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Foreword

Do you still remember the summer of 2018? 
It was hot. Very hot. We faced once again 
with a long period of drought. This led to 
an acute water shortage. The government 
responded with a ban to prevent the 
wasting of water. Fortunately we never went 
without - and that is partly due to the large 
production capacity of water-link. But we 
have to admit, it was also a challenge for us. 
Certainly when our drinking water supply via 
the Albert canal was challenged by a sunken 
manure boat. For a month we preventively 
took no water from the canal. Our service 
nevertheless persisted: thanks to high-

performance installations, driven employees and 
valuable partnerships with other water companies.

The harsh reality of yesterday forces us to think 
about the challenges of tomorrow. We must dare 
to leave classic paths and explore new horizons. 
And we want to inspire everyone to really use the 
power of water. We will achieve this by following 
three paths. One: continuous innovation. Two: 
investing in smart partnerships. And three: building 
our team of the future. What steps have we 
already taken in 2018? You will discover this in this 
annual report.
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WHAT ARE WE DOING

Water supply to the residential 
market

New websites to inform 
the citizen

In May 2018 we launched www.water-link.
be. Visitors can now discover at a glance 
what we are doing: supplying drinking water 
and industrial water, managing sewers and 
running a laboratory. The website also 
integrates the introduction of Digital Meters: 
participants check their consumption and 

notificiations there. In July 2018 we added 
another e-counter to the site, to take our 
customer service to an even higher level. 
In the meantime, customers are finding 
their way there: between fifty and seventy 
registrations are added each day. What 
users mainly do? Perform simple searches 
and adjust their personal data - when it suits 
them.
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every meter works exactly as it should be: a 
huge success.

In the last quarter of 2018, we started 
installing digital meters at our customers. 
We plan the placements per municipality 
- together with our partner Portofino. Our 
team also installs a digital meter in case of 
necessary repairs. Every customer must have 
one by the end of 2020.

Why do we support digital meter? Because 
it gives our customers a better insight into 
their water consumption. They can compare 
with other similar households. And their bill 
no longer comes as a surprise. Even more 
important: is there a peak in consumption, for 
example due to a leak? Then the customer 
can receive a notification.
Extra benefits of the digital meter:

  comfort - The customer no longer   
 has to write down and pass on   
 the meter readings. The device   
 transmits it remotely.

 quality control - Is there backflow,   
 whereby water flows from the home  
 back to the drinking water network?  
 Then the meter immediately detects  
 this.
 
 safety guarantee - The device warns  
 against the risk of frost. This allows  
 the user to take timely action.

Privacy data protected 
according to GDPR

Digital meters to check 
consumption

As a website administrator you must respect 
the privacy data of your visitors. Certainly 
now that the GDPR law is in force (in full: 
General Data Protection Regulation). It 
regulates the management and security of 
the personal data of citizens. At water-link we 
are completely in line with the regulations. 
For example, we appointed a Data Protection 
Officer (DPO) who protects our organization 
and customers against data breaches and 
other security risks.

By the end of 2020 we want to install a 
digital meter for every customer. With 
this, he can closely monitor his water 
consumption. In April 2017 we started a pilot 
project with a thousand meters. They hang 
in homes now (separately) and apartments 
(collectively). In the basement, on the ground 
floor and other floors. And even in covered 
wells and outdoors. The result? As good as 

Www.waterstoring.be went live in February 
2018. Is there an unexpected interruption 
or a planned work activity in the supply of 
drinking water or sewage? Then the site 
offers an answer to all questions of the 
visitors. What is the matter and what are the 
consequences? Where are water containers 
or standpipes as a temporary solution? And 
when does water come out of the tap again? 
The only thing the customer has to do is type 
in his place of residence or indicate it on the 
map: that is possible around the clock. Does 
he leave his details? Then he will receive 
an e-mail or sms with the current status of 
the interference. The site also offers tips 
for solving problems with your own indoor 
installation.
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Residential market in numbers

102.010 101.116 1.325
processed documents processed calls installed 

waterconnections
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WHAT ARE WE DOING

Sewer management for the 
residential market
Rainwater plans are 
popular

Flooding case sounds the 
alarm

Cities and municipalities must optimize their 
sewerage system to counter flooding issues 
of today and tomorrow. We provide them 
with efficient solutions in rainwater plans. 
In 2016 we have already provided such a 
plan to Schoten and in 2018 also to Kontich. 
Many other municipalities, including Edegem 
and Boechout, expressed their interest in 
working together in 2019.

