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ESB holds a unique position in society. We are 
more than a business: we’re part of the fabric of the 
communities we serve. We’ve built power stations and 
brought electricity to every home, in even the hardest 
to reach rural areas. From our people out in the fi eld 
to our call centre advisors and everyone working hard 
with them, all of us are known and trusted by our 
customers to provide the power they need to run their 
homes and workplaces. 

And now we are embarking on our boldest mission 
yet: helping customers and communities to move to 
a low-carbon energy future. ESB has the track record 
to make this ambition a reality and we are trusted by 
society to make it happen. We’ve always been creating 
a Brighter Future, and because of where the world is 
going, creating a Brighter Future today means leading 
the transition to a low-carbon world.

WORKING TOGETHER 
TOWARDS A BRIGHTER FUTURE
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For over 90 years, people from all walks of life have 
depended on ESB to keep their homes and businesses 
running. To be trusted with something that vital is a 
unique privilege. Now, with our plans for a Brighter 
Future, we have a bigger responsibility too: to get clean 
energy right for the prosperity and happiness of future 
generations.

Society has high expectations of ESB. We are being 
trusted to build a sustainable future – and we want to 
live up to that trust. We are leading the transition to a 
lower-carbon world in the way we generate and supply 
clean energy. In the services and products we offer 
customers, we are helping them to reduce carbon in 
their everyday lives . It’s a once-in-a-lifetime opportunity 
for us, and a huge responsibility to the customers and 
communities relying on us to make it happen.

To get it right for them and for us, we need to shape 
better ways of working together; taking the right 
decisions and following the right actions every time 
because the work we do affects people’s lives and 
livelihoods. It also has an impact on us and our 
colleagues in ESB. It goes well beyond who we are as 
individuals and teams – so the way we work at ESB is 
especially important.

We are ambassadors of ESB and a Brighter Future and 
can make decisions and take action to build something 
better, together. That’s an incredible opportunity for 
each of us, and we can all be rightly proud to play our 
part in it.

OUR ROLE IN SOCIETY
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At the heart of our organisation lie the strong and 
deeply felt values that have guided everything 
that we’ve done, right from the start. Now, as the 
world is changing, our industry is transforming, 
our place in it is evolving and there has never 
been a greater need to be true to ourselves. In 
this complex, disruptive world Our Values will 
keep us close to everything we have stood for 
at ESB and the qualities that have made us who 
we are. Having strong, shared values helps us to 
grow and develop, and to create the future we 
want to be part of. 

Our Values are our guide

Because values guide the way we work at ESB  
we’ve looked at them in the context of the kind  
of business we need to be to meet the 
challenges ahead, to deliver a Brighter Future. 

We have policies and procedures which set high 
standards for responsible business practices, in 
everything from ethics to safety. Policy will only 
take us so far: and no single policy document can 
ever anticipate all the situations we could find 
ourselves in at work. Working together,  
Our Values, Our Code and our Group Policies 
help us to know what’s expected of us, 
understand what that means for each of us  
and helps us choose the right thing to do. 

WHY DO WE NEED VALUES?

Our ESB values represent 
everything we have always 
stood for, guiding the way 
we work, our actions and 
our decisions. By living  
our values, each of us  
plays our part in building 
ESB’s future.

Pat O’Doherty
Chief Executive
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So we need Our Values to give us guidance 
for everyday decision-making and action, 
steering us when we need to use our own 
judgement. It’s up to each of us to show 
leadership, do the right thing, and bring our 
whole selves to work. It’s part of our job to 
ask ourselves, and each other: “Is this the 
right thing to do?”. Just because “things have 
always been done this way”, does that make 
it right? We can all find new ways of working, 
collaborating, sharing ideas and challenging 
the way things have been before. 

By using values to navigate our working lives, 
we can ensure that ESB continues to be a 
great place to work.

WHY DO WE NEED VALUES?
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When we fi nd ourselves asking “what’s the 
right thing to do here?”, Our Values help 
us to stop and think, guiding us to make 
the right choice.

OUR VALUES
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WE’RE 
COURAGEOUS
Each of us is prepared to challenge 
the way we’ve always done things, 
stand up for what we feel is right 
and try better ways of working.
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What do we mean by ‘courage’ at ESB?

This is an important moment for 
our customers, our industry and our 
society. It’s up to us to lead the way 
in achieving our ambition, to have 
courage in our convictions and to 
stand up for what’s right. Every 
one of us has a responsibility and 
the opportunity to shape ESB into 
a business we can all be proud of.

What does it mean for me?

