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1. Introduction 

 

1.1. This document is Welsh Waters response to the Ofwat ‘Out in the Cold’ report (19 June 2018). 

We were disappointed that any of our customers experienced significant loss of supply during 

the severe weather and welcome the opportunity to improve our emergency procedures 

afforded by the findings of the report and the feedback from other regulators. 

 

1.2. We want to deliver the very best standards of service to our customers and recognise this is 

even more important in emergency conditions like those caused by severe weather. We have 

fully taken on board the issues raised in the report and have a robust plan to build in respective 

improvements to our emergency response procedures and the resilience of our assets. 

 

1.3. Welsh Water (DCWW) has carefully considered lessons learned from a number of sources 

following the combined effects of the ‘Beast from the East’ and Storm Emma in late February 

and early March 2018. The impact of the rapid change in temperature combined with the heavy 

snowfall in Wales has been considered in our review. 

 

1.4. The improvement plan (see section 12.4.5) will continue be referenced against the outputs 

from the Water Uk working groups considering the water industry response to Storm Emma to 

ensure it includes the most up to date best practice. 

 

1.5. This document is aimed at delivering the expectation set by Ofwat at the Water UK meeting 

on Friday 13 July 2018 that companies should: 

 

 Demonstrate you understand what the issues are – from our review and your own internal 

reviews (can disagree if it’s justified) 

  Set out the mitigating actions you’ve taken ahead of next winter and any longer-term 

actions you will be taking 

 Set out how any learnings (positive and negative) are being built into emergency response 

(i.e. not just freeze thaw) and business-as-usual 

 Demonstrate that there has been engagement with relevant partners to learn lessons, best 

practice and improve processes 

Each action should have: 

 A date by which it will be/has been achieved 

 A clear explanation of how it will help customers 

 A senior owner, who is accountable for its delivery 

 

1.6. This response has been subject to  formal reviews by: 

 All relevant Operational Heads of Department, Directors and Managing Directors 

 The Chief Operating Officers (Peter Perry) Managing Directors team meeting on 21 

August 2018 

 Dwr Cymru’s Executive Team Meeting  on 28 August 2018 

 The joint main Board of Glas Cymru and Dŵr Cymru meeting on 5/6 September 2018 

 

1.7. In undertaking the review, DCWW has considered: 

 DCWW’s response to Ofwat’s Request for Information received by email dated 19 March 

2018. This document set out a number of improvement opportunities. These have been 

subject to a further review and included in this response as appropriate; 

 Findings in the ‘Out in the Cold’  Report  and the Company Specific Letter from Ofwat; 

 The water companies’ responses published on Ofwat’s website; 

 The Drinking Water Inspectorate’s (DWI) report ‘Consolidated review of the widespread 

loss of supplies arising from the freeze/thaw affecting England and Wales in March 2018’ 

date 19 June 2018; 
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 DWI’s assessment of the widespread loss of supplies in DCWW dated 20 July 2018; 

 Review by the Utility Regulator for Northern Ireland following the 2010 -11 freeze thaw 

(as recommended in the DWI report); 

 The audit by Jacobs UK Ltd. of the company’s emergency planning procedures in 

accordance with paragraph 5(2) of the Security and Emergency Measures (Water and 

Sewerage Undertakers) Direction 1998 (SEMD); 

 Output from the Water UK workshop held on 13 July 2018 and subsequent working 

groups where available; and 

 Feedback from the Local Resilience Forums (LRFs). 

 

1.8. The output from reviewing all of the documentation has been consolidated into a single plan 

which is included in Section 12. 

 

2. DCWW’s response to Ofwat’s Request for Information received by email dated 19 March 

2018 

The “lessons learned” tables from the original report have been reviewed and consolidated with the 

identified “lessons learned” from the documents covered in this review and included in an updated table 

in Section 12. 

 

3. Findings of the ‘Out in the Cold’  Report  and the company-specific Letter 

  

3.1. The report provides background to the severe weather conditions and goes on to highlight 

various elements of companies’ responses to the incident covering: 

 Planning and preparation 

 Incident response 

 Communication with customers and key stakeholders 

 Customers in vulnerable circumstances 

 Compensation 

 

3.2. A review of the report has been undertaken and the findings considered against DCWW 

operating procedures and “lessons learnt”. The improvement opportunities have been 

incorporated into the overall improvements set out in Section 12 

 

3.3. The Company Specific letter from Ofwat commented that complete information about the total 

level of compensation paid was not covered: 

The summary position is: 

Goodwill payments made to as Sept 2018 = 18,000 @ £75 each = £1.350 million 

Guaranteed Standard Payments    =  12,721 @ £20 each = £0.254 million 

Total        = £1.604 million 

3.4. DCWW have also reviewed ‘good practice’ and ‘areas for improvement’ identified in other 

companies’ responses covered in the ‘Out in the Cold’ report (see Appendix 1). Any relevant 

additional actions identified have been included in the overall improvement plan in Section 12. 

 

3.5. DCWWs liaison with the Local Resilience Forum (LRFs) was referenced in the Incident 

Response section of the’ Out in the Cold’ Report as an area for improvement for DCWW. We 

liaised with all the relevant LRFs in Wales and in England. Many were instrumental in 

supporting our efforts to maintain supplies to our customers by clearing access to treatment 

works and service reservoirs in very challenging conditions. In particular, we worked closely 

with Gwent LRF particularly when an emergency was declared under the Civil Contingencies 

Act by Gwent Police in Blaenau Gwent County Borough Council due to the difficulties 
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accessing multiple areas as a result of significant snow drifts. We worked collaboratively with 

LRF partners to restore and maintain supplies in the communities of Abertillery and Ebbw Vale. 

We received thanks from the Strategic Commander at Gwent Police and from Dyfed Powys 

LRF for our engagement during the incidents. Unfortunately we were not included in the 

escalation procedures for North Wales LRF as a result of incorrect information held by them 

which has now been resolved.   

 

4. Review of the water company responses published on Ofwat’s website and Individual 

Letters 

 

4.1. Each of the individual responses have been reviewed to identify further improvement ideas 

which are relevant to DCWW. The majority of actions have been identified in Ofwat’s Out in 

the Cold report but there were some ideas that will be discussed further with the relevant 

companies to assess whether they are relevant to DCWW: 

 Anglian Water held conference calls for retailers to keep them informed. While this isn’t 

an issue in DCWW at the moment due to the number of contestable customers in Wales, 

we will monitor the situation for potential implementation in the future. 

 Northumbrian commented on the value of the ‘Aquadapt’ system for managing their major 

networks and sources. DCWW are currently undertaking a feasibility study to assess 

whether to purchase this software. 

 United Utilities used the ‘Aquavista’ GIS visualisation tool to give live views of customer 

service. DCWW are in the process of scoping a system to understand near real-time 

impacts on customer service from pressure loggers. We will contact United Utilities to 

understand the work they have carried out in this area. 

 South Staffs Water employed a dedicated team to focus on vulnerable customers and 

Hospitals. They were contacted as a priority and contact was maintained through call 

backs. DCWW will engage with all utilities and agencies to ensure best practice is 

adopted. 

 

5. Consumer Council for Water (CCW) 

  

5.1. The Consumer Council for Water (CCW) carried out direct customer research with customers 

in the seven worst-affected company areas. This involved telephone surveys with 1,000 

customers in total and 9 focus groups across England and Wales. One of the focus groups 

was held in Blaenau Ffestiniog, which was attended by nine customers. We also understand 

that of the 1,000 customers contacted by telephone, over 250 were in Wales. The outcome of 

the surveys and focus groups formed the basis of CCW’s national report. Set out below is a 

high-level summary of the findings: 

 % of household respondents who received communication from their water company: 
Welsh Water 69% (England, 56% - only South East scored higher with 71%); 

 % of household respondents who deemed the reliability of information received reliable 
or very reliable: 45% (England, 32% - Welsh Water was the highest scoring company); 

 % of respondents who received no communication whatsoever: Wales 11% (England 
19%); 

 % of respondents who received alternative water supplies from their company: Welsh 
Water 47% (England, 26% - only South West scored higher with 58%); 

 41% of Welsh Water customers received bottled water (England, 24% - South West 
scored highest with 50%); 

 Of those who received bottled water, 28% of our customers had water delivered to their 
door (compared to 14% in England and Welsh Water was highest); 

 Of those who received bottled water, 24% had a short walk (England 15%, South West 
46%) and 28% had a long walk/short drive (England 52%, South West 32%); 

 Did alternative supplies meet customers’ needs – companies in England and Wales 
scored the same as 78% agreed; 
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 % of respondents in vulnerable circumstances receiving support from the company: 
8% Welsh Water (7% England). However, this is a self-identified group and does not 
represent those customers who are registered on our Priority Services Register;  

 % of respondents who have received compensation: Welsh Water 41% (England, 19%; 
Welsh Water scored highest); 

 % of respondents satisfied with compensation level: Welsh Water 87% (England 84%; 
Welsh Water scored highest) 
 

Overall, the outcomes of this research underpin our view that we need to review our response to 
the event in the following areas: 
 

 Provision of alternative supplies in hazardous conditions; and 

 Identification and delivery of services to vulnerable customers during extreme weather 
events. 

 
Both of these actions are included in the overall action plan in section 12 

 
6. The DWI’s report ‘Consolidated review of the widespread loss of supplies arising from the 

freeze/thaw affecting England and Wales in March 2018’ dated 19 June 2018 

 
6.1. The DWI report sets out findings in relation to nine companies who notified the DWI of large 

scale supply interruptions and/or water quality events as a result of the severe weather. 
DCWW notified DWI on both issues. 
 

6.2. The wider focus of the report is centred on highlighting the importance for companies to plan 
properly and effectively for respective severe weather responses. The report sets out ‘generic’ 
issues on winter preparation and the adequacy of companies’ responses:  

 
 

Notification and Reporting 

1. We recommend that all water 
companies review their 
arrangements for reporting of 
sufficiency of supply events, 
particularly in relation to providing 
the actual area and population 
affected and including location maps 
of investigatory samples collected 
following the restoration of supplies. 
 
Also, establishing the root cause for 
the loss of supplies and 
demonstrating the steps taken to 
mitigate a reoccurrence should be 
part of the investigation and 
included in the final reports. 

A project has been launched to investigate the 
feasibility of correlating pressure to property elevations 
and represent the information graphically and in tabular 
form. This would give additional benefits identifying 
areas and properties affected in near real-time under 
reservoir emptying scenarios and would show 
correlation with location of samples. 
 
