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Section A:  Factual details of freeze/thaw events 

 

 

A1. Provide details of the impacts of events on your network / customers using the attached tables 

(please complete both sheets). We are requesting information from the period 14 February 2018 

to 14 March 2018. Please specify on which dates your company considered it was managing 

events rather than business as usual (the end date should be no earlier than all customers being 

back on supply). If you consider it appropriate, you may extend the date range (e.g. to the start of 

February) and explain why additional dates are relevant. You may not reduce the date range. 

The UK experienced a spell of severe winter weather with very low temperatures and significant 
snowfalls from late February to early March 2018, the so called “Beast from the East”.  Daytime 
temperatures remained widely below freezing on 28th February to 1st March with a strong east wind 
and significant accumulations of snow across much of the country. This was the most significant spell of 
snow and low temperatures for the UK overall since December 2010.  

The severe weather event was followed by a rapid increase in temperature over the weekend of the 3rd 
and 4th of March which resulted in a thaw across our operating area. We observed temperature 
variation at some weather stations of 15°c in fewer than 10 hours (Appendix 1) and significant changes 
to the temperature of water leaving our water treatment sites (Appendix 2). The resultant thaw caused 
an increase in burst mains on Affinity Water’s network and leaks appeared on consumer supplies and 
internal plumbing systems as ice melted. During the period of 2nd to 7th March 2018, we repaired 182 
burst mains, 230 repair jobs regarding supply pipe leaks were created and 64 waste notices were issued. 
The increased demand caused by supply side leakage and bursts resulted in distribution input similar to 
summer peaks (See Appendix 3).  

We were fully prepared to respond to these challenges. Our preparations for events of this nature are 
supported by a number of detailed operational plans which ensure we are ready to respond, with the 
right resources, in the right place at the right time. In the autumn of every year, we raise customer 
awareness of the risk of burst pipes and our operational teams and out of hours standby arrangements 
are made ready should we experience cold weather episodes. As part of our ongoing planning, during 
January we increased our leakage detection (both direct labour and contract) and repair teams to assist 
in our drought management and leakage programmes. 

We operate with a well-established gold, silver and bronze structure. This approach is engrained into 
our policies and procedures and sets out how we manage our resources and responsibilities to ensure 
we are well prepared and agile to respond to any adverse situation that may arise. We operate under 
this framework all year-round inclusive of our Chief Executive Officer and Executive Management Team. 
It was through these well exercised procedures that our Executive Management Team established our 
Internal Gold Command to co-ordinate our activities from Monday 26th February. Our Emergency 
Response Team (ERT) was mobilised on Saturday 3rd March and stood down on Wednesday 7th March 
following the satisfactory recovery of our strategic supply position. Accordingly, we were operating 
other than business as usual between Saturday 3rd March and Wednesday 7th March inclusive. 
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A2. Beyond the issues highlighted in Tables 1 and 2, please provide details of any further impacts your 

network or customers (by customer type) experienced that your company had to respond to?  

Our network and customers were subjected to the effects of the extremely cold weather during 
February 2018 which, along with the subsequent rapid thaw, caused significant disruption to the water 
supply over a 4-day period. The primary causes of disruption were: 

• Power failures across parts of North London impacting our Water Treatment and Pumping sites 

• Burst water mains and communication pipes 

• Subsequent air-locking of water mains 

• Burst water pipes on the customer side including supply pipe and internal pipework 

These resulted in a significant increase in demand for water which caused stress on water storage levels 
during a time when travelling to sites was made difficult by ice and flash flood conditions. In many cases 
areas with significant increased demand were restored to normal levels with no mains repairs 
completed suggesting customer side leakage was the key factor. 

Whilst customers in locations across each of our 8 communities experienced low pressure and no water 
(Appendix 4), our network held up very well against the increased demand and significant disruption 
was limited to 4 specific areas:  

 

Community 
Customers 

affected by no 
water 

Restoration time Cause 

Pinn  
Wakemans Hill, 
North London 

350 7.5 hours 
Power failure at Wakemans 

Hill Booster 

Pinn  
Cockfosters/Barnet 

2122 3-6 hours 
Air-locking of trunk main 

system due to high demand 
920 6-12 hours 

1586 13 hours 

Stort  
Ware 

138 3-6 hours 
Air-locking of trunk main 

system due to high demand 
164 6-12 hours 

14 13 hours 

Pinn  
Wembley 

479 3-6 hours Frozen PRV 
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A3. Details of how responding to the incident impacted on your wider business’s “business as usual” 

operations during the incident period. Where possible provide an indication of the scale and 

nature of these impacts. 

Monitoring weather conditions and taking appropriate steps to mitigate the impacts of severe weather 
are business as usual activities.  On 19th February, when the MetOffice issued a severe weather warning 
forecasting heavy snowfall, we implemented our plans to ensure standby and duty treatment capability, 
storage capacity and team availability were in place and optimised. We also put in place heightened 
weather monitoring and reminded our teams that the safety and health of our people and customers 
was paramount. 

From Monday 26th we began to see an increase in customer contact due to frozen pipes, 857 customers 
contacted us via telephone (33% above forecast) and our webpages for managing frozen pipes were 
viewed 256 times. Despite this increase in activity and the operational activities that were ramping up 
we maintained business as usual performance. The same heightened customer contact was observed 
throughout Thursday 1st March and Friday 2nd March with daily call volumes peaking at 1,482 and web 
visits at 2163. A full breakdown of our customer contact against forecast is given in appendices 4 and 5. 

Opportunities to cease planned activities to release resources were frequently reviewed, often they 
were not required. The following key activities were postponed to allow for a coordinated focus on 
maintaining customer service levels during this busy time: 

• On Tuesday 27th February, we moved 7 of our Contact Centre Advisors from handling proactive 
outbound calls to incoming calls to enable an uplift in our call answering capacity. This allowed 
us to maintain relatively low call abandonment rates. 

• 417 Customer appointments planned between Friday 2nd and Wednesday 7th March were 
rearranged. In each instance customers were informed 24 hours (Friday) or 48 hours (Monday 
and Tuesday) in advance. 

• All planned maintenance and repair activity on our infrastructure assets deemed as non-urgent 
were cancelled from Friday 2nd March to allow for reactive burst mains to be repaired as quickly 
as possible. We restarted planned activity on Tuesday 6th March. 

At 02:00 on Saturday 3rd March, an incoming power failure resulted in the shutdown of our Iver Water 
Treatment Works (WTW).  At 03:50 the site was successfully returned to supply.  An additional overnight 
power failure at 01:00 at our Wakemans Hill Pumping Station led to 350 properties in North London 
going without water for 7.5 hours. Our Wakemans Hill Pumping Station does not currently have standby 
power generation and our standby power generation at Iver failed due to a software fault. 

The weather-related power failures and subsequent shutdown of strategic sites combined with 
increased demand due to leakage had an adverse impact on our storage position. Our Gold Strategic 
Controller and Emergency Controller led the strategy to maintain the levels at our Oxhey Woods, Bushey 
Heath and Arkley reservoir complexes.  Demand management and leakage detection were focused on 
the area of North London with a detailed review at District Meter Area (DMA) level.  

During the day temperatures increased to around 3.5oC.  As temperatures started to increase 
throughout the day frozen pipes thawed and in response we started to receive calls concerning leaks 
from customer supply pipes and burst mains. At this stage, during the afternoon of Saturday 3rd March 
the Emergency Controller established, in line with our Emergency Response Plans (ERP), the Emergency 
Response Team (ERT) to manage and monitor the ever-changing situation. It was from this point that 
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the teams stopped working in a business as usual environment and control was formally handed over to 
the ERT.  

The ERT met every 2 hours, from 15:30, to review the situation and confirm that our plan and actions 
were having the required outcome.  Additional resources were mobilised across our network, 
production and customer contact teams.  Output from our production sites was maximised to meet the 
increase in demand and our network teams continued to undertake leakage investigations and repairs 
across the affected areas to reduce this demand and to further minimise depletion of storage in our 
service reservoirs. Resources from across the business were identified to join the response team 
primarily in preparation for a possible widespread distribution of bottled water. 