I am proud to take responsibility for 
my decisions and actions. I choose to 
do the right thing and to take a stand 
when things aren’t being done in the 
right way or a safe way. I’m prepared 
to challenge “the way we’ve always 
done things” and to try better ways 
of working. I know that being 
brave and facing up to challenging 
situations leads to improved 
outcomes for my customers, my 
colleagues and my community.

When I am courageous I…

• Choose to call out unsafe behaviour

•   Think about the consequences of my 
actions

•  Actively share my ideas and collaborate 
with others

•  Ensure I work within the laws and fulfi l my 
obligations

• Push to fi nd new ways to work together

•  Dare to have challenging conversations 
that will help me and those around me 
achieve our aims

•  Stand up for what’s right and resist peer 
pressure

•  Take ownership of customer issues and 
ensure they have a positive experience

•  Have honest conversations by actively 
listening 

How do I recognise being courageous at 
ESB?

•    How do you react when you see something 
unsafe happening?

•    When have you seen someone make brave 
decisions at work? What happened?

•    Are there times where you’ve had to stand 
up for what you feel is right? How did it 
have an impact on the situation?

•    How does being courageous in your role 
affect customers? Is there more you could 
do?

•    When have you collaborated with people 
outside your team to achieve something 
important to ESB?

WE’RE COURAGEOUS



WE’RE 
CARING
We’re putting customers current 
and future needs at the heart of 
what we do and we keep ourselves 
and others safe and healthy.
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WE’RE CARING

What do we mean by ‘caring’ at ESB?

At ESB, we are woven into the 
fabric of the communities we serve. 
We know these communities, and the 
people who are a part of them, so we 
care about their future, and meeting 
their needs. We also care about 
ourselves and those who work with 
us – working safely, always. We want 
to look the next generation in the eye, 
knowing that we have done all we can 
to leave a positive legacy and build 
a Brighter Future for everyone.

What does it mean for me?

I care about the people around me 
– my customers, my colleagues and 
my community – and I know that 
a little kindness and humanity helps 
everyone, including me. I care about 
keeping myself healthy and safe, and 
I help others to do that too. The 
quality of my work is important and 
I take care to get it right: I want to be 
proud of what I’ve done at the end of 
every day.

When I am caring I…

•    Keep myself safe and look out for my 
colleagues too

•   Treat people with respect 

•   Embrace diversity by including others

•    Take pride in the work that I do and 
recognise the contribution of others 

•    Look after the natural world, minimising 
my impact and encouraging others to do 
the same

•    Listen to customers and colleagues to 
understand their viewpoint and their 
needs

•    Volunteer my time in my community to 
make a difference 

•    Safeguard our company and its reputation 
by doing the right thing

How do I recognise being caring at 
ESB?

•    Have you shown that you care for your 
colleagues by making things safer or 
healthier for them? 

•    In your role, have you seen how being 
caring towards customers has an impact 
on how they feel about ESB?

•    Can you think of a time where including 
others has changed the way you work 
together for the better? 

•    Have there been times where you gave 
help and listened to those who needed it?

•    How do you recognise the contribution 
that your teammates make?
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WE’RE 
DRIVEN
We bring passion and persistence 
to what we do everyday, 
innovating and collaborating 
to meet the challenges and 
opportunities ahead.
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What do we mean by ‘drive’ at ESB?
We approach every day with 
the energy, passion and persistence 
to make our business more effi cient 
and sustainable for the long term. 
We do our very best to make a 
genuine difference for our customers, 
our colleagues and our communities, 
continuously looking for ways in 
which we can improve our services 
for them.

What does it mean for me?
I want to be proud of what I do, so I 
am driven to get the job done well and 
done safely. I know what it’s like to be 
a customer so I put them fi rst, looking 
for ways to do the best I can. I want 
to play my part in building a Brighter 
Future by sharing new ideas, making 
the right decisions and taking the 
right action.

When I am driven I…

• Go for it! Every small step forward counts

• Constantly look for ways to make it safer

•  Break down barriers that prevent us from 
delivering for our customers

•  Learn fast when things go wrong

•  Generate new ideas to help us change 
and get closer to our goals

•  Look for new ways to improve and 
collaborate

•  Push for what is right, even when it’s not 
always the easiest 

•  Take on new opportunities to realise 
my potential

• See the job through until it’s done

• Respond and adapt quickly

How do I recognise being driven at 
ESB?

•  Do you always have what you need to do 
your role safely – What do you do if you 
don’t?

•  Is there someone who you admire for 
being driven? What makes them stand 
out?

•  Do you regularly try to fi nd new ways of 
doing things?  

•  Have there been times where the risk 
of failure helped push you forward to fi nd 
another way to succeed?

•    Can you think of a time where putting 
customer’s needs at the centre of what 
you do has resulted in a better outcome 
for them?