 
 
The Storm Emma report includes a review of the four 
worst-affected areas. A detailed hydraulic study was 
undertaken to understand the root cause and mitigation 
actions identified to avoid a repeat problem. Actions are 
either completed or under way (see section 12.4) 

The cause(s) of the events 

2. We recommend that all water 
companies review their levels of 
preparedness to cope with severe, 
but not unforeseeable, weather 
events. 

The action plan in section 12 covers the company’s 
degree of readiness. The prolonged hot weather in 
2018 has generated further lessons (for example, 
opportunities to add cross connections and other 
rezoning options) which all improve our ability to 
maintain supplies in extreme weather 

Adequacy of Response 

3. The Inspectorate recommends 
that water companies review the 
adequacy of current arrangements 
for meeting their statutory 
requirements for provision of 

The early deployment of alternative supplies was not 
possible due to the number of roads that were 
impassable due to the heavy snow.  
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alternative supplies, including 
procurement of bottled water stocks, 
during widespread insufficiency 
events such as this.  

We will review our own arrangements and consider 
them against the recommendations from the Water UK 
Review. 

4. We recommend that all water 
companies review their own 
capacity, and that available within 
mutual aid requirements, for dealing 
with events of this type. 

DCWW have one of the largest fleets of in-house 
tankers and HGV drivers in the industry. During the 
recent hot weather we have deployed up to 40 tankers 
for a continuous 6 week period. We will review our in-
house capability again after the Water UK review 

5. The Inspectorate noted that some 
companies had assets out of supply 
due to winter maintenance or 
because they are summer demand 
sources, which meant they were not 
available during the event. The 
Inspectorate recommends that 
those companies review whether 
these sites might be made available 
for contingency purposes 

All sources that are deemed temporary will have an up 
to date Risk Assessment and will be included in the 
monitoring programme so that they are available to be 
used in emergency scenarios 

Risk Assessments and Emergency Planning 

6. The Inspectorate recommends 
that all companies review their 
preparedness and ability to respond 
to forecasts of severe weather that 
may present a risk to sufficiency of 
water supplies, to limit the scope 
and duration of potential 
consequences for consumers. 

Early-warning processes for monitoring potential 
weather impacts were upgraded after the winter of 
2010. We subscribe to the Meteorological Office six day 
Hazard Forecast Template and circulate this to the 364 
staff across the business, three times per week. This 
gives early warning across all areas of the business of 
pending bad weather and is escalated to Operational 
Managers and standby teams. 
 
See Section 9 for our Auditor’s report on our emergency 
procedures and capability 

7. The Inspectorate recommends 
that all water companies review their 
capacity to meet the 
recommendations of the report 
‘Utility Regulator’s report of the 
investigation into the Freeze/Thaw 
incident 2010/11’ published 
following a similar event in Northern 
Ireland. 

A full review of actions completed against the Northern 
Ireland Report is given in Appendix 2 

Resilience 

8. The Inspectorate recommends 
that all water companies review both 
their contingency planning 
arrangements and bulk supply 
contract arrangements to ensure 
that sources they may need to rely 
on to maintain supplies to 
consumers will be available when 
needed. 

The total loss contingency plans are included in the 
Integrated Management System and audited by 
Jacobs. All bulk supply arrangements will be reviewed 
and appropriated safeguards included where 
continuous supplies are critical. 

9. We recommend that all 
companies review their contingency 
plans to ensure their treatment 
assets and sites are resilient and 
that critical failure points are 
identified and feed into their risk 
assessments for extreme cold 
weather events. 
 

All treatment works have been reviewed to identify 
additional requirements for trace and space heating.  
The Lean Reliability Centred Maintenance Programme 
underway identifies critical failure points and puts 
maintenance regimes in place. This programme will 
have covered all of the treatment works over the next 
18 months 
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Contingency plans are kept under review and held in 
our Integrated Management System. A full review of the 
contingency plans is planned in AMP 7 

10. We recommend that all 
companies review the resilience of 
their water supply networks to 
withstand significant weather related 
challenges 
 

Appendix 3 shows details of the relevant sections from 
Welsh Water 2050. Our PR19 submission will include 
investments to deliver the relevant Strategic 
Responses which includes network resilience 

 
7. The DWI’s company-specific assessment of the widespread loss of supplies in DCWW 

 dated 20 July 2018 
     

7.1. The company-specific assessment letter classed the event as serious and detailed actions 
which are specific to the Company but also referred to lessons from the DWI industry report. 
 

7.2. The industry-wide lessons are covered in section 6. 
7.3. The company specific lessons have been included in the response to the Company Specific 

assessment letter submitted to the DWI on 17 August 2018 and lessons learnt included in the 
improvement plan in Section 12 

 
8. Review by the Utility Regulator for Northern Ireland following the 2010 -11 freeze thaw 

 
8.1. The DWI recommended checking our capability and preparedness against the report produced 

by the Utility Regulator for Northern Ireland following the 2010 -11 freeze thaw. This has been 
revisited and any further actions identified is shown in Appendix 2  with  any additional actions 
identified included in the overall action plan (see Section 12) 

 
9. The audit by Jacobs of the company’s emergency planning procedures in accordance with 

the Security and Emergency Measures (Water and Sewerage Undertakers) Direction 1998 
(SEMD). 
 

9.1. An audit has recently been completed under the Security and Emergency Measures (Water 
and Sewerage Undertakers) Direction 1998 (SEMD) by Nick Curtis of Jacobs UK Ltd (the 
Certifier).   The focus during the certification was on the Emergency Planning Team’s support 
for the response to Storm Emma. The feedback was positive with some areas of best practice 
being identified. Jacobs inspected the new Silver Command facility in DCWW’s Clydach depot 
(Swansea) and concluded: “This is the best-equipped incident room the Certifier has seen; it 
has obviously been constructed to specification, which is comprehensive and developed with a 
view to maximising the advantages of IT support.” 

 
9.2. The Certifier’s 2017-18 report provides independent assurance that we have met the required 

standard as specified in SEMD, including: 
 

 Emergency planning procedures are based on reasonable assumptions; 

 Strategies included in the action plans are practicable and in accordance with the 
planning assumptions; and 

 Facilities and provisions provided by DCWW are sufficient to meet the requirements of 
the direction and that the security of installations is robust. 

 
9.3. The Certifier’s audit report for 2017-18 contained some comments but none of these are 

significant and are mainly items which have already been identified, the larger ones being 
included as specific projects in the AMP7 programme. 

 
9.4. Under the direction, the Certifier also reviewed, audited and reported upon the following key 

documents as defining emergency response plans and procedures: 
 

 Emergency Response Manual (ERM) 

 Water Company Local Response Plans 

 Total Loss Plans 
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 Disaster Recovery (DR) Plans 

 Service Reservoir Response Plan 

 Site Security Manuals 
 

9.5. The review of DCWW’s emergency plans and procedures has concluded that the company has 
complied with the requirements of the Direction and that the plans are appropriate and 
consistent with the assumptions on which they are based. 

 
9.6. The Certifier has: 

 

 Checked that the planning is based on reasonable assumptions; 

 Confirmed that the strategies included in the plans are practicable and accord with the 
planning assumptions; 

 Checked that the facilities and provisions are sufficient in respect of paragraph 1(4)(a) of 
the direction; 

 Carried out a physical check of the facilities and provisions including the security of 
installations on a random basis; and 

 confirmed that the expected investment programme outputs have been delivered in a 
timely manner. 

 
10. Water UK 

 
10.1. Water UK has coordinated work in the following areas:  

 
10.1.1 To establish a coordinated approach regarding the sourcing and delivery of bottled 

water and other alternative water supplies in emergency situations. 
10.1.2 Best practice regarding communicating with customers and key local stakeholders 

(for example LRFs and councils) before, during and after incidents to ensure they 
are well informed and kept up-to-date, including how best to target communications 
and support to  different types of customers, particularly those in vulnerable 
circumstances. This should  include the consideration of whether a common 
emergency number to report water supply interruptions, such as is used in the 
energy sector, could be effective in providing great customer service in emergency 
circumstances. 

10.1.3 Best practice between companies regarding emergency response. Better 
performing companies during this recent incident should share their experiences, 
data and key learnings to help others in the sector improve – for example, sharing 
technical data about asset performance and failure rates to enable companies to 
better plan asset maintenance and estimate asset life. 

10.1.4 To consider how to improve the co-ordination and the sharing of information 
between wholesalers, retailers and business customers in emergency situations. 

 
10.2. DCWW attended the first of the workshops at Water UK and presented the work 

undertaken during Storm Emma on engaging with stakeholders and communicating 
with customers as an example of good practice. We also attended the follow up 
session on the 8 September 2018 

10.3. We will continue to engage with the working groups and review our action plans 
against the outcome of these reviews to ensure that any learning or best practice is 
incorporated into the improvement opportunities. 

 
 

11. Engagement with partners to learn lessons 
 

11.1. The LRFs represent all of the main partners we work with during significant events. Following 
Storm Emma we sent a communication to the LRFs covering our area asking: 
 

“As you may be aware Ofwat, the water industry regulator, has carried out a review of 
water companies’ response to the severe weather in March this year. As part of our 
own review to implement the learning from the incident Welsh Water is consulting with 
multi-agency partners, many of whom provided invaluable assistance in supporting our 
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response, to get their views on the communication etc. on water issues during the 
incident. If you have any comments which could assist us please let me know so that 
they can be considered as part of the wider plan to improve service to customers and 
the way we work with partner agencies during such events.” 

 
11.2. The request was cascaded to all members including councils, emergency services, 

highways etc and the responses received were: 
 

Gwent LRF: “Communication on the water disruption issues during the severe weather 
was good.  The only point I have to make is the resource planning for access to water 
treatment plants etc.  This was extremely resource intensive for our services, when we 
were struggling with access issues on highways and access to vulnerable people.” 
 
Part of our action plan is to purchase equipment to make us more independent when 
responding to snow and the impact of blocked roads on our operations 
 
Dyfed Powys LRF: ”For your information, when we carried out the LRF Severe Weather 
Event Debrief, no one mentioned any issues with water companies.” 
 

11.3. The recent spell of hot weather has meant that we have worked closely with our supply chain 
partners to improve our response capability and liaison for example: 

 The suppliers of bottled water has been increased from one supplier to three; 

 An additional food grade tanker supplier has provided support in North Wales; and 

 A number of smaller haulage providers have been engaged to provide tractor units 
and driver resource for the tankers. 