 

A4. What have you judged to be the cause of the issues, particularly water supply interruptions, for 

your customers (by customer type) during this period? What factors were relevant? 

 

The primary cause of impact to our network and customers was the increased demand for water due to 

leakage and pipe bursts across our network and on customers’ water pipes following the freeze and 

rapid thaw event. There were secondary causes including frozen assets and loss of power supplies as 

well as contributory factors that prevented contingencies being immediately actionable. 

For example, the contingency plans to protect supplies in Barnet/Cockfosters, North London, were 

constrained by the ongoing renewal of a 20” trunk main that would have otherwise offered resilience 

against the supply interruption customers experienced in that zone. Another contributory factor was the 

temporary limit on imported water, below our maximum entitlement, available through our import at 

Fortis Green in Finchley where we have a bulk supply agreement with Thames Water. Our import was 

limited to balance supplies for both companies. The outage of the key trunk main coupled with high 

demand led to the depressurisation and subsequent air-locking of our trunk main system leading to no 

water impact for c4,500 properties. The use of imported water from Thames Water at Fortis Green, at 

the southern end of the zone, was insufficient to restore pressure at Arkley Reservoir in the north of the 

zone to remove the air lock until further rezoning and pump diversion was instigated.   

A large number of Non House Hold (NHH) customers were closed over the weekend or because of the 
severe weather. This meant we were unable to confirm if they had leakage on their own supply pipes or 
internally that we could assist in identifying. This slowed our progress in identifying and recovering 
leakage levels. 
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Section B:  Planning and Preparation 

 

 

B1. How did your established processes for gathering intelligence and insight into the potential effects 

of forecast bad weather on your network help you to prepare for this event? Did they highlight 

any particular risks and what did you do to mitigate these? (e.g. network preparation, 

communications with customers, increased engineering or call centre resources) Did you share 

insights with other utilities/services? 

 

We collect data from a range of sources including the temperature of river water, air temperature at 20 

weather stations and data from the Met Office to predict bad weather events. We also gather insight 

from our response and performance during previous bad weather events to help inform our operational 

plans during these periods. Going into this cold weather event several key operational plans were being 

actioned to ensure readiness and resilience for our assets, customers and their water supply.  

Key risks highlighted were the difficulty our teams may have in travelling to and between work sites, the 
increase in customer contact from frozen pipes and the increase in demand for water because of an 
increased demand and leakage. The effects of the thaw were more severe than we had planned in our 
usual mitigations in our risk assessments and therefore our approach was modified to manage these 
conditions. 
 

There is a historic precedent for a thaw coinciding with a weekend albeit some 20 years ago however 

our operating teams have remained aware of that risk since and informs our approach to a forecast cold 

snap. 

We considered risks and put plans in place across several areas: 

 

People - Safety 

The safety of our people, customers and the public was paramount throughout our response. We were 

aware that it would be difficult for our people to get to work safely and travel between different 

operational sites. Several key actions were taken to mitigate these risks: 

• Winter readiness PPE and clothing  

• Safety briefings covering key weather-related topics 

• 55% of our Contact Centre Advisors were equipped to work from home  

• Home working promoted and enabled 

• Gritting at key office and operational sites was carried out 

 

Resource Planning – People, Plant and Equipment 

Having access to the right people, plant and equipment was key to enacting our strategies to maintain 

storage levels and recovering the leakage outbreak. To enable this, we took several steps: 
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• Extended our working-window from Monday to Friday 08:00 – 16:00 to 24/7 operation 

• Additional resources were recruited or retained (full infrastructure resource plan is shown in 

appendix 7) 

o DLO Leakage teams increased by 11%  

o Leakage contractors increased by 94%  

o Retained several repair teams that were due to be released  

• Redeployment of resources  

o 6 Customer Service Technicians moved into leakage detection 

o 18 Field Technicians moved into network repair 

• Standby numbers were bolstered to give additional operational and customer support 

• Supplier Management 

o Published supplier availability and contact details through the winter giving supplier 

availability through winter 

o All suppliers were written to, to obtain assurance they had robust winter preparedness 

 

Customer Communications 

We knew that customers would be affected and leakage on their pipework would be a key factor in our 

demand levels. We therefore took steps to assist them: 

• Pre-recording Informational Voice Recording (IVR) messages to allow customers to hear a pre-

recorded message when phoning in without having to speak to an advisor (appendix 8) 

• Website page dedicated to responding to frozen pipework  

• How to videos covering: 

o Lag your pipes 

o Respond to frozen pipes 

o Find your internal stop tap 

o Find your external stop tap 

• Proactive social media messaging 

 

Operational Preparedness 

Several strategies were followed to ensure our asset condition and supply position was as healthy as it 

could be going into the event: 

• Maximised output from key treatment and pumping sites including Iver WTW, Clay Lane WTW 

and Egham WTW to optimise water available for use 

• Monitored reservoir storage levels with a view to have them in their upper performance quartile 

ahead of the 3rd March 

• Focus on maintenance and review of planned works to minimise unplanned outages 

• Key sites were manned 24/7 to ensure rapid response to any issues  

• Diesel generation plans were reviewed and asset health confirmed 

• Access and operability of key plant and equipment was confirmed 
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Planned outages were accelerated or postponed based on the strategic risk or opportunity they offered. 
In preparation for the increased demand we made strategic decisions to defend storage levels across 
our water tower and reservoir assets; we maintained current operating parameters for our water tower 
sites as they mostly have controls in place to fill as required based on demand. We reviewed our 
strategic reservoir storage and targeted upper quartile performance (between 75-85% full) to maximise 
water availability where possible. Where this was not achievable, plans to defend the existing levels 
were implemented to maintain the status quo. Levels of demand exceeded what our plans had 
mitigated for and so the team, under the direction of the ERT, modified these plans to defend storage 
levels throughout the incident. 

 

B2. What impact, if any, did your preparation have on your ability to handle this event? What role did 

your Executive take in preparing for these severe events? 

Our preparations, described above, allowed us to have a controlled response to the challenges the 

severe weather posed. Resource plans were in place, our suppliers were engaged and our customer 

contact was enhanced before, during and after the event. This meant that when the cold weather 

arrived plans were being actioned instead of drafted. The result was the robust defence of our strategic 

storage, a very rapid recovery in the outbreak of leakage, minimal supply interruptions to customers and 

a quick return to BAU status, just three days after it was declared.  

Internal communication leading up to the event was robust, assisted by the ongoing enhanced focus on 

asset availability, water availability and resource planning as part of our drought and leakage 

preparations. Confidence in these plans meant it was not necessary to declare a Company Emergency 

until the following week. 

The role of the Gold team was to ensure that the plans described were sufficient to manage the 

emerging risks of the cold weather event and to offer the Emergency Controller/Silver Command 

operational leads a clear escalation path should additional support or decision be required. 

Maximising water available for use was a key strategy in ensuring we had sufficient water to go through 

this extended peak demand event. This was part of a longer-term drought management strategy to rest 

ground water sources and to maximise output from our large surface water derived treatment works. 

This strategy proved effective in ensuring the mass balance and supply of water was maintained despite 

severe and sustained pressure on our storage levels.  

We went into this severe weather event with healthy levels of performance across key performance 

metrics which include, but are not limited to, leakage and burst rates. 

The graph below gives an indication of the severity and scale of the leakage outbreak against our Night 

Flow Loss (Ml/d). It also shows that our plans were effective in achieving a rapid recovery back to levels 

of leakage that put us in a strong position to achieve our year’s leakage target. 
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Our burst rates too were in a healthy position going into the period of severe weather. The graph below 

shows our performance before, during and post event against our upper quartile and performance 

commitment target levels. Despite the increase in bursts following the severe weather our network 

remained stable and we did not exceed either of these two reference points. 
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B3. What emergency plans were in place and were they adequate to cope with the problems? Were 

those emergency plans appropriately enacted? If so, when?  