Intensive support for the city of Antwerp

A few years ago, water-link made a rainwater 
plan for the city of Antwerp. That is just one 
part of her overarching water plan: we also take 
into account, among other things, the changing 
climate factors and as a result the intense rain 
showers (just think of the strong summer storms).

We are also working on a drought study in 
2018 for the city of Antwerp. In it we chart the 
evolution of the groundwater level for the past 

50 years. Based on this, we make an estimate 
of that groundwater level for the future - with 
policy recommendations. For example, we write 
different scenarios to get more water in the pond 
of the city park.

An intense shower can cause flooding. 
Annoying, especially if you don’t expect 
them. That is why we launched the Flooding 
Case pilot project in 2018. Our intention? 
To warn residents at critical moments 
of potential inconvenience via sms or 
email. Based on data that we receive via 
pluviometers and flow measurements in the 
sewers.
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Garden streets bring 
colour

Sewer management in numbers

Together with Aquafin, we are designing 
“garden streets” for the city of Antwerp. 
The ambition? Optimal greening and 
shading of gray streets. In addition, boring 
road pavements make way for plant beds 
and lawns. Local residents get a say in the 
project: in this way we immediately create 
greater support.

36,2 217 419
€ million invested in 

replacement and expansion of 
sewage systems and individual 

water treatment units

km of sewerage 
cleared of which 

107 km preventive 
and 82 km as 
part of Asset 
Management

sewer connections 
installed
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WHAT ARE WE DOING

Water supply to the industry

In 2018, water-link supplied 10,500,000 
m3 of process water to the industry. We are 
already doing this with 8 Induss installations 
that are operational 24 hours a day, which is 
a delivery reliability of almost 100 percent. At 
the end of last year, Induss nv was completely 
integrated in water-link.

In 2018, two large customers in the port of 
Antwerp entrusted us with extra volumes, 
to be supplied by Induss I, the water factory 
on Scheldelaan. This factory will get a fourth 
line. Induss I now produces an average of 
1,250 m3 of ultra pure demi water per hour, 
three times more than in the early years. 
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In the port of Ghent, 2 new contracts 
were concluded with important industrial 
players for the supply of process water and 
demineralised water. They are supplied 
by Induss II, our water factory in the port 
of Ghent. There we are now planning the 
installation of factory Induss II bís. Just like in 
Antwerp, the cluster effect is strengthened 
here too. The result? We can deploy our 
employees even more flexibly and offer our 
customers larger volumes of water.

Since the end of 2018, water-link has also 
been responsible for the process water at 
Kronos in Evergem.

The port of Antwerp announced new 
chemical projects in 2018. That brings even 
more opportunities for our products and 
services. To be continued for sure!

The average availability of the 6 Induss 
production sites is 99.95%.

From 2017 to 2018 our deliveries have 
increased by more than 5%

From 2017 to 2018 our deliveries of bulk 
water increased by 18%

Industrial water supply in numbers
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WHAT ARE WE DOING

Water supply to water companies

Increasing number of 
deliveries

For the second year in a row we had to 
deal with an exceptionally long period of 
drought. Due to this our Aqueduct partners 
Farys and De Watergroep purchased extra 
water from us. This purchase was diminished 
in November - when our drinking water 
supply via the Albert canal was hampered 
due to a sunken manure boat. We first did 
not take water from the canal preventively for 

a month and then adjusted our purification to 
be able to remove the fertilizers
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Collaboration with Pidpa

Collaboration with Farys

Expansion of Zuider 
production

We are entering into an intense partnership 
with water company Pidpa. The construction 
of the DN900 drinking water pipeline 
connects our production centres in Walem 
and Oelegem with Pidpa. By this way, the 
security of supply is greatly increased.

Pidpa is currently building a pumping station 
in Mechelen-Zuid for water-link to supply 
water to De Watergroep in Flemish Brabant. 
We are installing a transport line from that 
station in the direction of Zemst.