 
12. DCWW summary of actions following comprehensive review 

 
12.1. In developing our action plans in response to Storm Emma we have considered three time 

horizons: 

 Long-term – up to 2050 as covered in the DCWW strategy document ‘Welsh Water 2050’ 

 Medium-term – AMP 7 (2020-2025) 

 Short-term – this AMP and where possible deliver improvements ready for the next 
possible cold spell over the Winter of 18/19 
 

  The actions in these time horizons are considered below. 
 

12.2. Long-term – up to 2050   
 
The process used to develop this strategy is based on global resilience best practice set in the 
context of Welsh Water’s operating area, including the legislation and policy of the Welsh 
Government. Working with Arup (a global multi-disciplinary consultancy firm) and Cardiff University, 
we have undertaken horizon scanning to identify significant future trends for our customers and our 
business, and developed a Resilience Wheel. In this context, resilience encompasses all aspects 
of our business, including assets, systems, people and governance. 
 
The Resilience Wheel was developed by drawing on best practice from a range of institutions and 
cities around the world, including existing resilience guidance, methodologies, frameworks and 
strategies. This included the City Resilience Index, developed by Arup with support from the 
Rockefeller Foundation, and Ofwat’s Towards Resilience, developed to challenge the water utilities 
sector and to inform Ofwat’s work. 
 
The Welsh Water 2050 strategy was developed to ensure that we: 

 Plan for the very long-term, so that we can aim to protect future generations from potential 
challenges (such as climate change) and take full advantage of potential opportunities 
(for example, new technology and data analysis); 

 Be customer-led in everything we do – both in terms of our day-to-day activities and also 
in developing our plans for the future; 

 Work in partnership with many other organisations, to ensure that we play our part in 
delivering society’s wider goals; 
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 Have the best people to deliver the best outcomes for our customers; 

 Constantly look for opportunities for research, innovation and adoption of best practice to 
help us deliver a better and more efficient service to our customers;  

 Provide a high quality service in which all of our customers can place their trust; and  

 Ensure that this service represents good value for money and is affordable for all of our 
customers 

 
In 2013, following the involvement of 1,000 of our colleagues, we adopted a clear vision for our 
business, which is: 
“Welsh Water 2050 –to become a truly world class, resilient and sustainable water service for the 
benefit of future generations.” 
 
This strategy, Welsh Water 2050, is part of our plan to realise this vision in a rapidly-changing 
world. From our extensive customer research and continued tracking of customer sentiment, we 
understand that we serve many differing groups of customers, with individual wants, needs and 
expectations of our services. We have developed six customer promises to reflect the service we 
should provide to all of our customers: 
 

 Clean, safe drinking water for all; 

  Safeguard our environment for future generations 

 Personal service that’s right for you; 

 Fair bills for everyone; 

 Put things right if they go wrong; and 

  A better future for all our communities. 
 
Above all, customers place a particular emphasis on the reliability of essential services – the 
provision of safe drinking water, and the protection of the environment. They expect us to protect 
them against short-term shocks (for example, extreme storms or unexpected technical failures in 
assets) and longer-term stresses (for example, population change and climate change). They also 
need to know that they can trust us to anticipate future trends that present challenges to service 
reliability, and opportunities to improve it. They want to be sure that we are taking the necessary 
action to ensure that the services we provide are resilient to future trends. 
We have developed Welsh Water 2050 to respond to these customer priorities, and to ensure that 
we can continue to deliver our customer promises and achieve our vision in the context of a 
changing world. This is encapsulated in our Welsh Water 2050 mission statement: 
 
Welsh Water 2050 is built on five key elements:  

 The Welsh Water customer promises; 

  A review of future trends 

 The Welsh Water Resilience Wheel and assessment; 

 Welsh Government policy and strategy – with particular alignment to the Well-being of 
Future Generations Act; and  

  Extensive feedback from customers and stakeholders collected during the Welsh Water 
2050 consultation in summer 2017 

 
Some examples of how this strategy contributes to our plans relating to extreme weather events 
such as Storm Emma are given in Appendix 2 
 
The full document is available on DCWWs website at: https://www.dwrcymru.com/en/Company-
Information/Business-Planning/Welsh-Water-2050.aspx 

 
12.3. Medium-term – AMP 7 (2020-25) 

 
Full details of DCWWs approach to resilience and the associated investment has been 
included in our PR19 Business Plan Submission in early Sept 2018.  
 
The Welsh Water 2050 strategy document forms the basis of our PR19 submission and 
articulates our aspirations and objectives that the investment delivers against the long-term 

https://www.dwrcymru.com/en/Company-Information/Business-Planning/Welsh-Water-2050.aspx
https://www.dwrcymru.com/en/Company-Information/Business-Planning/Welsh-Water-2050.aspx
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vision. The delivery of a number of the strategic objectives will contribute to the resilience of 
the business and hence are relevant to maintaining service through extreme weather events. 
The most relevant sections are shown in Appendix 3 and cover the Strategic Responses: 

 Improving the reliability of the drinking water system 

 Protecting our critical water assets 

 Protecting vulnerable customers 

 These examples demonstrate how the AMP7 investment plans (2020-25) will 
contribute to the resilience of the business. 
 

12.4 Short-term – this AMP (2015-20) and actions ready for the the winter of 2018/19 
 
This section covers: 
 

1. Key themes identified in the review 
2. Immediate actions put in place following the post incident review 
3. Action  to resolve the four worst affected areas 
4. Actions already in place to improve response to events before Storm Emma 
5. Action plan developed following the comprehensive review of all documents 

 
We have carefully considered all of the information available covering the water industry’s 
response to Storm Emma. These lessons learnt have been further developed following the 
experience gained over the recent exceptionally hot and dry weather. 
 
Overall responsibility for delivering the actions identified following the review will be under 
the direct responsibility of the Chief Operating Officer, Peter Perry with actions allocated to 
Ian Christie (IC) Managing Director of Water Services, Samantha James (SJ) Managing 
Director Household Customer Services, Alun Shurmer (AS) Director of Customer Relations 
and Ian Wyatt (IW) Director of Business Customers.  
 

12.4.1 The key themes identified in the review: 
 

Issue Lessons from the Review Comment 

1. Four areas 
with the 
highest 
customer 
impact 

The root causes in these areas 

were identified  in the post  

incident review and 

investment was  immediately 

allocated and procedures 

amended to ensure they were 

addressed  

Immediate remedial actions have been 

put in place  to address the four most 

seriously affected areas (Blaenau 

Ffestiniog, mid Ceredigion, St David’s in 

Pembrokeshire and Llanddona on 

Anglesey) (see section 12.4.2) 

2. Depletion of 
service 
reservoirs 

A number of companies 

appear to have managed this 

through better availability of 

network monitoring / 

connectivity 

Identified as a ‘post incident’ issue and 

planned to increase our network 

monitoring in the four worst affected rural 

areas.  

3. Liaison with 
Local 
Resilience 
Forums (LRF) 

Some companies appear to 

have been more actively 

involved with their regional 

LRFs prior to the onset of the 

severe weather. 

We have in place regular meetings with 

the four LRFs in Wales and three in 

England covering our operating area 

where relations are positive. This is 

based on a comment from north Wales 

LRF. We will liaise with them and other 

companies who received positive 

comments for this in the Ofwat report and 

amend our emergency procedures to 

incorporate accordingly. See section 11 
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for the results of the post-incident 

consultation 

4. Vulnerable 
customers  

A perception of not having a 

‘single’ view of vulnerable 

customers by our emergency 

response teams.  

Our response included a ‘triage’ process 

for vulnerable customers at the call 

centre and got alternative supplies to 

75% of those who contacted us.  

However, we plan to review our VC 

emergency management plan for these 

customers. In our strategy for supporting 

Vulnerable Customers that we are 

publishing as part of our AMP7 plan, we 

have committed to creating a specialist 

team to be a single point of contact for 

customer and colleague queries.  This 

team will play a vital role in our 

emergency management plans for 

vulnerable customers. 

5. Vacant 
premises 

The identification of vacant 

properties in rural areas, such 

as caravan parks and holiday 

homes which could become 

part of a broadened customer 

communication plan within the 

existing  annual ‘Wrap Up 

Wales’ awareness campaign . 

The Business Customer Team will liaise 

with customers and analyse billing data to 

identify sites closed down for extended 

periods 

6. Treatment 
Works 

The loss of mains / self-

generated power at treatment 

works leading to frozen dosing 

lines and intermittent works 

output.  

This is identified in our ‘post incident’ 

plan. 

7. Compensation The lack of formal process for 

non-household business 

customers to make claims for 

compensation.  

We proactively contacted over 150 

businesses in the worst-affected areas to 

assess the impact of loss of supply. From 

this we have received only three claims 

to date, and ultimately only paid one 

claim of compensation. 

 

12.4.2 Immediate actions following the post incident review 
 
Immediately following Storm Emma the DCWW Executive team allocated an additional £4 million 
of contingency funding to accelerate resolution of the issues identified in the post incident review 
in the short term: 
 

 Additional pressure  loggers  
 

Throughout 2016 and 2017, DCWW implemented an installation programme to deploy 2,187 
pressure loggers at prioritised sites and in accordance with an approved methodology based 
upon best available data at that time. 

 
Customer Minutes Lost (CML) Logger locations were selected based on the value they 
provided in early notification of incidents within the network which could have led to a 
Customer Minutes Lost (CML) event. Due to the varying property counts in the Leakage 
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Control Areas (LCA) CML loggers were not installed in every LCA, but they were spread 
across the network to provide a better spread of coverage.  

 
The final locations of the loggers were based on a number of considerations: 

 Location – access, engineering difficulties, mobile phone coverage etc. 

 Hydraulic sensitivity of the network  

 Risk – probability and consequence of an incident 

 Historic burst records 

 Historic interruptions to supply data 

 Material type & condition. (E.g. Asbestos Cement & PVC typically require a cut out repair 
which takes longer than a collar repair). 

 Hydraulic models, bespoke Graphical Information System (GIS) applications and other 
standard sources of information and data (GIS viewer & schematics etc.) combined with 
corporate burst records and customer contact data. 