 

Our Emergency Plan was in place and effectively used to coordinate our response between Saturday 3rd 

March and Wednesday 7th March. This is our generic plan which enables the Company to respond to 

potential emergencies.  

The plan provides guidance on the management of operational events and the escalation towards 

declaring an emergency.  The scale of an emergency will govern the response required and the 

resources needed.  Affinity Water operates a stand-by rota which ensures that a senior manager is 

always appointed Emergency Controller.  The Emergency Controller is responsible for declaring an 

emergency and assumes full charge of the response to the emergency.  The Emergency Controller 

decides who will be Silver Controller.  

The Silver controller provides management of the tactical response to an emergency identifies the cause 

and directs the actions to recover the situation to normal using all necessary resources. They also 

convene the Emergency Cabinet (see graphic below) comprising themselves and at least three senior 

managers (normally a Water Quality Manager, Supply Manager and another EC), and the Diary Keeper. 

The composition of this team will be dependent upon the nature of the emergency. 

Bronze (onsite) Controllers are appointed as required to monitor and control the operational response 

to the event through the Local Incident Response Team. 

The Emergency Cabinet is supported by a member of the Executive Team known as Gold Controller 

(Strategic Director) on the standby rota that leads the crisis management team if required and supports 

high level decision making and stakeholder engagement.  

An early activity for any Emergency Room Team is to agree a mission statement for the emergency. Our 

mission statement for this emergency was to: 

‘Run strategic leakage repair to keep all reservoirs available to supply wholesome water and keep all 

field operatives safe in adverse weather.’ 

This mission statement clearly set out our intentions and ensured that each of our team who fulfilled a 

role in the emergency knew what their overriding purpose was and how the role they played helped to 

achieve it. As a result, our leakage response meant we recovered water loss very quickly, no customers 

experienced a loss of supply due to the loss of a reservoir and all of our teams returned home safely 

despite their increased efforts in extremely adverse conditions. 
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The Emergency plan provides links to checklists and to the wealth of supporting documentation which 
underpins the Emergency Plan including: Emergency contact details, guidance notes and procedures, 
contingency plans and alternative water supply framework agreements. 

The plan also provides guidance on preparedness and resilience under normal day-to-day operational 
conditions to prevent emergencies and avoid having to react under pressure during an incident.  This 
outlines the preparations that individuals and departments should make to improve resilience.   

Training of staff and testing of emergency response capabilities are essential elements of the Emergency 
Plan.  Regular training is provided particularly for executive managers, emergency controllers and 
members of the emergency response team.  This training focuses on: 

• Awareness of the Emergency Plan and its application 

• Preparedness and the organisation of day-to-day operational activities to minimise the risks of 
non-routine events escalating into emergencies 

 

Testing of the plan comprises two elements: 

• Annual exercises where elements of the plan are tested 

• Quinquennial full-scale exercises in association with other agencies 
 

The plan is continually reviewed and revised in response to learning from testing exercises and direct 
experience from emergency events and near misses.  
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Several other plans and reviews, as part of our business as usual response prior to the ERT, were in 

place;  

• Resource planning  

o Resource numbers 

o Skills coverage 

o Equipment availability and readiness including repair solutions for increased numbers 

• Supplier readiness 

o Published supplier availability and contact details through the winter giving supplier 

availability through winter 

o Positive confirmation from all suppliers that they had their own resilience plans in place 

over the winter period 

• Site criticality 

o What sites can and cannot controlled remotely  

o Gritting of key sites to maintain access 

• London Interruptions to Supply plan 

 

Operational delivery teams used a series of communications to monitor risk and performance. They 

included: 

• Company Standby Call – Weekly, chaired by the Emergency Controller and joined by the 

Executive Team Gold Commander 

o Weather - any forecasted severe weather or sudden changes in temperature? 

o Water Resources - current position across our 8 communities (ground water & surface 

water) and future trend for next week/month 

o Customer - update on any significant customer issues or events which could affect SIM 

performance 

o Strategic Supply - strategic sites update (significant works scheduled or ongoing/any 

resource issues), water supply position (water levels etc.) 

o Network Control Desk - Network strategic update (significant works scheduled or 

ongoing/any resource issues) 

o Information technology - any planned outages? 

• Infrastructure Delivery Call – 3 times a week, chaired by the Head of Community Operations 

o Overview of WIP position including – leakage and customer impacting work 

o Job creation – average age, water saving, customer leakage and company  

o Review of Planning, scheduling, highways/Streetworks performance. 

o Review of fix performance productivity 

o Direct and contract resource overview including gangs, leakage, CST, Field Techs, Office 

support, managerial support (productivity, attendance, performance, deployment) 

o Strategic leakage overview – Leakage position weekly/monthly – Requirements of daily 

detection activity. 
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• Communication cells – Daily, chaired by Business Leads 

o Opportunity for all front-line teams to feed back their own issues, questions and ideas 

o Include all teams involved in end to end delivery  

o Outputs feed into the continuity calls  

• Non-Infrastructure leadership team call – Weekly, chaired by Head of Production 

o ABCD reporting  

o Asset availability 

o Emerging risks 

• Non-Infrastructure Performance – Every two weeks, chaired by Head of Production 

o Review of key performance metrics of people and plant 

Enhanced continuity calls between operational teams were also instigated; 

• Infrastructure and Non-Infrastructure Business Continuity– Twice daily, chaired by EC or Head of 

Community Operations 

o Weather – temperature, winds, snow etc. 

o Safety – Are our teams safe? 

o Emerging risks 

o Key decisions 

o During the period the duty Emergency Controller and CEO Wholesale Operations joined 

the call 

The effectiveness of the plans in responding to this incident was considered at a series of wash-up 

meetings post the event. Feedback from our teams as well as MPs and our LRFs suggests they are 

appropriate and facilitated a good response. Learnings will be turned into actionable insight by the 

Emergency Planning Resilience Team.  

We have been following a rigorous improvement plan for our approach to interruptions to supply which 
includes five themes;  

1. Providing visibility of network performance to give an early warning of potential events, thereby 
reducing time of response; 

2. having the right people available at the right times to make the right decisions; 

3. having the right equipment and materials on hand for our direct labour and supply chain 24 
hours a day;  

4. operating an extended working window across our wholesale operations teams to reduce work 
carried out “out of hours”; and 

5. aligning the incentives for our supply chain to their performance in restoring supplies. 

This approach helped us plan for the challenges of winter including this severe weather event.  
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B4. What training have your staff had for responding to severe weather events, particularly 

freeze/thaw incidents?  

 

Our training focuses more widely on the understanding and implementation of the Incident and 

Emergency Plans that set out our response to unplanned events requiring a coordinated approach. In 

addition, we supplement the teams with additional equipment, training and supporting documentation 

related to cold weather events. 

• Training and Briefings  

o 5 Standby roadshows throughout December and January across our teams which 

included the roll out of the 2017/18 supplier contact details for the winter period and 

the Managing Supply Interruptions Guidance Note (MISGN)  

o Standby down days – Stand down days were held on 15th Dec and 23rd – 25th of Jan 

across all Network Repair teams to focus on the risks associated with winter working 

o Safety Briefings – Monthly safety briefings supplemented the above covering topics such 

as winter driving, mental health during winter months, warming up to prevent injury 

o Regular Emergency Plan training for all Gold and Silver teams as well as Local and 

Regional operational standby teams 

o ‘How to’ videos 

• Support 

o The WRAP is a document that is issued yearly ahead of the winter period. It is a 

brochure that details the additional resources and suppliers available throughout the 

winter period and any specific contact numbers that should be considered.  

o The MSIGN is another brochure that is in continuous use for planned and unplanned 

operations and again details in one place all the available services and equipment 

available for the restoring water supplies during a ‘no water’ event.  

o All outputs used during severe weather events i.e. contingency plans, modelling data, 

resource plans are stored centrally and used to inform the basis of mitigation for any 

future issues in those areas.  