On January 1, 2019, Boechout, Kontich and 
Kapellen switched to Pidpa for their water 
supply. Delivery continues through us - which 
immediately increases Pidpa’s purchase from 
us by two million cubic meters per year.

Water-link profiles itself more strongly than 
ever as a water producer and preferred 
supplier in Flanders. In this way we remain 
the largest player in terms of water 
distribution in Antwerp and we occupy a 
strong position within the changing water 
landscape.

Water company Farys is becoming a bigger 
customer. In 2018 it commissioned the 
Opwijk-Asse transport pipeline and a first 
section of Tisselt-Buggenhout. As a result, 
its purchase for 2019 can increase by 12 
million m³ per year.

Our Zuider production in Walem currently 
guarantees a supply of 150,000 m³ of water 
per day. We are now further expanding the 
line with an autonomous energy supply. And 
the local drinking water cellars are expanding 
there with 25,000 m³ of extra storage.
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Key figures
Customers

Rates

Residents operated area

Domestic standard price (per m³)

Drinking water customers

Domestic comfort price (per m³)

Water purification customers

Non domestic flat rate (per m³)

New sewer connections

Drinking water connections

2018

629.423

1,3704

201.499

2,7408

243.675

1,5237

297

594

2017

621.831

1,3437

197.882

2,6874

240.058

1,494

490

505

Water deliveries

Employees

Total produced volume (in m³)

Number of employees

Residential deliveries (in m³)

Total billed volume

Average day volume (in m³)

Number of recruitments

Industrial supplies (in m³)

Length pipeline network in km

Highest day volume (in m³)

Supplies to other water companies: 
Pidpa, De Watergroep, TMVW en Evides (in m³)

145.744.530

504

28.706.703

142.774.899

392.478

77

59.052.518

2.527

474.892

54.015.678

143.571.114

464

30.091.943

132.274.998

382.644

41

56.851.605

2.500

455.166

50.331.450

2018 2017
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Important events in 2018
Waterstoring.be

Hydropower day

Press conference 
on utility 
management

1 february 2018

23 february 2018

18 april 2018

www.waterstoring.be has been online since the beginning of 
2018. The visitor can see at a glance where work activities 
and malfunctions of water-link are in progress.

We organized a Hydropower Day specially for our 
employees. In the Ter Elst congress centre (Edegem) they 
heard from the management our vision for the future, our 
dream. And that is: inspire everyone to really use the power 
of water.

Under our feet it is teeming with water and gas pipes, 
sewers and electricity cables. This infrastructure requires 
optimum management and maintenance. That works even 
better if you map the facilities digitally. Water-link is now 
fully occupied with this, together with Fluvius (gas and 
electricity) and Integan (cable network). In April, chairman 
André Gantman presented the project to the press - 
together with Koen Kennis, the chairman of Integan and 
IMEA.
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Cleantech 
Forum Europe
14 mei 2018

In 2018, the Cleantech Forum Europe took place in 
Antwerp. During three days, companies that contribute to 
a better environment with their technology, gathered in the 
city. On 14 May the group visited our Induss I installation in 
the port of Antwerp. There a word of explanation was given 
about the innovative operation of our water factory. CCO 
Frank De clercq also explained our vision and strategy on 
sustainability at the Cleantech Forum Europe.

Renewed website

Information 
moment for 
municipalities

World cities summit

28 may 2018

29 may 2018

29 may 2018

In May, www.water-link.be received a complete makeover. 
Visitors can now discover at a glance what we are doing: 
supplying drinking and industrial water, managing sewers 
and running a laboratory. Previously that information was 
spread over four websites: water-link.be, induss.be, rio-link.
be and water-link-laboraty.com. Moreover, the updated 
website is now in a user-friendly and modern design.

Together with other utility companies, water-link bundles 
the underground pipes in the Antwerp region into one 
digital map. On 29 May we invited the municipalities 
concerned to the information session “Integrated utility 
management, what does this mean for your municipality?”