 
Following experience gained during Storm Emma we have allocated £2m to improve our 
logger coverage including the worst affected areas and any remaining rural areas without 
coverage. This will increase the amount of early-warning intelligence and ensure interruption 
impact to our customers is minimised. Pressures from the loggers will also be used by the 
drain down tools to improve our knowledge of impacted customers. The loggers have been 
ordered and will be installed between Sept 18 and Feb 19  

 

 Garreglwyd Raw water main - £1.0 m has been allocated for replacing the raw water main 
at Garreglwyd Water Treatment Works. Work has started on site and will be completed 
by November  2018 
 

 Treatments Works Frost Protection - £1.0 m on additional space and trace heating at 
Garreglwyd Water Treatment Works – to be completed by the end of November  2018 

 

12.4.3 Action taken to resolve the four worst affected areas 

 
The four areas most which experienced the highest customer impact have either already been 
addressed or will have solutions in place by the end of October 2018. The actions taken are: 

 

 Blaenau Ffestiniog, Gwynedd  
 

‘Root Cause’ Comments 

Tuberculation in the raw 
water main feeding 
Garregwyld  Water 
Treatment Works restricted 
the flows into the works 

The raw water main was sampled and internal bore was 
found to be much reduced due to tuberculation The water 
main is in the process of being replaced and is due for 
completion by November 2018 

 

 Mid Ceredigion 
 

‘Root Cause’ Comments 

Loss of mains power at 
Strata Florida Water 
Treatment Works, power 
(due to weather) and 
related problems with 
works control system. 

The control system has been modified to ensure the 
transition following loss of mains power to the on-site 
generator doesn’t affect the works. 
Issues with freezing of dosing lines when the works is 
shut down will be addressed with additional space heating 
and trace heating by November 2018. 

 

 St David’s, Pembrokeshire 
 

‘Root Cause’ Comments 
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Felinwynt service reservoir 
was unable to cope with 
demand  

The reservoirs in Pembrokeshire have to cope with very 
high volumes of visitors in the summer months but 
experience low turnover in the winter. Our operating 
regime will be changed to enable the storage to meet high 
winter demands without impacting on water quality. 
 
The additional pressure and flow monitoring equipment 
will give us early notification of problems in this supply 
area. 

 
 

 Llanddona, Anglesey 
 

‘Root Cause’ Comments 

Frozen chemical dosing 
lines at Cefni Water 
Treatment Works and 
pumping limitations 

Increase levels of existing ‘trace heating’ and space 
heating with increased insulation protection of storage 
silos. 
 
The pumps from Trefor Blas that supply the LLanddona 
Service Reservoir have not been able to run at full 
speed as the inlet main to Llandonna bursts.  During the 
recent Hot Weather event we have installed air valves 
on the main which allows the pumps to be run at full 
speed. This now meets the high demand scenarios and 
means we do not need to tanker so the problem has 
been identified and resolved. 

 
In addition to the actions outlined above we have continued communications activities targeting 
the areas that saw their water supply most-severely impacted by the weather (particularly 
Llanddona and surrounding areas of Anglesey, Blaenau Ffestiniog, communities in Mid 
Ceredigion, the St Davids / Solva areas of Pembrokeshire, and Pencader in Carmarthenshire). 
 
A central pillar of this approach has been promoting the Welsh Water Community Fund in those 
areas. The Fund, which offers funds to projects that benefit their local area in areas like health, 
wellbeing and the environment, has been promoted extensively by our regional communications 
colleagues at events in these areas, as well as in geo-targeted social media posts to promote the 
existence of the Fund. Extra funding was ring-fenced for these affected areas in the Fund, and 
we have engaged local representatives – including Members of Parliament, Assembly Members, 
county councillors, and town / community councillors – to promote the existence of the Fund in 
those areas to increase awareness and applications to the Fund. 
 
This is in addition to undertaking an extensive educational outreach programme, targeting 
schools in these affected areas to help educate over 1,000 pupils in relation to the impact of the 
weather on water services and how we need to prepare for the advent of more frequent extreme 
weather patterns.  
 
In the weeks and months leading up to winter, we will also be ramping up our Wrap-up Wales 
campaign and promoting proactive lagging of pipes. During the extreme cold weather, the risk of 
frozen pipes on customers’ properties was dramatically increased, and also resulted in a greater 
volume of calls to our call centres. We will be looking to particularly target areas that saw 
intensified problems during the extreme weather in order to mitigate any risk of it being repeated. 
 
The extended hot weather event over the summer of 2018 has also identified a number of 
opportunities through cross connections and rezoning giving more flexibility to respond to high 
demand events. These have been captured in the operating procedures and made permanent to 
cover future scenarios. 
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12.4.4 Actions already in place to improve response to events before Storm Emma 

 

There are a number of technology projects and initiatives underway or planned for the remainder 
of this AMP that will contribute to ongoing continuous improvement of our overall performance in 
these areas: 

 

Project/Programme Relevant Deliverables 

Project Uno –  New IT 

Customer System 

Providing better visibility 

of customer history and 

improving our web site 

and telephony system. 

 

a) Web Cloud – New Azure website allows improved capacity and 

speed of access by customers to our website. Able to deal with 

increased ‘hit’ volumes e.g. in an emergency –  completed 

b) Customer Desktop – provides considerable improvements to 

Contact Agents call handling capability and allows sign on from 

any location and provides better data to identify priority customers, 

customer history and routing to operational teams. Will also 

improve our ability to identify ‘trigger customers’ who for example 

are the first to be affected if we have a localised problem on the 

water network – allowing us to target faster response – due end 

December 2019 (timescale changed from original report due to 

technical issues) 

c) Customer Desktop  - easier ‘intuitive’ Genysys telephone 

operating system allowing emergency resource call handlers to 

take calls and enter data directly into SAP for operational team 

response – due  at the end  of December 2019 (timescale changed 

from original report due to technical issues) 

SAP Roadmap – further 

investment in our main 

operational IT platform. 

Implementation of C4C the latest Customer Relationship Management 

software making it easier to use non specialist resources for escalation 

– due in December 2018 

SMART Roadmap 

Further use of ‘SMART’ 

technology and 

systems. 

Covers a range of improved capabilities from Remote Control, 

Optimisation, additional ‘field sensing’ monitors to aid proactive 

interventions on the water network – due by end AMP6 (i.e. 2020) 

Clio – Proprietary IT 

Software used by ‘Blue 

Light Services’ to aid 

incident management. 

Incident management software as used by the police and other 

Emergency Services to improve log taking and information sharing – 

additional aid to Silver and Gold Command Centres – due April 2019 

Automation and control 

– further investment in 

our Telemetry and 

control systems. 

Control Group work improving local automation and remote control – 

enabling improved telemetry monitoring and remote operation of 

assets at water treatment works and on the water network – due at the  

end of AMP 6 – £0.5m allocated to be spent by the end of this AMP. 

Data Science Utilises data analytics to introduce predictive and ultimately 

prescriptive tools for operational use – already deployed for service 

reservoir level monitoring and pilot for mains burst prediction – will aid 

Silver and Gold Command Centres in emergency incidents and will 

speed up response in ‘day to day’ management of the water network 

– extend use over AMP6 and further implementation in AMP 7 
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12.4.5 Action plan developed following the comprehensive review of all documents 

 
The detailed action plans developed after reviewing all of the relevant information are covered in the tables below: 

 
Planning and preparation, and incident response 
 

Area Activity Due Date Owner Customer Impact 

1. General 

1.1 Increase our own ‘snow-clearing’ capability due to 

instances of ‘stretched’ local authorities. 

December ‘18 IC Improved access to properties for 

alternative supplies and access to sites 

improving response times and reducing 

the possibility of service failure 

1.2 Review of the Emergency Incident Response Manual and 

documentation against all lessons learned 

November ‘18 IC Improved response to asset issues 

therefore reducing the possibility of 

failure impacting on customer service 

2. Water 

treatment 
2.1 A review of diesel capacities at water treatment works to be 

undertaken to ensure sufficient qualities are available for 

stand by generation in the event of another prolonged 

severe weather event. 

2.2 Localised snow clearing by our contractors was utilised in 

this event, but discussions required with contractors and 

farmers pan Wales on how we could improve further for all 

water treatment works. 

2.3 Additional lagging/heat tracing along with more mobile 

heating and associated fuel stored at water treatment 

works to be built into “Winter Plan”. 

2.4 Adequate facilities and supplies for welfare – build into 

“Winter Plan” 

2.5 Review of overall generator effectiveness in cold weather  

November ‘18 IC Improved response to asset issues 

therefore reducing the possibility of 

failure impacting on customer service 
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3. Distribution 
3.1 Increased remote network monitoring in affected rural 

areas. 

February  ‘19 IC Improved response to asset issues 

therefore reducing the possibility of 

failure impacting on customer service 

3.2 Data on void properties and seasonal business properties 

such as caravan parks will be available to assist in 

reducing network losses  in key supply areas 

 

November ‘18 IC Improved response to private bursts 

reducing the possibility of excessive 

demands impacting on customer service 

3.3 A small number of network improvements to allow us to 

connect systems and move water around in an incident 

have been identified for investment in AMP7 

AMP7 IC Improved response to asset issues 

therefore reducing the possibility of 

failure impacting on customer service 

3.4 Undertake a feasibility study into the options for integrating 

pressure logger data and customer elevations to allow 

early identification of customer impact 

Feasibility  

November ‘18 

IC Early visibility of customer issues 

allowing targeting of operational support  

4. Resourcing 4.1 More formal readiness training for support staff when 

mobilised to support major incidents 

 

November ‘18 IC Better-resourced  and trained additional 

resources from non-operational teams 

will improve our responsiveness to 

customer issues 
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5. Alternative 

supplies 

5.1 Review process currently used for bottled water delivery 

and improve via emergency procedures and ‘dedicated’ 

additional delivery resources. 

5.2 Purchase additional equipment for bottled water 

deployment 

5.3 Tankering logistics is already an analysis project within our 

data science team and we will use the outputs to improve 

tankering effectiveness 

5.4 A dedicated team will be established in Silver to manage 

vulnerable groups in conjunction with the LRFs and Welsh 

Assembly government in future. 