• Equipment 

o 4 x 4 vehicles  

o Gritting trailers 

o Winter tyres  

o Snow socks 

o PPE and clothing 
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B5. What did you learn from previous incident management events, including through working with 

other water companies, local / regional partners, emergency services or other service providers, 

and how is this reflected in your current processes? 

Taking the learning from all incidents and emergencies helps us continually improve. The following key 

documents and/or sessions are held following a supply interruption event: 

• Review of Asset Performance following Infrastructure Disruption (RAPID) 

• Incident Wash-up meetings 

• Interruptions to Supply Incident Review Boards 

• Technical briefings – i.e. monthly mains burst performance  

Outputs from each of these are shared with the wider business and help continually update the polices 

and plans that inform our emergency plan and local contingency plans. Following learning from previous 

cold weather events, we began publishing a dedicated supplier contact pack over the Christmas and 

winter period in 2006. This is updated and published every year ahead of the winter period.  

We regularly meet members of our Local Resilience Forums (LRFs) and stakeholders from neighbouring 

water companies during which incident management and opportunities to support one another are 

discussed. The most recent of these sessions was an LRF day on Wednesday 21st March 2018 where we 

discussed our performance and improvement plans across a range of business areas including 

interruptions to supply. 

An example of these improvements is the updated contingency plans for loss of supply in 

Barnet/Cockfosters which were updated and actioned following a previous event. This included the 

installation of new pressure reducing valves, air valves, new flow meters and pressure probes. The plans 

were effective in enabling a quick response, reduced customer interruption and less damage to the 

network from rezoning supplies using water from a higher-pressure area. They would have been more 

effective in this instance if it was not for the unplanned outage of a strategic 20” CI trunk main that 

normally supplies the area. As outlined above these plans are subject to a further review following this 

incident and further opportunities to prevent interruptions have been identified for action.  

Our contingency planning programme has further identified opportunities for collaborative working with 

Thames Water to share supplies for mutual benefit.  

Further, our defence strategies of key storage sites, informed through continuous cycles of modelling 

and learning from managing previous peak demand periods, were truly tested during this sustained high 

demand incident and, despite coming under significant pressure, proved resilient.  

Ensuring our capital investment programmes are on track and targeted in the right areas in this way 

played a key role in our ability to respond. We have focused on reducing the risk of failure in high risk 

areas previously prone to bursting and followed a plan to target areas deemed a single point of failure 

with our mitigation plans. These all contributed to keeping the levels of interruption experienced by 

customers low. 
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Section C:  Incident Response 

 

 

C1. Provide details of your established processes for responding to issues during severe weather 

events, particularly late winter freeze/thaw incidents (e.g. operational, governance, communications, 

working arrangements with other authorities through local / regional partnerships). Were these 

processes effective during this incident? In your response, make clear the role of your Executive in any 

decision making within these processes. 

Our processes are contained within the plans, which we have described in section B, that underpin our 

response to freeze/thaw events depending on the severity of the event and the perceived impact on 

customers and the network. 

Key data gathered from different sources make up our management information that are used to inform 

operational decisions daily by the Business Leads who run the operations of the business.  

• Asset availability 

• Weather 

• Water resource position  

• Planned infrastructure and non-infrastructure outages 

• Demand prediction (using weather-related demand predictions on top of leakage and normal DI 

predictions) 

Our processes proved to be effective in predicting the upcoming weather and allowed sufficient plans to 

be put in place ahead of the event. In previous years, we have been reactive when responding to 

leakage outbreak events often relying on our supply chain to scale up skilled resources quickly which has 

not always been possible. We have followed a model of insourcing during 2017 and 2018 which meant 

that we had the core leakage resources needed in-house and could take a proactive stance on this 

occasion. The speed of response following the outbreak demonstrates the effectiveness of these plans. 

Our processes set out how and when we engage with key stakeholders. These included early 

conversations with the DWI and our LRFs and follow-on briefing notes to a wider audience that 

included: 

• DEFRA 

• LRFs 

• EA 

• MPs 

• CC Water 

• Water UK 

• CCG 

Feedback from these groups has been positive.  

Our Emergency Plan, briefed to all standby resources for awareness, clearly sets out who is required to 

form part of the Emergency cabinet (Silver), who should feed into this (Bronze) and who should be kept 
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informed (Gold). It also outlines the governance framework to be used and how key decisions are to be 

made.  

Whilst the team could respond to the operational nature of the issues it was clearly an intense period 

where the impact of key decisions and speed in which they were reviewed and agreed was critical. The 

Executive team were engaged early and throughout the response to the severe weather event. The 

Executive Team held calls at 16:30 and 20:30 on Sunday 4th March to review the situation. The CEO and 

Gold Command kept the Board informed throughout. 

The engagement of the Executive Team ensured access to key decision makers across the Company 

through a structured Bronze, Silver and Gold model.  

Examples of this during the incident were the increased criticality of our water imports from Thames 

Water and Anglian Water. The arrangements for the imports to commence followed business as usual 

discussions between each Companies’ respective control room teams. This was being continually 

monitored and reported to the ERT at tactical (bronze) level. As the severity of the incident intensified 

and the criticality increased for all parties, it was escalated to our ERT who instigated strategic 

negotiations with the Incident Teams at the respective companies (silver and gold). This resulted in 

mutually agreeable import volumes being set, which were much below the maximum allowances 

following our own recovery. 

The Communication and Corporate Affairs Team has an emergency procedure handbook to respond to 

with large scale incidents. This was put into action on 3rd March and outlined our approach to 

communicating with customers and stakeholders using all available channels. 

 

C2. For this incident, please describe how your company went about deploying the resources required 

to respond to the incident. In responding, please detail the scale of resource deployed and from which 

parts of the business and/or external resources (e.g. supply chain, local / regional partners, business 

retailers) they were drawn. 

 

Resource planning is a core business activity and extends to our supply chain. Our resource planning was 

informed by the intelligence being gathered through our Control Operations and Asset Strategy teams 

and resulted in several key decisions and actions being taken: 

• Extended our working window from Monday to Friday 08:00 – 16:00 to 24/7 operating 

• Additional resources were recruited or retained 

o DLO Leakage teams increased by 11%  

o Leakage contractors increased by 94%  

o Retained several repair teams that were due to be released  

• Redeployment of resources  

o 6 Customer Service Technicians moved into Leakage Detection 

o 18 Field Technicians moved into Network Repair 

• Standby numbers were bolstered to give additional operational and customer support 
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• Supplier Management 

o Published supplier availability and contact details through the winter giving supplier 

availability through winter 

o We wrote to all suppliers to seek assurance they had robust winter preparedness 

 

Our Operational Contact Centre was moved from our Customer Relations team into our Wholesale 

Operations team under a new Head of Wholesale Customer Operations role during February 2018 and 

they were relocated alongside our Planning teams and the Wholesale Service Desk. This new team gives 

a focus on customer’ experience by ensuring our teams can access real time job information they can 

use to keep customers informed. Further steps taken during this event included: 

• Our Contact Centre extended its hours from 07:00-20:00 to 07:00 to 00:00 and through the 

night in some cases. 

• A new standby roster created solely for increased call volumes relating to the weather event 

• Increased standby frequency for managers to give the team access to decision makers and 

support  

• Operational Managers were co-located with our service desks to ensure operational knowledge 

was available to the advisors to best serve customers. 

• Volunteers from around the business supported our Community Liaison Officers in the delivery 

of bottled water to our most vulnerable customers as well as 1 bottled water station in Barnet 

(note. 5 were originally set up but restoration of supplies meant they were not required) 

 

Our supply chain plays a key role in our resource planning for people, plant and equipment. During 

November each year, our WRAP is published which details all the supply chain contact details through 

the Christmas and winter periods. Further to this we proactively contacted all our suppliers to seek 

confirmation they would be able to fulfil their contractual obligations and if required enhance them. 