Last summer, Singapore hosted the World Cities Summit. 
At that biennial meeting, governments and companies 
are given a platform to brain storm about sustainable 
challenges in cities. We shared our knowledge about water 
reuse, rainwater plans, integrated utility management and 
proactive flood detection.
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Spread the water
July and august 2018

Water-link inspired the people of Antwerp to drink tap 
water! Our Spread The Water team set off last summer 
to promote tap water. That happened on the Meir, in the 
Hyundai Fan Village of the Red Devils, on Sfinks Mixed, 
on the Pride Parade and at the festive reopening of the 
Herentalsebaan. In total, 21.511 visitors enjoyed a cup of 
fresh tap water.

Nereus purification 
technology
4 october 2018

Do you know Plein Publiek? That is an event location on 
New South Antwerp that focuses on the circular economy. 
You can, for example, buy sustainable jeans and eat in a 
zero-waste restaurant. Since 4 October we are showing 
there our Nereus purification technology. Used water 
from the kitchen and the sink are immediately purified into 
drinking water. We also want to supply this recycled water 
to Plein Publiek’s kitchen and to the consumer. But we are 
still waiting for our certificate from the Flemish Environment 
Agency before we can start.

Digital meters
8 october 2018

Water-link is fully engaged with the installation of digital 
meters at customers. This way the customers will closely 
monitor their own water consumption. On October 8, the 
five thousandth meter was placed in Edegem. By 2020 
every water-link customer will have his own digital meter.
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E-counter “my 
water-link”

Operational 
Excellence 
award

15 october 2018

18 october 2018

“My water-link” went live on our website on 15 October. 
Customers can arrange all their affairs online via this 
self-service counter: from checking invoices to checking 
consumption.

Xylos, specialist in IT solutions, organized its annual Inspire 
Event in October. We received the Operational Excellence 
award there. Because we are the first Belgian water 
company to use the Internet of Things technology to detect 
and prevent underground leaks. In addition, we also moved 
our internal data centre to a more secure and furnished 
location.
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Best Digital 
Construction 
Solution award

Transfer of 
municipalities

24 october 2018

1 january 2019

The construction magazine Bouwkroniek presents every 
year the Solution Awards - for projects that respond to the 
challenges in the construction sector. 38 digital projects 
were nominated in 2018. Water-link received the bronze 
award for “Digital map predicts utility works in Antwerp”, 
together with Eandis, Infrax and Integan. A nice recognition 
for that powerful partnership. And the proof that you have 
to tackle challenges by looking beyond the boundaries of 
your organization. Yes, forging strategic partnerships takes 
time and effort. But it is the best way to achieve your long-
term goals.

On 1 January Boechout, Kontich and Kapellen switched 
from water-link to Pidpa for their drinking water supply. 
But we still continue to supply that drinking water to Pidpa. 
The transfer was thoroughly prepared at the end of 2018 
and customers were optimally informed. We added a word 
of explanation to their meter letters and invoices and we 
referred them to the frequently asked questions on our 
website.
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About us
Staff
Board of directors

Executive committee Management Auditor

Bruno Byl
Edwin De Cleyn
Fernand Bossaerts
Veerle D’Haene
Fons Duchateau
Danny Feyen
André Gantman
Jean Goedtkindt

voorzitter raad van 
bestuur: André Gantman
ondervoorzitter raad van 
bestuur: Philip Heylen
secretaris raad van bestuur: 
Samuel Markowitz
lid raad van bestuur: 
Robert Voorhamme
lid raad van bestuur: 
Wouter Rombouts

Franky Cosaert
Steven De Schrijver
Koen De Schutter
Ann Vylders
Frank De clercq

Grant Thornton 
Bedrijfsrevisoren, 
vertegenwoordigd door 
Paul De Weerdt.

Philip Heylen
Koen Laenens
Samuel Markowitz
Jan Oerlemans
Patrick Paredaens
Mik Renders
Wouter Rombouts
Ronny Sabo

Tjerk Sekeris
Gerda Tahon
Marleen Van den Eynde
Jan Van der Vloet
Frederic van Haaren
Lieve Voets
Robert Voorhamme
Annick De Wever



19ANNUAL REPORT 2018

Vision and strategy

Water-link wants to inspire everyone to really 
use the power of water.
How?