5.5 Formalise the current arrangements for use of contract 

HGV drivers 

5.6 A contract is in place for 1 supplier of bottled water with 

informal arrangements in place for a further 2 To be 

formalised 

November ‘18 IC Improved delivery of alternative supplies 

meeting customer needs 

 
Communication with customers and key stakeholders 
 

Area Activity Due Date Owner Customer Impact 

6. Multi Media 
6.1 Our contact strategy anticipates growth of digital and social 

media channels.  We will continue to cross skill our contact 

centre teams to respond to this growth, as well as training 

people in non-frontline roles to support during incidents 

6.2 Introduction of Customer Contact silver management 

structure to improve the coordination between operational 

and contact (including social media) teams 

November ‘18 AS Early visibility of customer issues 

allowing targeting of operational support 

7. Operational 

Contact 

Centre 

7.1 Use of manual logs resulted in a large backlog to enter onto 

SAP post-event so a scalable easy-to-use logging system 

is required 

January ‘19 SJ Early visibility of customer issues 

allowing targeting of operational support 
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Customers in vulnerable circumstances 
 

Area Activity Due Date Owner Customer Impact 

8. Identification 

of 

vulnerable 

customers 

8.1 Whilst our Priority Services Register has significantly 

increased in numbers over the last few years we will work 

with agencies across Wales and Welsh Assembly 

Government to increase the number of people on the 

Register to 100,000 by 2025, as well as ensuring that it is 

an accessible list which includes temporary vulnerability 

December ‘18 

SJ More accurate provision of alternative 

supplies to vulnerable customers 

9. The Priority 

Services 

register 

9.1 Proactive contact was difficult due to the volume of 

requests we received. Through establishing a Customer 

Contact silver management structure, and the introduction 

of our new telephony system where we will be able to 

recognise customer contact preferences, we will adapt our 

contact strategy with more proactive contact with earlier, 

unprompted contact through the customer’s channel of 

choice 

November ‘18 

SJ More accurate provision of alternative 

supplies to vulnerable customers 

10. Dedicated 

team 

10.1 Our response to our vulnerable customers will always 

involve teams across our retail and wholesale businesses.  

However we will improve coordination between those 

teams by establishing the customer contact silver 

management structure, with representation from our 

specialist vulnerable customer team overseeing our 

response to our vulnerable customers 

November ‘18 

SJ More accurate provision of alternative 

supplies to vulnerable customers 

11. Schools and 

hospitals 

11.1 We have committed to ensure that all schools have a 

continuity of supply as part of our Customer Minutes Lost 

strategy and as a result are working with our Business 

Customer Team to ensure we have dedicated contacts. 

Hospitals and Care Homes etc are already covered 

November ‘18 

IC Improved delivery of alternative supplies 

meeting customer needs 
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14.1.1 Compensation 
 

Area Activity Due Date Owner Customer Impact 

12. Business 

customers 
12.1 We will review our process for communicating with 

Business Customers regarding compensation when adversely 

impacted by severe weather events 

October ‘18 IW 
Better visibility to business customers of 

severe weather compensation process 
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Appendix 1 – Review of Ofwat ‘Out in the Cold’ Report 

Ref Issue Relevance to DCWW 

2.1 Poorer performers had insufficient resources to make repairs, 
answer customer queries, engage with key stakeholders and 
deliver alternative supplies to those in need. 

In place already 

2.2 Poorer performing companies did not have sufficiently agile and 
robust plans to respond to a range of scenarios, including a 
freeze followed by a fast thaw, incorporating learnings from 
previous incidents that have affected the company or others. 

In place already 

2.3 A number of company plans could not cope with a large number 
of bursts occurring on customer premises and they lacked 
network information to identify problems quickly. 

Resources in place but 
action included for the pre-
identification of premises 
and more network 
monitoring 

2.4 This indicates that detailed real time data on issues within their 
networks is lacking. 

Included in action plan 

2.5 We appreciate that assets (such as treatment works or service 
reservoirs) need to be taken offline for periods for refurbishment, 
repairs and maintenance. We also note positive work from 
companies to expedite work to get key assets back online during 
the incident period. But it is important that companies consider 
when is best to schedule these works so that they are able to 
maintain supply to customers in the event of severe weather. 

Only one reservoir fell into 
this category which is 
already carefully planned for 
cleaning between winter 
and Holiday period. No 
action on Treatment works 

2.6 United Utilities involved their Executive early in the preparation 
for the freeze and thaw period and demonstrated how they had 
planned responses for both a rapid and gradual thaw. 

In place already 

2.7 Bristol Water and Wessex Water collaborated and were actively 
discussing bulk transfer of water arrangements and potential 
impacts prior to the incidents to ensure they were both prepared 
and could mitigate risks that materialised. 

Only small transfers 
available. Plans are in place 
to review them. 

2.8 Yorkshire Water demonstrated that their plans for this incident 
were implemented early with extensive involvement of key 
personnel within the company and also through engagement and 
liaison with external stakeholders. 

In place already 

2.9 Multiple companies, including Severn Trent Water and Thames 
Water, did not have a plan in place with appropriate escalation 
triggers. 

In place already 

2.10 South East Water, Southern Water and Affinity Water had a 
number of assets offline for refurbishment when the incident 
arose. This reduced the companies’ overall output and directly 
led to outages for customers. 

Not applicable 

2.11 In these cases, escalation processes did not work and Executives 
in these companies did not get involved in the response until 
incidents had already caused serious issues, leading to a slow 
and reactive response. 

In place already 

2.12 Our analysis shows that some companies based their escalation 
on the total number of customers without supply, but the duration 
and profile of those affected are also key factors. 

Not applicable as plans 
covered a long-running 
incident 

2.13 Better performing companies were more self-sufficient and, 
where their own stocks did not go far enough, were proactive in 
requesting additional alternative supplies from third parties in 
advance. 

Extensive range of 
equipment is now available 
arising from actions post-
2010 

2.14 Bottled water sites were often located too far away from 
customers in need, logistically unsuitable for the distribution of 
large quantities of water bottles and run by staff who had not been 
trained to co-ordinate bottled water sites. 

Included as part of the  
review of alternative 
supplies 

2.15 The location of sites and delivery of bottled water directly was not 
communicated well to customers or stakeholders 

Included as part of the  
review of alternative 
supplies 



Page 22 of 39 

2.16 In some cases, we were told about how volunteers and council 
officials had to step in to deliver bottled water to those in need, 
as the response from companies was poorly co-ordinated 

This is part of our standard 
procedures 

2.17 Companies should re-evaluate their alternative supplies 
strategies, working closely with local partners and others in the 
sector. 

Included as part of the  
review of alternative 
supplies 

2.18 Better performers were collecting accurate real-time data and 
analysing it to identify where they should prioritise repairs and 
how they could manage network flows to maintain supply to 
customers.  

Real-time data already 
available but action included 
to extend the coverage 

2.19 They also had strategies in place to manage their infrastructure 
and sites that might become inaccessible due to snowfall, such 
as making sure they were proactively manned or could be 
operated remotely. 

Action in place to review 
access to water treatment 
works and money include in 
PR19 for Service 
Reservoirs  

2.20 Crucially, poorer performing companies lacked the real time 
network information about where problems were happening – 
particularly at a level sufficient to identify a large amount of small 
scale problems 

Included in action plan 

2.21 Yorkshire Water alerted alternative suppliers well in advance to 
have bottled water stocks placed on standby in strategic 
locations, from where they could rapidly deploy them if needed. 

Already being actioned with 
new logistics store in course 
of construction 

2.22 Affinity Water, Northumbrian Water, South West Water and 
Yorkshire Water staffed key water treatment works 24 hours a 
day during the incident period to reduce to reduce the likelihood 
of loss of production. 

DCWW manned works 24/7 
as well 

2.23 Anglian Water intend to improve real-time modelling and make it 
easier for engineers to respond where intervention is needed. 

Alternative being developed 
to spot areas impacted – 
included in plan 

2.24 Service reservoirs running dry, also known as dewatering, 
caused further escalation of supply interruptions for Severn Trent 
Water, Southern Water, South East Water, Thames Water and 
Welsh Water (Dŵr Cymru). 

Actions on more field  
monitoring equipment 
included in plans 

2.25 Thames Water called for alternative water supplies later than they 
should have, their sites were poorly located and managed, and 
there was little co-ordination with key stakeholders. 

Included in our alternative 
supplies 

2.26 Some companies also gave customers advance warning of the 
risk of problems and identified steps to take to mitigate risks, such 
as lagging pipes. 

Normal procedures as part 
of winter prep plans 

2.27 Poor network data also meant that information provided to 
customers was often inaccurate or not up-to-date, and some 
customers were incorrectly told they had supply back. Some 
customers did not receive advice whether or not the water was 
safe to drink straight away, for example because of 
discolouration, when supply was restored. 

Included in the action plan 

2.28 Too often companies’ communications were not targeted, and did 
not involve co-ordinated multichannel campaigns – instead 
relying on customers seeing social media posts or contacting the 
company directly. 

Part of procedures already 

2.29 They should gather evidence so they know and understand which 
channels work best for which customers. 

The introduction of the 
Agent Desktop (estimate 
delivery date 
December2019) will provide 
us with the capability to 
better understand customer 
contact preferences and 
base our contact strategies 
on this.” 
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2.30 There was also a particular issue with wholesalers unable to 
contact business customers out of working hours. This meant that 
in some cases, substantial leaks were not addressed until after 
the weekend. Better sharing of contact information between 
wholesalers and retailers in emergency situations is necessary. 

Not an issue in Wales at the 
moment 

2.31 Perhaps most worrying were the shortcomings in the 
communication and liaison with emergency services, local 
authorities and local resilience forums (LRFs) – made up of public 
bodies, agencies and utilities which co-ordinate responses to 
Emergencies. 

Included in the action plan 

2.32 Yorkshire Water used customer segmentation data to target 
certain areas. 

Customer segmentation 
data is being used already 

2.33 South East Water had a dedicated team to assist farmers Will be included in the 
review of Emergency 
Procedures 

2.34 SES Water included a communications strategy in their wider 
Winter Contingency Plan. 

Already part of Winter 
preparations 

2.35 Thames Water, Southern Water, Welsh Water (Dŵr Cymru) and 
Severn Trent Water all communicated with Local Resilience 
Forums only when the incident was already fully underway. 

Will be included in the 
review of Emergency 
Procedures 

2.36 Companies should be proactive in understanding the needs of 
customers in vulnerable circumstances on an ongoing basis and 
assessing the tailored support that they can offer to them during 
business as usual times and emergency situations. 

Included in the plan 

2.37 In addition, a number of companies told us that their priority 
services registers (PSRs) were limited. 

Included in the plan 

2.38 We also found that some companies expect customers to identify 
themselves as being in vulnerable circumstances and to sign up 
for support. This approach does not acknowledge that customers 
may not recognise themselves as vulnerable or understand the 
term, yet still need support. 