Examples of supplier uplift in addition to the Network gangs and Leakage Technicians already given 

include: 

• Additional reinstatement teams from a secondary supplier 

• Additional fittings supplied for the increase in burst mains 

• Suction excavation machines 

• Gritting services 

• Additional 4 x 4 Vehicles  

• Tanker Support to remove Water from any Floods 

• Additional emergency contact centre resource (up to 25 people) 

We remained in close contact with our Local Resilience Forums throughout the thaw period to keep 

them informed of our response to the issues being faced. Regular contact was also maintained with our 

neighbouring water companies with which we import and export water. This open dialogue with key 

stakeholders ensured that support was shared for mutual benefit. This included providing our unused 

alternative water supplies to Thames Water and reducing our imports from both Anglian Water and 

Thames Water. 
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C3. Provide details of how your company assessed the operational implications and prioritised its 
responses during the incident period. 

Our Emergency Plans set out our ERT structure (below) including Bronze Controllers and Task Managers. 

These team members take on the responsibility of updating the ERT on the risks and emerging risks 

within their area. The ERT then decide on the priorities and action to be taken. They included for this 

incident: 

• Production and Supply Bronze Controller 

• Network Bronze Controller 

• Customer Contact Manager 

• External Communications Manager 

• Task Manager Alternative Water  

The existing and emerging risks of the incident were captured during 2 hourly ERT sessions. Actions 

were prioritised and communicated to the operational teams through the relevant Bronze Controller or 

Task Manager. 

This incident focused largely around our strategic water supply position and thus the Production and 

Supply Bronze Controller took a lead role in identifying areas of focus. This informed the prioritisation of 

actions and the deployment of the resource which was managed through a central resource plan. 

Production resources were sent to vulnerable non-infrastructure sites and leakage detection resources 

to areas where supply was considered at highest risk.  

The Network Bronze Controller was responsible for keeping the operational teams informed of the 

‘focus areas’ for the duration of the incident who in turn used our leakage monitoring system, Waternet, 

to identify at more granular detail the District Metered Areas (DMA) that should be prioritised within 

those areas to maximise the return from the resources available. The deployment of detection 

resources was constantly being reviewed to ensure the repair teams were deployed alongside them to 

minimise response times to mains bursts being located. This level of focus and frequency of 

communication allowed a focused approach and the increased Minimum Night Flow, an indicator of 

underlying leakage, being recovered in only a few days. 

The deployment of bottled water, normally a task of the Customer Service Technicians, is allocated to 

the Task Manager for Alternative Water when using our emergency plan. They often use the volunteer 

resource pool from across the business as was the case in this incident. Again, the areas of focus were 

discussed and agreed at the ERT every 2 hours and the changing landscape of supply interruptions 

monitored.  

  

C4. What challenges/barriers did your company face in resolving problems that customers 
experienced? How did you overcome them? 

The primary challenge was the scale of the impact we faced across our network and the sustained 

nature of the incident that meant our response needed to be robust over an extended period. The 

impact of the speed and magnitude of temperature change was exacerbated by the time of week i.e. 

Saturday through Sunday when many business premises are closed and unoccupied as well as 
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residential properties either unoccupied and whose pipes were not protected against the freezing 

temperatures.  

Contingency planning to mitigate the temporary loss of different WTWs or areas of our network are 

commonplace but often rely on the transfer of water between areas. The nature of this incident was 

such that the areas we would normally seek support from were equally water stressed. This problem 

was overcome through the co-ordinated approach of the Production and Supply teams supported by 

our Hydraulic Modelling and Asset Strategy teams to plan and prepare for the longer-term impact whilst 

the operational teams focused on the issues on-going at any moment. This was a key success of the ERT 

approach that clearly sets out the responsibilities of different roles and ensures appropriate focus is 

given to the existing and emerging risks of the ever-changing landscape.  

A response of this scale required a co-ordinated response across the whole business and extended to 

our supply chain and neighbouring water companies who were all facing their own pull on resources, 

travel disruption and other weather-poor related issues. Our supply chain performed well during the 

period although there were a handful of examples where service levels could not be sustained impacting 

our operational response. In all cases these were mitigated through the resilience built into our 

operating models:  

• Reinstatement contractor limited resources available to us, secondary supplier picked this up 

• Gritting supplier had periods of rest time, internal gritting teams and a secondary supplier filled 

the gap 

• Only 44% of the seats provided for under our standby contract were deployed for call handling, 

as much of the response resource was filled through overtime of our own teams 

Finally, the importance of clear communication between teams was clear. The scale of the incident 

required co-ordination of activities that spanned almost all parts of our business. The success of the 

response rested on the ability to communicate effectively to ensure effort and output were maximised 

without waste. Often teams were asked to deliver tasks that they may have not immediately considered 

to be a priority and therefore it was imperative that the communication channels between the ERT and 

the field based teams, through the Bronze Controllers, remained open and effective. This was a key 

challenge throughout the incident, and made more difficult by its longevity, that meant there were 

different people fulfilling each role at different times. It was also important that information requested 

was available in a consistent format to allow for it to be organised centrally, this too proved challenging 

with different teams using different templates in their own areas.  This was overcome through the 

discipline set out in the Emergency Plan. Information was co-ordinated and recorded in a central 

location and the permanently ready emergency room was maintained with live information and 

communications were made when appropriate. 
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C5. Provide details of how your company identified customers in vulnerable circumstances before, 

during and after the incident. What support was offered to these customers and how was this 

delivered?  

We maintain a database of all our sensitive/vulnerable customers that our teams access in real time 

through our Geographical Information System (GIS) mapping system. These falls into three categories: 

1. Water dependent – those reliant on a water supply i.e. dialysis patients 

2. Unable to fetch water – those unable to collect water from another location 

3. Password protected – those who require a password to be shared prior to giving access 

When considering the potential interruption of the supply to any area our Task Manager for Alternative 

Water, defined under our Emergency Plan response, was responsible for ensuring that these customers 

were identified and actions taken for each group. Any vulnerable customer in an area affected with ‘no 

water’ was delivered a pack of bottled water to their door by one of our volunteers or Community 

Liaison Officers. 

During the incident, we asked Barnet LRF to confirm their vulnerable customers and no new customers 

were identified. 

Often customers notify us that they are vulnerable, either permanently or temporarily, during an 

incident. In these instances, they are treated as a vulnerable and receive the same service outlined 

above. Following the incident, they will have been sent a pack to allow them to register as vulnerable 

with us. Approximately 25 contacts of this nature were made. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 Request for information – review of freeze/thaw incidents 

 

            Page 27 of 69 

 
Section D Communication and Support 

 

 

D1. How effective were your communication processes before, during and after this incident for each 

of the below: 

A, Customers? (residential and business); 

Before incident 

As usual, in preparation for winter conditions, we asked customers to ensure their pipes were lagged 
and we provided information on our website, with a new animated video: 
https://www.affinitywater.co.uk/winter.aspx. 

We promoted this via traditional and social media. Included on that webpage were key pieces of 
information including a checklist for customers to follow; 

1. Insulate - Insulate your pipes and water tank, especially tanks in the loft. Toilet cisterns, water 
tanks or pipes in exposed places or unheated outbuildings could cause problems. Make sure 
they are insulated or better still drain them during the winter if you don’t need them. 

2. Heating - If your home is going to be empty for a long time, you might want to turn off your 

water supply and drain down the system. If you are going away for a short time, it is a good idea 

to leave the heating on low at home – some systems have a frost setting. If you can, get 

someone to drop in to check everything is OK. 

3. Repair any drips - There is a risk pipes could freeze. Dripping taps can make things worse, so 

always get them repaired quickly. 
4. Check your internal stop tap - It is important that you check your stop tap is working and in good 

order. 

 

The webpage also highlighted the importance of checking on vulnerable neighbours and family 
members and provided links to a series of short ‘how to’ video guides that covered topics including; 

• Lag your pipes 

• Responding to frozen pipes 

• Find your internal stop tap 

• Find your external stop tap 

The website received 8,609 views between 28th February and 11th March. 

A news release was issued on 26th February 2018: “Prepare your pipes for Siberian blast” (Appendix 9). 
Another news release was also previously issued on                                                                                               
6th December 2017 “Protect your pipes for Arctic blast” (Appendix 10).  

