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DECLARATION 

OF 

SPECIFICATION 

ENTITLED 

CUSTOMER COMMUNICATIONS FOR UTILITIES — A UNIVERSAL DESIGN APPROACH 

 

AS 

 

THE IRISH STANDARD SPECIFICATION FOR 

 

CUSTOMER COMMUNICATIONS FOR UTILITIES — A UNIVERSAL DESIGN APPROACH 

________________________ 

 

NSAI in exercise of the power conferred by section 16 (3) of the National Standards Authority of Ireland 
Act, 1996 (No. 28 of 1996) and with the consent of the Minister for Jobs, Enterprise and Innovation, 
hereby declare as follows: 

1. This instrument may be cited as the Standard Specification (Customer Communications for Utilities 
— A Universal Design Approach) Declaration, 2019. 

2. (1) The Specification set forth in the Schedule to this declaration is hereby declared to be the standard 
specification for Customer Communications for Utilities — A Universal Design Approach. 

 (2) The said Standard Specification may be cited as Irish Standard 374:2019 or as I.S. 374:2019. 
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This document has been prepared by NSAI/TC023 "Universal Design Standards Consultative Committee"  

Utility Suppliers, public sector organisations, Universal Design experts and representatives of disability 
and older persons' organisations contributed to its development. 

It is intended for use by Utility Suppliers but could be used by other organisations that want to improve 
the design of their written, verbal and digital communications. 

This document supersedes SWiFT 9:2012 Universal Design for Energy Suppliers. SWiFT 9 will be 
withdrawn on publication of this document. 

The requirements in this document can enable an organisation to meet applicable statutory and 
regulatory requirements related to the Universal Design of customer communications. This document 
does not purport to include all the necessary provisions of a contract and the user is responsible for its 
correct application. 

Compliance with an Irish Standard does not of itself confer immunity from legal obligations. 

 
  

Foreword 

In line with international standards practice the following representation of numbers and numerical 
values apply: 

• The decimal point is shown as a comma ( , ) throughout this Irish Standard. 

• Each group of three digits reading to the left or to the right of a decimal sign are separated by 
a space from the preceding digits or following digits respectively. 
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No two utility customers are the same. They can have a diverse range of characteristics, capabilities and 
preferences. This document is about how to implement Universal Design in communication with utilities 
customers in order to address this diversity. 

A Universal Design approach is a process used by organisations that prioritises customer accessibility 
and usability needs by involving users (customers) and addressing relevant Universal Design Principles 
and Guidelines.  

Clause 4 specifies requirements and recommendations for the application of a Universal Design approach 
to the planning, design, development and provision of customer communications for utility products and 
services.  

Clause 5 specifies design requirements for written, verbal and digital communication. These design 
requirements help to ensure that customers can access, understand and use the communications, 
regardless of their age, size, ability or disability. 

Annexes support the understanding of the requirements in this document. They contain information 
about: the business case for applying a Universal Design approach; integrating Universal Design into the 
procurement process; a listing of the Universal Design Principles and Guidelines; user/customer 
characteristics, capabilities and preferences; and a tool for aligning the Universal Design Principles with 
customer communications for utility products and services. Three further annexes contain guidance on 
the design of written, verbal and digital communications respectively.  

S.I. No.  463/2011 requires the application of the principles of Universal Design to: 

a) all products and services offered or provided to final customers, and 

b) communications with final customers.  

Achieving the requirements in this document can enable an organisation to meet applicable statutory and 
regulatory requirements related to the Universal Design of customer communications. 

  

Introduction 
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Schedule 

Customer Communications for Utilities — A Universal Design Approach 

1 Scope 

This document provides requirements and recommendations for the application of a Universal Design 
approach in the development and provision of customer communications for use with utility products 
and services. 

This document enables an organisation to provide mainstream customer communications in relation to 
products and services so that they can be accessed, understood and used by all people regardless of their 
age, size, ability or disability. 

This document promotes a Universal Design approach to achieve accessibility and usability in 
mainstream customer communications and interoperability of these with assistive technology. 

This document can enable an organisation to meet applicable statutory and regulatory requirements 
related to accessibility and Universal Design of customer communications. 

2 Normative references 

The following documents are referred to in the text in such a way that some or all of their content 
constitutes requirements of this document. For dated references, only the edition cited applies. For 
undated references, the latest edition of the referenced document (including any amendments) applies. 

I.S. EN 301 549:2018, Accessibility requirements for ICT products and services 

3  Terms and definitions 

For the purposes of this document, the following terms and definitions apply. 

accessibility 
extent to which products, systems, services, environments and facilities can be used by people from a 
population with the widest range of user needs, characteristics and capabilities to achieve identified goals 
in identified contexts of use 

Note 1 to entry: Context of use includes direct use or use supported by assistive technology 

[SOURCE: I.S. EN ISO 9241-112:2017, 3.15, modified note] 

alternative format 
different realisation or presentation which may make products and services accessible by the use of 
another modality or sensory ability 

[SOURCE: ISO 28803:2012, 3.5] 

assistive technology 
equipment, product system, hardware, software or service that is used to increase, maintain or improve 
capabilities of individuals 

Note 1 to entry: Assistive technology is an umbrella term that is broader than assistive products. 
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