Included in the plan 

2.39 Stakeholders noted that some companies were slow to engage 
with them to cross-check their vulnerability registers and identify 
customers in vulnerable circumstances. In some instances, due 
to this slow response, volunteers and council officials had to step 
in to support customers, including by delivering bottled water 
door-to-door. Companies should lead and be actively co-
ordinating with local partners to consider where they can support 
their response. 

Included in the plan 

2.40 Affinity Water and South East Water had detailed information on 
the supply interruptions experienced by customers in vulnerable 
circumstances. 

Included in the plan 

2.41 Including their customer service team receiving training from the 
charity MIND and the Red Cross supporting their efforts to 
distribute bottled water to customers. 

Arrangements are in place 
to use Red Cross to 
distribute bottled water to 
vulnerable customers 

2.42 Precautionary tankers were provided to hospitals in the areas 
confirmed to be without 24 hour storage. 

Hospitals are prioritised for 
tanker deployment 

2.43 United Utilities have worked with Age UK to tailor their support to 
different types of vulnerability. Thames Water also worked with 
Wandsworth Age UK during the incident period to identify 
additional customers in vulnerable circumstances. 

The vulnerable customer 
strategy will utilise multiple 
sources of information 

2.44 In Welsh Water (Dŵr Cymru) no one team had an overall view of 
how well they were meeting the needs of vulnerable groups. 

We will introduce a new 
element into our command 
structure – Customer 
Contact Silver Management 
– which will include 
representation from our new 
specialist vulnerable 
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customer team, to improve 
the oversight and 
coordination of our 
response to vulnerable 
customers 

2.45 In some cases they did this much faster than the statutory limit of 
20 working days. Other companies were much slower. This was 
partially due to poor information regarding which customers were 
impacted. 

Included in the plan 

2.46 In contrast, we found that several companies had poor 
information about which customers were impacted, 
compromising how they dealt with compensation. 

Included in the plan 

2.47 Other companies did not make business customers aware of the 
processes for making claims. This is poor practice and should be 
rectified. 

Included in the plan 

2.48 South East Water made compensation payments rapidly after the 
incident, with the majority occurring within five working days. 

The improvement plan will 
include understanding the 
South East Water 
processes  

2.49 Where customers contacted South East Water to say that they 
had not been without supply during the period, the company 
allowed customers to retain the payments and some customers 
gave this to charity. 

The same process was 
applied in DCWW 

2.50 Southern Water and Thames Water both provided grants to 
impacted schools of £2,000 and £2,500 respectively. Thames 
Water also offered schools the opportunity to take educational 
visits to sites and take part in a talk on STEM subjects. 

A community fund of 
£10,000 per impacted area 
was set up to be spent on 
initiatives determined by the 
local community. Local 
schools have been visited to 
explain what happened 
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Appendix 2 – Issues identified by the Utility Regulator in conjunction with Northern Ireland 

Water and the wider stakeholder group. 

The Freeze/Thaw Recovery Plan identified by the review following the 2010/11 freeze thaw has been 

reviewed against DCWWs processes and capability: 

 
 EXTENT OF SUPPLY FAILURES 
 

1 Fittings NI Water should identify and assess the 
performance of key components affected by frost action 
and consider whether it can take action to prevent these 
difficulties arising in the future. For example the 
company reported failures on valves, exposed fittings 
etc. Before embarking on changes, the company should 
undertake a risk-based assessment to justify, target and 
prioritise the necessary investment. 
 

A full review of Strategic Stock will 
be undertaken to ensure all 
emergency “fittings” are replenished 
following Storm Emma. We hold 
over £2 million of strategic stock in 
north and south Wales and have 
recently agreed a framework with 
UTS to manufacture bespoke 
fittings at their new factory in 
Newport, south Wales. 

2 Plant Items NI Water should identify learning from the 
failure of plant through the incident and incorporate this 
into its design standards. 
 

We have introduced a number of 
mandatory clauses in our own 
internal design specifications since 
their creation in 2010 that ensures 
that designers consider the adverse 
effects of weather conditions have 
on the operation of plant and 
equipment in DCWW.  These 
specifications are closely aligned to 
WIMES and other industry 
standards. 

3 Service Reservoirs NI Water should assess service 
reservoirs which have a higher inherent risk of supply 
failure and are likely to require tankered volumes of 
water to maintain supplies. The company should ensure 
that access and connection arrangements are 
adequate including provision of hard standing for 
parking tankers. 
 

Investment has been ongoing this 
AMP and further investment needs 

4 Mains isolation NI Water should capture information on 
key valve locations including GPS reference and 
photographic information to ensure that critical 
information is stored centrally and can be 
communicated to field staff during an incident. The 
company should check that isolation plans are in place 
for its service reservoirs and develop more detailed 
plans for network isolation. The company should 
consider developing an isolation routine on its GIS 
system which would allow the valves necessary to 
isolate any section of the network to be identified 
quickly. 
 

Isolation plans are included in the 
works operating manuals which are 
governed by the Integrated 
Management System 

5 Call volume reports The company should develop the 
call volume reports available to the Incident Command 
Team. Call visualisation and reports based on 
geographic areas might be difficult to interpret. The 
company should consider the production of reports of 
calls related to particular assets, such as service 
reservoirs or DMAs, which could provide early warning 
of developing situations related to the asset base to 
quickly focus on problem areas. 

Procedures are already in place to 
identify clusters of complaints. Call 
volumes and locations of issues are 
highlighted in all Gold meetings by a 
manager from the contact centre. 
Further enhancement of these 
processes are planned for social 
media and correlation with pressure 
loggers 



Page 26 of 39 

6 Telemetry NI Water should consider developing 
pressure monitoring of the distribution network to 
provide real time pressure data as an early indicator of 
a reduction in service. The development of this 
approach should be based on an analysis of how the 
network might have responded to increased flows 
during the 2010/11 freeze thaw to demonstrate that it 
would produce valuable results to which the company 
could respond. Pressure management to assist leakage 
reduction is provided for within the PC10 Final 
Determination. The company should consider 
extending this to include pressure measurement on 
telemetry. 
 

Pressure loggers have already been 
installed in vulnerable DMAs. This 
will be extended to all locations with 
the additional investment identified 
following Storm Emma. Pressure 
logger data alarms to highlight 
potential problems 

7 The company should review its access routes to critical 
assets and make arrangements with Roads Service to 
request that routes are salted to maintain access under 
frozen conditions. 
 

Arrangements are in place with 
council contacts for snow clearing 
and salting and local arrangements 
with farmers in place.  

8 Public-Private Partnership Water Treatment Works NI 
Water should take the steps available to it under the 
PPP contract to ensure that any weaknesses in the PPP 
assets exposed by the freeze thaw event are rectified 
and that sufficient steps are taken to ensure that the full 
contracted plant capacity can be available when 
demand is at its peak. Once the company has taken the 
action recommended above, it should review the 
assumptions regarding PPP plant output in its draft 
Water Resources Management Plan to reflect the 
residual risk of reduced plant output at critical times. 
 

No Public-Private  arrangements 
are in place in DCWW 

9 Water Resources Management Plan NI Water should 
review its draft Water Resources Management Plan to 
include a critical period assessment covering peak 
winter demands. NI Water should work with other water 
service providers, policy makers and regulators in GB 
and Republic of Ireland to assess the likely occurrence 
and impact of peak winter demand and develop a 
rational, risk based approach to this issue. 
 

We don’t cover the ‘winter peak 
demand scenario’ in our WRMP. 
We have looked at this historically 
but have not established a supply or 
demand side investment need, 
based on winter freeze thaw 
demand events. We have taken the 
approach that this is not a water 
resource issue for the larger 
conjunctive water resource zones 
where we have storage, because 
control rules are not a restriction on 
treatment availability during winter 
periods. 

10 Water Resources Management Plan NI Water should 
continue the work done under the draft Water 
Resources Management Plan to assess the hydraulic 
capacity of the existing and planned trunk mains 
drawing on the experience gained of operating at full 
capacity over a sustained period. NI Water should 
assess the resilience of the trunk main network drawing 
on lessons learnt from the freeze thaw incident in 
2009/10 and 2010/11. The company should also work 
with policy makers, stakeholder and regulators to define 
appropriate levels of service in consultation with 
consumers. 
 

This continues to evolve with 
successive water resource plans 
and extreme weather events such 
as the dry hot summer in 2018 

11 Service Reservoirs NI Water should review the capacity 
of its service reservoirs in detail to identify individual 

Service reservoir storage has been 
reviewed to ensure we have the 
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reservoirs which do not have sufficient capacity to 
reduce the risk of service failure to acceptable levels. 
The assessment should consider the risk and 
consequential impact of supply failure resulting in a 
clear statement of need. The assessment should take 
account of the resilience of the supply arrangements 
and an appropriate level of service informed by 
consumer views and developed in conjunction with 
policy makers and regulators. 
 

correct balance of storage and 
turnover 

12 Water mains NI Water should complete an assessment 
for bursts which occurred during the freeze thaw to 
determine whether a planned programme of mains 
replacement could have prevented the bursts which 
occurred during the incident and then take account of 
this in its future proposals for mains rehabilitation. 
 

Mains renewal based on condition 
and burst frequency has been 
ongoing. The recent Zonal Studies 
programme continues this work 

13 Water mains NI Water should develop its water mains 
quality programme in conjunction with the DWI so that 
the extent of the quality programme is defined and a 
rate of addressing current quality shortfalls agreed. On 
the basis of the limited investigation to date this may 
have the consequential benefit of reducing mains bursts 
(generally occurring on old cast and spun iron mains) 
during freeze thaw events if mains replacement or 
structural relining options are implemented. 
 

The Zonal studies programme 
currently underway will address 
DWI undertakings  

14 Water mains NI Water should investigate the bursts that 
occurred through the winter of 2009/10 and 2010/11 to 
develop its understanding of the mechanisms that 
cause pipe failure which might inform its future asset 
management procedures. The factors which should be 
considered in this assessment will include mains age, 
mains material, air temperature, soil temperature, water 
temperature and soil type. 
 

This activity is routinely undertaken 
by our dedicated CML Team which 
was established in 2013. Root 
Cause assessment and investment 
/ operational interventions are 
raised through our LAM team for 
prioritisation and inclusion with our 
Zonal Studies approach. 

