8JP

BELFAST BT8 8JP


Tel: 028 9025 3440

Tel: 028 9025 3357


Fax: 028 9025 3455

Fax: 028 9025 3455


Water Service


Environment and Heritage Service

Head Office



Calvert House


Northland House


Castle Place


3 Frederick Street


BELFAST BT1 1FY


BELFAST BT1 2NR

Tel: 028 9025 4754

Tel: 028 9024 4711

Fax: 028 9025 4700


Fax: 028 9035 4888

After Hours:

Water Service customer

Water Pollution Incidents


Enquiries and emergencies,
and Emergency Services


Call the



Tel: 028 9075 7414


WATERLINE 0345 440088

Lands Tribunal for

The Ombudsman

Northern Ireland


Write to:


Law Courts



The Ombudsman


Chichester Street


Freepost


BELFAST BT1 3JJ

BELFAST BT1 6BR


Tel: 028 9032 7703

(No stamp required)

Fax: 028 9023 7451

Or call at:






Progressive House


Water Appeals Commission
33 Wellington Place


Park House



BELFAST BT1 6HN


87/91 Great Victoria Street
Freephone 0800 669933


BELFAST BT2 7AG

Fax: 028 9023 4912

          Tel:  028 9024 4710

           Fax: 028 9031 2536
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