WE’RE DRIVEN
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We each play our part, taking 
ownership of our responsibilities, 
seeing the job through and 
protecting our own health 
and safety, as well as others’.

12 02

WE’RE 
TRUSTED
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What do we mean by ‘trust’ at ESB?

From the very beginning, we have 
worked hard at ESB to earn trust and 
build reputation with our customers 
and communities by putting their 
needs fi rst. And now, because of that 
effort, we are being trusted by society 
to build a Brighter Future, enabling 
progress, growth and opportunity 
for future generations. It’s a big 
responsibility. We must be able to 
trust in each other, building on each 
other’s strengths and achievements. 
Trust is precious. We’ll continue 
to earn and be worthy of it.

What does it mean for me?

I know that, no matter what my role 
is, being trusted in ESB is defi ned 
by what I do, in every part of ESB, 
everyday. I’m an ambassador for ESB. 
I make sure that people can rely on 
me to do what I say. I know that, in my 
day-to-day work, people depend on 
me. I don’t want to let them, or myself, 
down.

When I am trusted I…

• Do what I say

•  Do the right thing safely no matter where 
I am or what work I’m doing – I’m a safe 
pair of hands

•  Keep people informed, openly and 
honestly

•  Treat customers, colleagues and partners 
as I would like to be treated, with fairness 
and respect

• Take ownership of my responsibilities

• Play my part and never let the team down

•  Keep ESB’s reputation strong because 
I can be depended on to work within laws 
and regulations

•  Think about the impact of my actions 
on colleagues, customers and the 
wider community

How do I recognise being trusted at 
ESB?

•  Are you always aware of how the things 
you do impact on the safety and health of 
people around you? Who do you trust to 
keep you safe and well at work?

•  What do the people you trust have in 
common?

•  Can you remember a time where clear 
communications, particularly when 
navigating change, helped build trust?

•  What do you do that builds trust with 
customers? And what do we all need to 
continue doing to keep that trust?

WE’RE TRUSTED
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STRENGTH AND BALANCE

Our Values complement each other 
and work together as a system, 
strengthening and balancing what we 
do and what we stand for, both in our 
ambitions and our everyday actions. 
Like us, Our Values are more powerful 
when they work together.

COURAGEOUS CARING DRIVEN TRUSTED

BECAUSE WE’RE 
COURAGEOUS…

IN ESB:
We’re growing an even stronger 
ESB to deliver our ambition, 
creating a high performance 
culture and continually improving.

EACH OF US:
We’re prepared to challenge the 
way we’ve always done things, 
stand up for what we feel is right, 
empower others and try better 
ways of working.

BECAUSE WE’RE 
CARING…

IN ESB:
We’re continually putting customers 
current and future needs at the 
heart of everything we do, connecting 
communities with clean low-carbon 
energy solutions.

EACH OF US:
We keep ourselves safe and healthy 
and help others to do that too. 
The quality of our work is important 
and we take pride in getting it right.

BECAUSE WE’RE 
DRIVEN…

IN ESB:
We know we need to move forward 
in a changing industry and we’re 
making our business more effi cient 
and sustainable for the future, 
maintaining our fi nancial strength 
and always pushing for the best 
for our customers.

EACH OF US:
We’re proud of our work and we 
are passionate about getting the 
job done well and done safely. 
Innovating and collaborating is 
how we work to meet the challenges 
and opportunities ahead.

BECAUSE WE’RE 
TRUSTED…

IN ESB:
We’re working to keep our 
reputation strong so that customers 
and communities know they can 
rely on us.

EACH OF US:
We treat people with fairness 
and respect, taking ownership 
of our responsibilities and the 
consequences of our actions. 
We choose to work safely, always.
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We can help each other to do the right 
thing. We are all role models: as ESB 
people, we care about our customers; 
have the drive to fi nd the right solutions 
for them; the courage to lead by example; 
and can be trusted to get the job done. 

DOING THE RIGHT THING, TOGETHER.
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The Way We Work at ESB is about knowing what 
is expected of each of us, understanding what that 
means for us and choosing to do the right thing. 

Our Values, Our Code and our Group Policies help 
us understand and choose the right thing to do, as 
individuals and together.

Knowing 
I know what standards are expected of me, in 
whatever I’m doing.

Understanding 
I understand what I personally must do to meet and 
reach beyond these standards

Choosing 
I choose to take responsibility and do the right thing.

Discover everything you need to know about  
The Way We Work at ESB on the Hub.

DOING THE RIGHT THING,  
TOGETHER.
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ESB Head Offi ce
Two Gateway
East Wall Road
Dublin 3
D03 A995
Ireland
T: +353 1 676 5831
E: info@esb.ie
www.esb.ie

Contact