 
CONTINGENCY PLANNING AND IMPLEMENTATION 
 

15 NI Water and other stakeholders should recognise that 
extreme weather conditions can have an impact on the 
performance of plant. For example: biological and 
chemical processes become inhibited as temperatures 
fall, and low temperatures increase pipe bursts. It would 
be expensive to design plant to secure performance in 
all circumstances. Attempting to do so can result in 
plant which is so large that it is detrimental to normal 
operation. Policy makers and regulators should 
consider their requirements for the company to design 
for all circumstances and ensure that design standards, 
consents, licences and regulatory action take account 
of the costs and benefits of investing to deliver full 
compliance in all circumstances. 
 

We have introduced a number of 
mandatory clauses in our own 
internal design specifications since 
their creation in 2010 to ensure that 
designers consider the adverse 
effects of weather conditions on the 
operation of plant and equipment in 
DCWW.  These specifications are 
closely aligned to WIMES and other 
industry standards. 

16 Company’s executive team role NI Water should review 
the efficiency of its planning arrangements for an event 
of this scale. In doing so the company should consider 
whether existing arrangements allow the Gold team to 
maintain an appropriate strategic focus or whether 
plans need to be amended to formalise arrangements 

There is a Managing Director 
standby rota in place to fulfil this 
purpose. It was mobilised in Storm 
Emma and during the extended 
hot/dry weather in the summer of 
2018 
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for strategic support from the company’s executive 
team. 
 

17 Testing of MIP Response NI Water should review its 
processes for testing the incident management 
response in light of the recent incident. As part of this 
review the company should consider the use of more 
frequent focused exercises to test specific elements of 
the plan in addition to large-scale exercises. These 
exercises should make use of both desk top and staged 
exercises; use of ‘unwarned’ testing; and use of industry 
experts to help develop scenarios to fully test the plan. 
 

An extensive emergency  exercise 
plan is in place every year to test all 
aspects of our emergency response 
including multi-agency exercises 

18 Independent Audits NI Water should ensure that more 
frequent independent audits of the emergency plans are 
undertaken. This is a requirement in the rest of the UK, 
whereby annual audits of compliance against Security 
and Emergency Measures Direction (SEMD) are 
undertaken by certified auditors on an annual basis. We 
would encourage the Department for Regional 
Development to require this in any guidance it issues to 
accompany the Preservation of Services and Civil 
Emergency Measures Direction. We would also 
recommend that this guidance requires the company to 
undertake an annual review of its plan and clearly 
defines the company’s obligations. These should 
include those relating to alternative supplies and the 
need to work with other bodies to secure information 
about vulnerable customers. 
 

Annual SEMD audits undertaken 

19 Co-Location of Centres NI Water should review the 
benefit and priority for co-locating the telemetry, Work 
Control and Incident Management centres to facilitate 
greater interaction between them. PC10 provided for 
the costs of this work, and if the company considers this 
to be a significant issue it is encouraged to prioritise this 
aspect of its plans. We note however that this is not the 
practice in all companies and should not be a reason for 
any shortfall in service. 
 

There is a centralised control room 
called the Smart Hub collocated 
with a number of critical support 
teams, the operational contact team 
and the Gold command centre. 

20 Information Flow NI Water should review the 
operational practice associated with reverting to the 
manual dispatch of jobs during incidents. This mode of 
operation affects the ability to provide ‘real time’ 
feedback on the progress of jobs from the field to the 
incident team and to the call centre. This impacts on the 
company’s ability to respond to customers effectively 
during an incident. The company should consider how 
more up to date information can be provided to the call 
centre. 
 

Manual systems are not utilised in 
operational emergencies 

21 MIP – rotation of supplies contingency plan NI Water 
should develop the appropriate contingency plans to 
address the future possibility of the need to rotate 
supplies. It should include the development of an 
appropriate customer communication strategy. The 
company should also consider using network modelling 
to inform operational procedures so that accurate 
information on the timing of supply interruptions can be 
relayed to consumers. 

Rotational supplies are not 
appropriate in a customer service 
focussed organisation 
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Emergency isolation of supplies 
 

22 NI Water should conduct an audit of whether its powers 
to isolate consumer supplies during an emergency are 
adequate. In light of the outcome of that audit DRD 
should consider whether it should make new 
regulations under the order or amend the order so as to 
ensure the company has adequate powers to respond 
to such events. 
 

This was undertaken in Strom 
Emma and the premises owners 
contacted and supported in 
completing repairs 

23 Alternative Supplies NI Water should review its 
approach to alternative supplies in light of the 
experience and knowledge gained during this event. 
This should include a review of the distribution of 
alternative supplies for events where the affected 
consumers are widely dispersed among consumers still 
on supply. It should also review its arrangements for 
obtaining increased volumes of bottled water in 
emergency situations. 
 

Further improvements included in 
the action plan Section 11 and will 
be considered against the Water UK 
output 

24 Mutual Aid NI Water should identify potential additional 
sources of assistance which can be mobilised during an 
incident. The Utility Regulator also thinks there would 
be merit in establishing a Northern Ireland Utilities 
Mutual Aid Programme in which all utilities could 
participate. The Utility Regulator will give further thought 
to the development of a NI Utilities Forum which could 
also facilitate wider risk management and investment 
discussions. It should also consider other sources of 
assistance, including the Republic of Ireland as well as 
the Water UK Mutual Aid scheme. 
 

Water UK to Review arrangements 
in England and Wales 

25 Civil Contingencies Group NI NI Water should consider 
how it can best utilise the resources of the Civil 
Contingencies Group (NI) in widespread incidents such 
as that experienced. It is also recommended that 
lessons from the current incident are defined, brought 
to the CCG for consideration and addressed for the 
benefit and assurance of all stakeholders and citizens 
of Northern Ireland. It is also recommended that NI 
Water is included as a specified body under regulation 
57(4) of the Civil Contingencies Act 2004 (Contingency 
Planning) Regulations 2005. 
 

We are a Category 2 responder 
under the Civil Contingencies Act 
and are executive members of the 
North Wales, Dyfed Powys, South 
Wales, Gwent LRF and West 
Mercia LRFs. 
We are able to work cooperatively 
with multi-agency partners when 
they have resources available to 
provide a joint response to an 
incident. 

26 Protect your pipes – Winter Campaign NI Water should 
further develop its annual campaign on ‘protecting your 
pipes’ to increase consumers’ awareness of it and the 
importance of protecting their water pipes and other 
fittings from frost. More people may view the ‘Protecting 
your pipes this winter’ video if it was available for 
viewing directly from the niwater.com website and not 
via a link to YouTube. Other means of access to this 
information must be developed for those who do not 
have 
 

All in place in DCWW 

27 NI Water should review its information on approved 
plumbers to ensure that this is up to data and relevant 
to NI. They may also wish to explore the feasibility of 
providing access to a home insurance and emergency 

We work in collaboration with Water 
Safe to actively promote the use of 
accredited plumbers and have 
direct links from our Website. We 
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repair service provider to match all other GB water 
utilities. The company should also consider how it can 
establish a personal contact with all consumers and in 
doing so draw their attention to the new information on 
protecting pipes, plumbers, home insurance and critical 
care. 
 

have our “Wrap Up Wales” 
campaign which runs each year 
from October – March which gives 
advice and guidance on insulating 
pipes and preparing for Winter 
periods. In addition to this, we give 
away free winter “lagging kits” to 
customers and continually promote 
this offer throughout the winter.  
During incidents we use paid for 
advertising to target customers 
affected by freezing conditions. 

28 Call Centre NI Water should ensure that it has a full 
understanding of its telephony system including use of 
Interactive Voice Response (IVR). NI Water should 
consider ring fencing separate emergency and priority 
lines, for example hospitals and MLAs, so that urgent 
calls are not lost in a situation where call lines are busy 
or overwhelmed. NI Water should consider ring fencing 
separate capacity for outbound lines so communicating 
with customers or the wider business is not hindered 
when call lines are overwhelmed. 
 

In place in DCWW 

29 Call Centre NI Water should develop a template so that 
adequate telephony management information is 
provided to the Incident Team so that informed 
decisions can be made and guidance offered. 
Information should include total calls offered at network, 
calls at switch, abandoned calls, numbers of engaged 
tones, average wait, longest wait, IVR performance, last 
update of IVR, numbers of calls taken split by category, 
numbers of resources available, call forecasts and 
resource gaps. Where appropriate, information should 
be provided per line e.g. Waterline, Leakline, MLA line. 
All managers should be briefed on the importance of 
this information and the intelligence that can be 
extracted from it. 
 

In place in DCWW 

30 NI Water should conduct a review of its call overflow 
facilities both internally and externally. Regular reviews 
of call forecasts should be made in an incident situation. 
Resource planning must be started and in place well 
before the start of an anticipated event, such as a freeze 
thaw. An understanding of the potential resource 
requirements and shortfalls should be gained to ensure 
that sufficient resources are in place. Formal standby 
arrangements must be considered to ensure that 
resources can be mobilised as needed. A formal 
commitment should be sought from employees, and 
there should be less reliance on goodwill. 
 

In place in DCWW 

31 Call Centre NI Water should review its outsourced 
contract, including business continuity plans, for the 
Call Centre and ensure performance levels and 
tolerances reflect the possible needs that may arise 
during an incident. Agreement should be made on work 
priorities (for example, SLA performance, customer 
experience, priority of work types and work volumes). 
 

Not applicable 
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32 The Company should consider the benefits of double 
skilling its workforce to provide extra and more flexible 
resources in the event of major incidents. 
 

Not applicable – further trained 
support from the non-operational 
side of the business developed 

33 Stakeholders In relation to getting messages out to 
consumers NI Water should consider the use of 
proactive customer contact methods to help inform key 
customers about supply interruptions and other 
emergencies (for example, SMS texting etc). NI Water 
should also consider using stakeholders and other 
parties (such as UFU, MLAs and community groups) 
more to assist with getting messages out. NI Water 
needs to improve stakeholder management processes 
and procedures to restore confidence and trust. 
 

In place in DCWW 

34 Consistency and Updating of Information NI Water 
should review the various means with which it 
communicates with its customer base, matching 
different customer needs to the particular tools 
employed. An examination of good practice by other 
similar companies should inform this review. NI Water 
should also review the language it uses to communicate 
with consumers to ensure that it is consumer-friendly 
and not operationally focused. To ensure that 
consistent and accurate messages are relayed to 
consumers, NI Water should put in place updating 
procedures for all consumer contact points (such as the 
website, call centre, media). 
 

In place in DCWW 

35 Website NI Water should review the website’s purpose, 
content and functionality. As part of the review the 
company should explore options for making available at 
short notice critical information during major incidents. 
It should also review all of the literature and other 
information that is on the website to ensure that any 
guidance provided is helpful. This is not currently the 
case, for example, for contact information for SNIPEF 
approved plumbers. A particularly important aspect of 
any website is its currency, and NI Water should ensure 
that it has effective processes in place for regular 
updates. 
 