 

Our Wholesale Operations Service Desk liaised with NHH customers either directly or through the 

relevant Retailer as appropriate. Despite early notification to the Retailers their readiness was not as 

advanced as it might have been. The following steps were taken to assist: 

https://www.affinitywater.co.uk/winter.aspx
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• Advice on how to find leakage 

• Advice on how to minimise water usage 

• Proactive calls to 12 schools in Barnet to check their water supply and discuss water tanker 

options 

During incident 

During the incident, we ensured we maintained our focus on providing information proactively as well 
as responding to any questions or concerns raised via the numerous communication channels we have 
with customers. 

Key to providing this focus was our resource planning and senior managers from our Customer 
Operations and External Communications teams being part of our Emergency Room Team’s Cabinet. 
This ensured that our Emergency Team coordinating our response were kept informed of what 
customers were telling us and asking us and we could formulate consistent and timely responses to 
keep them informed.  

Our methods of communication were all widely used and proved effective in providing varied 
communication channels between us and customers. All of our media channels saw a significant 
increase in contact during the period; 

• Customer phone contact 

We increased our Customer Advisors by 7 during busiest periods and extended operating hours to 
respond to the call volumes which at times reached 536% of the forecast volumes for that time of year. 
This enabled us to speak to over 1300 customers a day on the phones alone to provide the latest 
updates and advice.  

Key to serving customers choosing to contact us by phone was having up to date IVR messages 
(appendix 11) so that customers could access the latest information without having to wait to speak to 
an advisor. 

• Web contact 

Our website contained a great deal of proactive information for customers as described above. We also 
had incident updates running throughout the period which were updated 95 times with the latest 
information. This information received  48,400 views between 28th February and 11th March. 

• Social Media  

We recognise that social media channels offer customers one of the most convenient ways to 
communicate. To ensure we could respond to the uplift in contact we moved resources from our 
internal communications team into the social media team ensuring incident updates and answers to 
questions were timely, particularly on Facebook and Twitter. 1,961 people contacted us via social media 
between 16th Feb and 14th March and there was a total of 118,181  views of our messages on Twitter 
and Facebook. 

• Local Media, National Media and other Stakeholders 

We communicated with local and national media, emphasising that this incident was caused in a large 
part by leaks on customer supply pipes and plumbing, requesting that customers check for leaks and 
save water and we provided access to information on our website, to help them identify this. 

Information about the incident was sent to a wide range of media channels including but not limited to; 
BBC Radio 4 Today, BBC Surrey, Talk Radio London, Reuters, BOB FM Radio, Evening Standard, Channel 5 
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News, Press Association, The Sun, Daily Mail, Herts Essex News, BBC News online, Good Morning Britain, 
Money Saving Expert, Sky News, BBC 3 Counties Radio, New Civil Engineer, Utility Week, Barnet Borough 
Times, Mail on Sunday and the Daily Express. 

We also ensured that other key stakeholders, including councillors and MPs in the areas most impacted 
who were voicing their concerns on social media, were addressed directly.  

We continued to provide updates to customers and stakeholders until we returned to business as usual. 

 

After incident 

Following the incident, customer’s focus shifted away from wanting practical advice or updates on 
supply status towards seeking information regarding compensation for any disruption, the cause of the 
incident and information of how we responded.  

Our social media team continued to respond to customer questions and comments about the incident. 

Several customers sought answers to their questions through their local MP or Councillors or the GLA 

(Greater London Authority). In the days and weeks following the event we sent updates and met with 

key stakeholders to furnish them with the information they requested.  

 

B, Customers in vulnerable circumstances and business customers for whom a water supply is critical 

(eg hospitals, schools)?; 

We followed our usual process to ensure that any customers with medical requirements for water were 
contacted and an assessment was made for all other vulnerable customers. 

Our ERT arranged alternative water to all tier 1 (High dependency / vulnerable residential population 
including where relocation is highly problematic) customers from Saturday, 3rd March onwards and tier 
2 (Vulnerable residential population including Safeguard and Local Authority deemed vulnerable 
resident) customers were delivered to on Sunday morning, 4th March. We continued to supply the tier 1 
and tier 2 customers in this area until 6th March when we restored water to normal pressures in the 
area.  

Part of Watford was also at high risk of losing supplies and we delivered bottled water to the Tier 1 

customers on Sunday in case of loss of supply through the night.   

We contacted 12 schools in Barnet to discuss their water supply and opportunities to offer alternative 

tanker solutions. We were further to help identify possible leakage on their supplies and support where 

required. 

We engaged the LRFs to compare customer lists and work collaboratively if requested. 

 

C, Water retail businesses?; and 

We communicated with all 19 active retailers in our area. Our initial communication was an email to all 
Contract Managers and Service Desks requesting support during the incident. This initial communication 
was followed up with telephone calls to ensure the message was received and would be passed on to 
the NHH customers.  

We provided a list of the affected areas, including postcodes upon request, and requested that retailers 
asked all their Non-Household (NHH) customers to conserve water and keep water usage to essential 
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use only. We specifically asked retailers to ask customers to check their premises for leakage and 
contact their largest users to ensure demand was kept to a minimum. Regular updates were provided 
via our website and social media channels consistent with the updates provided to HH customers. 

Retailers were extremely receptive and implemented several measures to help support both us and 
their customers; this included setting up IVR messages and updating their websites and social media 
messages. Retailers also proactively communicated with their customers to ensure the message was 
delivered as effectively and directly as possible.  

We maintained telephone and email contact with all retailers to provide support.  

There were no inset appointees in the impacted area however we did discuss the supply arrangements 
to Martello Lakes with Independent Water Networks (IWNL) to confirm they were unaffected. 

 

D, Wider stakeholders? (eg local authorities, other agencies, Government, Ofwat) 

As part of our emergency response, we engaged all relevant stakeholders either via telephone or 

through our regular briefing notes (Appendix 12-16). We have a dedicated Security and Resilience team 

who take a lead on communication with LRFs.  

We alerted 2,000 stakeholders of the incident and provided a link to our website for operational 
updates. This included Councillors, the Mayor of London’s Office and assembly members. 

We updated local MPs in the areas most impacted by supply problems, including Theresa Villiers MP, 
Bambos Charalambous MP and Eleanor Laing MP during the week commencing 5th March. We met with 
these MPs on Tuesday 6th March to discuss the incident and our response. 

We continued to provide updates to customers and stakeholders until we returned to normal 
operational status. 

We subsequently sent an update to MPs, Councillors and the GLA (Greater London Authority) updating 

them on the situation and potential compensation and held a workshop with all our LRFs and prepared 

reports for our regulators to outline our response. 

Regular updates on our current position and recovery progress were circulated to Defra, DWI and CCW 

and are appended for reference. 

 

D2. What channels did you use for communication with customers and key stakeholders before, 

during and after the event? (e.g. local, regional or national news media, social media, e-mail, SMS, 

hard copy letter)  What were your key messages at each stage? Please provide examples of your 

communications material with your submission. 

We used all available communication channels throughout the event including Twitter, Facebook, 
Affinity Water website, email, media, telephone, SMS and hard copy letter. 

 

 

 

 

We have included the following documents for reference:  
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• News release issued on 26th February 2018: “Prepare your pipes for Siberian blast”. 

• News release issued on 6th December 2017 to local media: “Protect your pipes for Artic blast”. 

• Affinity Water web updates issued throughout the incident 

• IVR messages 

• Compensation letters (Example letter in Appendix 17) 

• Briefing notes to stakeholders 

Our key messages changed through the lifecycle of the incident; 

Before Incident 

Prior to the cold weather our focus was on helping customers understand the possible impact of the 
cold weather on their water pipes and internal plumbing. We delivered those messages in a number of 
ways 

• A web page dedicated to the cold weather 
o Checklist for internal pipes and plumbing 
o ‘How To’ videos as detailed above 
o Links to more information including MetOffice and Safeguard Plumbers 

• News releases 
o 6th December 2017 to local media: “Protect your pipes for Artic blast” 
o 26th February 2018: “Prepare your pipes for Siberian blast”. 