A world without water? Unthinkable. Water 
must always be available to everyone. 
Water-link wants to ensure this: as the 
largest producer of drinking water in 
Flanders and the largest supplier of drinking 
water in the Antwerp region. We offer 
tailor-made activities and services in a 
sustainable manner. In this way we create 
added value for customers, shareholders and 
stakeholders. Our strengths? A sophisticated 
asset management methodology, continuous 
innovation, technical performance and a 
driven customer focus.

1. Continuous innovation
By the end of 2020 we will be a trendsetter 
in the new water landscape.

2. Investing in smart partnerships
By the end of 2020 we will be the preferred 
partner in the new water landscape.

3. Building the team of the future
By the end of 2020 we will be the preferred 
employer in the new water landscape.

Mission & vision

Strategy

Values

developing services for circular water 
management;
set up smart monitoring systems;
evolve to a one-stop shop with smooth 
service.

becoming a motivator of synergies to 
increase value creation;
becoming a facilitator for providers of 
innovative water products;
becoming an accelerator for start-ups with 
sustainability focus.

making processes more efficient within the 
new structure;
motivating people managers to inspire 
their team;
developing employees through training 
and coaching.
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Our team

Medewerkers

Steven 
De schrijver

Frank
De clercq

Ann
Vylders

Franky 
Cosaert

Koen
De Schutter

COO CCO CSO CEO CFO

503 68 36
employees

(363 statutory and 140 
contract workers)

new colleagues in 
2018

work accidents

Supplying water around the clock? We succeed every time thanks to the dedication of our driven 
employees. They have a passion for their work and a heart for our customers.
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Do we want to guarantee that our employees 
continue to perform at that highest level? 
Then it is our duty to invest in their:

Investing in training, 
health and safety

Training
Standing still is going backwards. 
That’s why employees are given 
every opportunity to learn. Including 
personalized training packages and 
interesting summer schools.

Health
At water-link we promote a fit lifestyle, for 
example with our range of yoga classes 
and healthy food. We have to admit, we 
are not there yet. Because the sickness 
absence is still too high. We will tackle 
this in 2019 with a new presence policy 
with the aid of the HR department and all 
managers.

Safety
Working safely is a right and a obligation 
for everyone. At water-link we are very 
persistent about this: safety always. 
And even more during Safety Week and 
during safety training courses. By the way, 
did you know that we achieved a VCA 
certificate in 2018? A great reward for our 
efforts regarding safety, health and the 
environment.
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Good agreements make good friends. That is 
why we renewed our engagement framework 
with employees in 2018. From now on, the 
same work rules and the same legal position 
regulation apply to all colleagues: everyone is 
now entering the 38-hour working week. The 
new agreement framework casts a clear eye 
on the settlement of historical statutes. And 
opens the way to modern and competitive 
wage and employment conditions.

Teamwork makes the dream work. That 
is why water-link is highly committed to 
connecting colleagues. Managers play a major 
role in this. They stipulate our trajectory 
thanks to their technical knowledge and 
manage their men. For the latter, they need 
coaching skills which are tightened during 
the leadership program. For example, team 
leaders evolve from managers to coaching 
managers. Cooperation and trust are 
central in this: the ingredients to make the 
connection.

Another way to connect colleagues? Via 
thorough communication and modern 
systems. In this way everyone gets an iPad so 
they can stay in touch with our organization 
anytime and anywhere. Employees from the 
field service have access via their tablet to 
ServiceNow, a digital portal that connects 
all supporting services. This allows them 
to work together quickly and optimally to 
guarantee excellent internal services. Did 
you know, for example, that the progress of 
every service request can be monitored via 
the portal in real time? Another new feature 
is the integration of SuccessFactors in SAP. 
The first module we use is “recruiting”: from 
now on, managers can track the status of job 
vacancies online. And new colleagues will 
find a lot of useful information for a smooth 
start-up after their registration.

Make clear agreements

Teamwork
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Contact & information
General information Head office

All your questions For urgent interventions

Water-link
Enterprise number: 0204.923.881
Legal form: commissioned association
Lab: recognized and accredited according to 
EN 17025

Mechelsesteenweg 66
2018 Antwerpen

Find the answer online
Or call: 078 35 35 09
(on working days from 8 to 12 and from 13 
to 16)

Bel 03 244 05 44 (permanently 
accessible)