In place in DCWW 

36 NI Water should review its website to ensure that 
the Critical Care Register information is both 
consistent and accessible. NI Water must ensure 
that similar to NIE that it provides clear information 
to its critical care customers on the service it will 
provide during a major incident and during any 
planned interruption to supply. NI Water must aim to 
have a fully developed critical care register which is 
comparable to the list utilised by NI Electricity. NI 
Water should in common with other utility 
companies in Northern Ireland refresh its critical 
care register on a monthly basis.  
 
 
 
 
 
 

 

Further improvements included in 
the action plan Section 11 
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15 GOVERNANCE AND LEADERSHIP 

 

37 NI Water should review its website to ensure that the 
Critical Care Register information is both consistent and 
accessible. NI Water must ensure that similar to NIE 
that it provides clear information to its critical care 
customers on the service it will provide during a major 
incident and during any planned interruption to supply. 
NI Water must aim to have a fully developed critical care 
register which is comparable to the list utilised by NI 
Electricity. NI Water should in common with other utility 
companies in Northern Ireland refresh its critical care 
register on a monthly basis. 
 

Further improvements included in 
the action plan Section 11 

38 NI Water should define formal roles for Executive Team 
members within the Major Incident Plan. The Executive 
Team should also take greater ownership of the MIP to 
ensure that its corporate importance is recognised, that 
the shortfall in customer services expertise is 
addressed, and that the Executive Team engage in MIP 
mock exercises and challenge its effective operation 
and the company’s preparedness. 
 

In place in DCWW 

39 The process of preparing and challenging the risk 
register generated by the Executive and reviewed by 
the Audit Committee and Board should be flexible and 
responsive enough to identify and highlight risks and 
their mitigation as they arise. 
 

In place in DCWW 

40 The company should review and assess the skill sets 
and experiences in its Executive leadership. This 
should be considered for the specific context of NI 
Water and its requirements, not merely by a 
benchmarking exercise which while informing may miss 
the crucial need for experienced corporate water 
industry knowledge. There needs to be a strong 
customer service focus as well as an ongoing focus on 
delivering efficiencies and improving services. 
 

In place in DCWW 

41 NI Water should re-evaluate the Director of Customers 
Services role in the context of the MIP and consider if 
too much is expected from one individual (operations, 
engineering, customer relations, media planning and 
business recovery). 
 

Not applicable 

42 There is an issue of management regarding the Call 
Centre which must be addressed. This conclusion 
should be cross referenced with conclusions 28 to 32. 
 

Not applicable 

43 The company should now take steps to re-energise a 
dispirited workforce 
 

Not applicable 

44 Consideration should be given to the appropriate 
balance of Executive and Non Executives on the Board 
with reference to other water utilities. 
 

Not applicable 

45 The company must make additional effort to refocus its 
culture of impersonal utility service to personal 
customer service. 

Already embedded at DCWW 
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16 FUTURE RISKS AND RESILIENCE MEASURES 

 

46 Inform Future Price Controls NI Water should undertake 
a wider review of its risk management processes to 
ensure that each risk mitigation measure is properly 
considered and takes account of industry best practice. 
We will ask the company to identify improvements it 
considers necessary and consult its consumers on its 
proposals to improve service. This would be done so as 
to inform subsequent price controls 
 

Not Applicable 

47 Inform Future Price Controls NI Water should consult 
widely with other stakeholders and consumers on:  The 
level of emergency response the company should 
provide. This will consider the type and quantity of 
emergency water supplies to be provided and when this 
should be triggered. • The levels of service the 
community expects the company to deliver and the 
frequency at which a reduced level of service would be 
acceptable. • The cost the community is willing the pay 
to mitigate risk. 
 

Already takes place in DCWW. 
Review of alternative supplies in the 
improvement plan Section 11 

48 Inform Future Price Controls NI Water should continue 
to develop its asset data and asset management 
systems and engage with consumers to support clear 
medium term investment programmes. In the short term 
the company should identify and address local 
weaknesses in asset performance exposed by this 
incident. 
 

Already in place in DCWW 

49 NI Water should continue to review its design standards 
in light of information from the UK Climate Change 
Programme. The company should also keep under 
review its progress in adapting to climate change using 
a formal framework such as that set out in the Royal 
Commission  
 

Already included in the DCWW’s 
Welsh Water 2050 strategy 

 
17 IDENTIFY UNDERLYING ISSUES WITH DOMESTIC CONSUMERS PIPEWORK 

 

50 Service Pipes There is an opportunity to learn from the 
rapid increase in demand during the freeze-thaw 
incident. The company should undertake a more 
detailed assessment of demand taking account of 
detailed information such as DMA flow data, service 
reservoir outflow, service reservoir data and information 
on water loss on consumer premises. It is possible that 
there are key lessons to be drawn on the type and age 
of property which suffered most during the incident. 
Other stakeholders, such as the NI Housing Executive 
may wish to collaborate with NI Water in this work. The 
outcome would be improved advice to owners and 
occupiers on steps they might take to prevent pipe 
bursts in the future 
 

Part of the DCWW leakage strategy 

51 Service Pipes There were frequent cases of the service 
pipe from the company water main to the consumers’ 
premises freezing during the incident resulting in a loss 
of supply. Some frozen service pipes burst when frozen 

Already in place – shallow services 
renewed in vulnerable locations. 
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and leaked during the thaw. NI Water should collate 
such data as is available on the type of service pipe 
(depth, length, diameter, material) which froze or burst 
during the incident to identify any lessons learnt which 
would inform the management of service pipes in the 
future. 
 

52 Service Pipes Current regulations specify that supply 
pipes should be installed to at least 750 mm cover. In 
part this provides protection against freezing. There is 
the possibility that this protection will be eroded as 
consumers amend ground levels to alter access to and 
hard-standing around properties. The responsible 
authority should check that cover to supply pipes will be 
maintained when granting permission for work involving 
amendments to access or paving around properties. 
 

We have policies in place which 
clearly give this guidance for new 
properties and customers who 
replace their own supply pipes. We 
have our in house dedicated Water 
Regulations team who proactively 
check and assist customers when 
supply pipes are replaced. In 
addition to this, a full review of 
customer who experienced frozen 
pipes was carried out post-2010, 
and a significant number of pipes 
were replaced, or frost protection 
provided. 

 
18 ACTIONS FOR BROADER CONSIDERATION IN THE LONGER TERM 

 

53 NI Water is not responsible for the supply pipe from a 
property boundary and it does not carry out repairs on 
supply pipes. Other companies in GB offer a free or 
subsidised supply pipe repair service to help control 
leakage. In light of the incident NI Water, in conjunction 
with policy makers and regulators, should review the 
benefits of a free or subsidised repair service. The 
company should also review its policy on repairing 
consumers’ supply pipes during a freeze-thaw when the 
need to reduce demand becomes the clear strategic 
objective. Any move to repair consumers’ supply pipes 
during a freeze-thaw incident should remain at the 
discretion of the company which will need to retain the 
flexibility to prioritise its resources to best effect. 
 

Already in place in DCWW 

54 The Utility Regulator noted the commentary of the 
incidence of extreme weather conditions. The Utility 
Regulator agrees with the Minister for Regional 
Development that climate change will be a more 
significant factor in future; as weather systems become 
more energetic they will become more unpredictable. 
The Utility Regulator urges the board of NI Water and 
DRD to reconsider the ten questions on adaptation 
defined by the Royal Commission on Environmental 
Pollution in March 2010 in its Report on Adapting 
Institutions to Climate Change. 
 

Already included in the DCWW 
2050 strategy 

55 The Utility Regulator agrees that there needs to be 
greater and widespread alertness to risks arising from 
weather whatever they may be. The Met Office has a 
colour coded weather alert system, no severe weather; 
be aware; be prepared, take action. NI Waters Major 
Incident Plan should be linked to these statuses with 
clarity around what actions will be taken at each status 
above ‘no severe ‘weather .If a general alert system 
somewhat akin to the Government security alert 

DCWW procedures cover this. No 
initiatives planned for a broader 
response plan although LRFs 
provide this coordination.  
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warning system could be developed from this which 
could be shared with all stakeholders, including the 
Minister and Department, there would be merit insofar 
that everyone would be aware of what response actions 
would be in place. However, the that there might be 
merit in extending this alert status warning with respect 
to other utility services .The Met Office status needs 
more detailed examination to establish if can embrace 
these ideas. There has not been sufficient time in the 
Review to establish the practical details of such a 
scheme and the Utility Regulator will pursue this. 
However the Utility Regulator will wait before it takes 
such an initiative, to establish with key stakeholders, 
whether such an idea would be welcomed and could 
have wider application to other public services such as 
transport. 
 

56 The Utility Regulator also supported the idea that there 
a wider issue of understanding what investment and 
management horizons for the risks of weather events 
should be used in future. The Utility Regulator considers 
that a dialogue across the utilities it regulates will be 
necessary , but also agreed that a wider debate about 
asset protection across all public services and the cost 
consequences would be of benefit . The Utility 
Regulator would be pleased to work with key 
stakeholders in facilitating these discussions and 
conclusions 
 

Already included in the DCWW’s 
Welsh Water 2050 strategy 

57 The Utility Regulator noted the value of local co-
operation in the crisis and the help given by Scottish 
Water. However the Utility Regulator agrees that there 
would be merit in there being a Northern Ireland Utilities 
Mutual Aid Programme, in which the utilities - for which 
the Utility Regulator has economic regulatory 
responsibility - would participate. Such a Programme 
could be incorporated into a NI Utilities Forum. This 
Forum could be a focal point for the Mutual Aid 
Programme and for contributing to discussions on risk 
management in asset investment for example. The 
Utility Regulator will take this idea forward with the 
utilities to determine the practicalities and benefit of 
such a notion. However, the Utility Regulator 
recognizes that this Forum could also act as a central 
point of intersection with Local Authorities in Northern 
Ireland and other stakeholders. Following this, 
consideration should be given to exploring this concept 
with utilities in the Republic of Ireland. The Utility 
Regulator will establish which course of action to take 
beyond any statutory responsibility in this matter, when 
it has the views of other stakeholders. 
 

Mutual Aid in place in England and 
Wales 
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Appendix 4 – Examples Relevant to Storm Emma from DCWWs Document ‘Water 2050’ 
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