• Social Media raising awareness of this information and how to access it 

• Customer visits – during any planned visit our Technicians raised awareness of the risks of cold 
weather and how to prepare 

 

During Incident 

During the event our key messages were focused on what had happened, what we were doing to 
restore supplies and how long that might take. Again, the messages were delivered through an array of 
channels including; 

• Phone and IVR 

• Social Media 

• Website 

• News releases 
 

After Incident 

Following the incident our messages have focused on compensation and re-enforcing the message to be 
prepared for further cold weather periods. The same communication channels as those used before and 
during the incident are being used. We have also invested a great deal of time in sharing those key 
messages with our wider stakeholder groups via the media, MPs, Councillors and the GLA. 
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D3. How did you proactively engage with customers (by customer type) before, during and after the 
event? 

As detailed in D1 and D2, we used a wide range of communication tools to inform customers and 
stakeholders of our changing position. Below is a selection of the materials we developed which we 
shared with customers through a variety of channels which include web, social media and news 
releases. 

Wrap up for winter leaflet  

https://www.affinitywater.co.uk/docs/Tips_to_protect_your_property_from_burst_pipes.pdf 

Frozen Pipes – how to video 

https://www.affinitywater.co.uk/how-to-video-dealing-with-frozen-pipes.aspx 

Lag your pipes – how to video  

https://www.affinitywater.co.uk/how-to-video-lag-your-pipes.aspx 

Preventing future problems  

https://www.affinitywater.co.uk/preventing-future-problems.aspx 

Frequently asked question page – frozen pipes 

https://www.affinitywater.co.uk/water-problems-at-home.aspx 

 
 
  

https://www.affinitywater.co.uk/docs/Tips_to_protect_your_property_from_burst_pipes.pdf
https://www.affinitywater.co.uk/how-to-video-dealing-with-frozen-pipes.aspx
https://www.affinitywater.co.uk/how-to-video-lag-your-pipes.aspx
https://www.affinitywater.co.uk/preventing-future-problems.aspx
https://www.affinitywater.co.uk/water-problems-at-home.aspx
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Section E: Impact on customers and compensation arrangements 

 

 

E1. Provide details of how you will identify which customers (by customer type) are entitled to 

compensation.  

Household Customers 

Our identification and payment process is complete. We used hydraulic analysis on every DMA in the 

affected areas to identify which properties experienced supply interruptions and low pressure and then 

our GIS system to extract customer information. Payments were made within the statutory timeframe. 

We did also provide further compensation to customers in the Barnet area and this is detailed in our 

answer to Question to E3. 

 

Non Household Customers 

Our identification and payment process is complete. We used hydraulic analysis on every DMA in the 

affected areas to identify which properties experienced supply interruptions and low pressure and then 

our GIS system to extract relevant information. Payments were made within the statutory timeframe. 

 

 

A website statement was also uploaded at:  

https://stakeholder.affinitywater.co.uk/news.aspx?NewsArticleId=201 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://stakeholder.affinitywater.co.uk/news.aspx?NewsArticleId=201
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E2. Provide details of the automatic GSS payments, including any payment penalties, you expect to 

pay (or already have paid) to customers (by customer type) as a result of the incident period and 

the total value associated to these payments. 

The tables below show details of payments made as GSS payments together with further compensation 

(see E3). 

 

 

Compensation type 

(Non-Household 
Customers*) 

Amount of 
compensation 

Number of payments 
to non-household 

customers 

Total Compensation 

Low pressure £25 120 £3,000 

Supply interruption £50 82 £4,100 

Further compensation  £30 123 £3,690 

Total 

 

325 £10,790 

*Compensation for non-household customers was made to their retailers. 

 

 

Compensation type 

(Household Customers) 

Amount of 
compensation 

Number of payments to 
household customers 

Total Compensation 

Low pressure £25                2,906    £72,650 

Supply interruption £20                1,474                        £29,480 

Further compensation £30                4,141                     £124,230 

Total 

 

                  8,521    £226,360 

*Some household customers received more than one payment. The total number of unique payment 
references were 4,141. 

 

E3. Provide details of any further compensation you will be providing to customers beyond automatic 

GSS payments and how the level of compensation was calculated relative to the disruption 

customers experienced. In doing so please provide details of the numbers of customers (by 

customer type) you expect to receive this and the total value associated to these payments. 

Unfortunately, customers in the Barnet area have experienced previous interruptions to their supply in 

the last 12 months. To recognise and apologise for this inconvenience we paid £30 in compensation to 

those who experienced an interruption to supply and/or low water pressure during this event. These 

customers therefore received up to £75 compensation (comprising payment for supply interruption, low 

pressure and further compensation). Our average water bill is approximately £14 per month; this 
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compensation therefore represents over 5 months’ free water supply set against the 18 -24 hours of 

disruption (<14 continuous hours) customers received.  

The payments total £124,230 of further compensation payments to 4,141 household customers and 

£3,690 to retailers in respect of 123 non-household customers in these Cockfosters and Barnet areas.  

The tables in E2 include these payments. 

 

 

 

E4. Provide details of how long you anticipate the process of compensating all affected customers will 

take and the methods by which the compensation will be paid (eg automatic, cheque). Will there 

be an application process for any elements of compensation? If so, please describe the process. 

Non-Household customers receive their payments from the Retailers (not from Affinity Water directly). 

NHH DG3 payments were made on Friday 16th March. All Retailers received the remaining payments with 

an explanatory letter by Monday 26th March.  

Household customer payments were started on Wednesday 21st March and were complete by Friday 23rd 

March.  

Payments were made via BACS (£132,695) or as a credit to customers’ accounts (£81,595). 
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Section F: Reflection and lessons learnt 

 

 

F1. Provide details of what you considered to work well and what you considered to need future 

improvement for your company and why in relation to: 

• Identifying and repairing supply interruptions and actions taken to prepare the supply and 
network system; 

Our worst affected area was the Barnet and Cockfosters area. We have worked rigorously over the last 12 

months to improve our visibility and control of our assets that supply this area to enable us to respond 

more quickly to supply interruptions. This worked well and agreed contingencies were deployed quickly.  

We have taken steps to improve the monitoring and control of our assets in this area including the 

replacement of water mains, new connections between critical trunk mains and investigations of the 

mains network through valve checking and internal camera surveying. Several further workshops have 

been held during March 2018 and further opportunities to strengthen our control and resilience in this 

area have been identified. These will be developed and progress will be monitored by the Executive 

Management Team. 

Overall the number of customers experiencing a supply interruption was  8,686 households.  We were 

able to respond very quickly to those that did lose supply because of the resource planning that was in 

place across our teams and our supply chain. 

We continue to focus on improving our supply interruptions performance focusing on the five key work 

packages as explained elsewhere in this response. We have also taken steps to bolster our own internal 

capabilities in this area with the development of a new Rapid Response and Restoration team who will be 

equipped to help restore supplies as quickly as possible using over land supplies, tanks and other 

techniques. 

We have identified further opportunities for improvement in how we co-ordinate our delivery of 

alternative water supplies during a large incident and will be progressing these with our suppliers in 

coming months.  

 

• Communicating activities to customers/stakeholders (by customer/stakeholder type); 

We initially communicated this incident to over 2,000 stakeholders, but during the incident we employed 

a newly acquired stakeholder mapping tool, which allowed far more accurate identification of the 

affected stakeholders. 

This meant that we could focus resources on the people that most needed to be kept informed and to ask 

questions. This new tool will be employed as a matter of course in future. 

The use of email to communicate to customers was also discussed as an option during the event. This was 

subsequently used, and is being explored as an option for the future. 

The new Customer Operations team, comprising all operational contact teams co-located in one area, 

proved very successful during the incident. Having our dedicated customer teams co-located and leading 
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our customer contact activities in one place facilitated immediate contact between teams which gave the 

best possible service. We also located key operational managers among the team to ensure a link to the 

field based teams was in place. We will seek to replicate this during future incidents. 

 

• Identifying and supporting the needs of customers in vulnerable circumstances; and 

The fact that very few customers experienced an interruption meant our vulnerable customers too were 

largely unaffected. Where they were, we deployed focussed teams of Community Liaison Officers to 

ensure they had water delivered to their door by one of our own people. 

We also engaged our LRFs early and throughout the incident to ensure the services we offer were well 

understood and our customer coverage was complete. 

We will hold a separate review of how our vulnerable customers were served during this time and adopt 

any lessons learned into our future practices. 

 

• Having the appropriate governance processes in place. 

Planning for and responding to incidents of this kind is governed through our emergency planning process 

reflected in our Emergency Plan. We operate a formal command and control process which includes 

members of the Executive Management Team (EMT) at the Gold Command level thereby ensuring 

appropriate governance at the highest level. Gold Command is responsible for keeping the Board 

informed and appraised in these circumstances. 

The use of our Emergency Plan in running the Company Emergency was considered appropriate and gave 

a strong governance framework which included clear agendas for decision making at tactical and strategic 

levels. 

We have identified opportunities where we could be more consistent in how we gather, store and use our 

data both during and post incidents.  

 

F2. What were the biggest constraints to your company doing more, faster to respond to issues 

customers faced?  

We are satisfied that we responded to the issues that customers faced appropriately as set out more 

fully elsewhere in this response.  
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Appendices 

 

 

Appendix 1 – Air Temperature Daily Range 
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Appendix 2 – Water Temperature Range 

 

 
Note: Vertical axis shows Degrees Celsius  
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Appendix 3 – Distribution Input and Storage Levels 
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Appendix 4 – Low Pressure and No Water calls 
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Appendix 5 – Call and Web stats 
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Appendix 6 – Call stats Inc. abandoned call rates 

 

 
Appendix 7 – Infrastructure Resource Plan 
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Appendix 8 – IVR messages 

 

Tuesday 27th February – Thursday 1st March – (Frozen pipe message) 

Thank you for calling Affinity Water  

If you are experiencing a problem with your water supply this may be due to frozen pipes caused by the 
severe weather conditions we are currently experiencing. If your neighbours are not affected, this is likely 
to be the case. 

To resolve this you will need to apply gentle indirect heat to the pipe near your stop tap. 

This can be done with either a warm towel, hot water bottle, or alternatively with a hairdryer on a very low 
setting. This needs to be done from the pipe nearest to your internal stop tap first of all. 

For further information you can visit our website at www.affinitywater.co.uk  where you can access our 
how to videos. 

Friday 2nd March - Saturday 3rd March – IVR Message (Thaw message – internal / customer side 
leaks) 

Thank you for calling affinity water, 

We would like to inform customers, that due to the adverse weather conditions we have experienced. We 
are receiving a higher volume of contact please be aware that this will cause longer wait times than 
normal.  

We would also like to advise customers that if your calling to report a internal leak or leak in the front of 
your property whether this be in your garden or driveway, this is the homeowners responsibility. 
Unfortunately affinity water is not responsible for these pipes. If you are a homeowner please contact your 
home insurance or a plumber, if you rent your property please contact your landlord. Affinity water 
responsibility end at the external stop tap.  Further information is also available on our website.  

If your issue is non-urgent, then we kindly ask that you call back, however If you feel your issue is urgent, 
and it can not wait please hold the line to speak to an advisor.  

Thank you for calling affinity water.  

Saturday 3rd March – IVR Message (Thaw message and Barnet incident) 

Thank you for calling affinity water, 

We would like to inform customers, that due to the adverse weather conditions we have experienced. we 
are receiving a higher volume of contact please be aware that this will cause longer wait times than 
normal.  

if you are calling to report no water in the Cockfosters area this is inclusive of Barnet and south gate we 
are aware of an issue on the network. For further updates on either of these issues please visit our 
website where you can sign up for text alerts at www.affinitywater.co.uk.  

We would also like to advise customers that if your calling  to report a internal leak or leak in the front of 
your property whether this be in your garden or driveway, this is the homeowners responsibility. 
unfortunately affinity water are not responsible for these pipes. if you are a homeowner please contact 
your home insurance or a plumber, if you rent your property please contact your landlord. affinity water 
responsibility end at the external stop tap.  further information is also available on our website.  

If your issue is non-urgent, then we kindly ask that you call back  as we are only prioritising urgent issues  
today.  

If you feel your issue is urgent, and it can not wait please hold the line to speak to an advisor.  

Thank you for calling affinity water.  

http://www.affinitywater.co.uk/
http://www.affinitywater.co.uk/
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Sunday 4th March – Barnet IVR message 

Thank you for calling affinity water, 

We would like to inform customers, that due to the adverse weather conditions we have recently 
experienced. we are receiving a higher volume of contact  please be aware that this will cause longer wait 
times than normal.  

If you are calling to report no water in the Cockfosters area this is inclusive of Barnet and south gate we 
are aware of an issue on the network. for further updates on either of these issues please visit our 
website where you can sign up for text alerts at www.affinitywater.co.uk.  

** this message was updated to reflect web message updates – bottled water etc. ** 

If you would like to hold to speak to one of our advisors please hold the line and you will be put through to 
someone shortly. 

Thank you for calling affinity water.  

 

 

  

http://www.affinitywater.co.uk/
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Appendix 9 – News Release ‘Siberian Blast’ 

 

 

 

 PR11/2018                                                                                                    26 February 2018 

 

 

PREPARE YOUR PIPES FOR SIBERIAN BLAST 
 
With colder weather making a swift arrival across the UK, the UK’s largest water only supplier 
Affinity Water is encouraging people to check water pipes in lofts and gardens are properly 
insulated so they don’t freeze, which can lead to leaks and damage when they thaw. 
 
Homes left empty for more than a day or two without heating on are more at risk from possible 
freezing and bursts.  
 
If pipes do freeze, turn off the stop tap, slowly thaw the pipes near where it enters the house 
with a hair dryer, a towel soaked in hot water or a hot water bottle. Never use a naked flame or 
blowtorch to thaw a pipe. If a pipe bursts, turn off the stop tap, leave an internal tap on to allow 
thawed water to escape and contact a qualified plumber.  
 

When looking for a plumber, it is recommended to select one that is a member of an approved 
contractor scheme, such as WaterSafe. Approved businesses can be found at: 
www.watersafe.org.uk 
 
An Affinity Water spokesperson said: “Any sudden drop in temperature could cause damage to 
pipes and property if people aren’t prepared. If pipes freeze during the night, the first you may 
be aware of a problem is when they thaw, causing water to stream from burst pipes in the loft, 
flooding rooms below. The consequences can be very damaging and upsetting, but this can be 
easily avoided by insulating exposed pipe work.” 

 

To prevent burst pipes: 

 

• Insulate exposed water pipes with felt, pipe wrap or other insulating material and cover 
any outside pipe or fitting with a waterproof material  

• Make sure your cold-water tank is insulated 

• If you have an outside tap, insulate it too 

• Check where your stop tap is to isolate your water supply and make sure it works 

• Leave central heating on a frost protection setting overnight 

• If you are planning on leaving your home or office unattended for a long period, turn off 
the water supply. 

 
Useful information on how to lag pipes and respond to frozen pipes can be found on the Affinity 
Water website at: www.affinitywater.co.uk/coldweather 

http://www.watersafe.org.uk/
http://www.affinitywater.co.uk/coldweather
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ENDS 

 

 

 

 

 

 

 

Further information: 

 

Further information can also be found on the ‘Get Ready for Winter’ website: 
www.metoffice.gov.uk/getreadyforwinter 

 

 

Notes to Editors:  

 

For further information please contact Nigel Beaven, Kevin Barton or Katie Davey on: Tel. 
01707 277110, email: news@affinitywater.co.uk 

 

About Affinity Water: 

 

Affinity Water is committed to delivering a high-quality water service to all of its customers. The 
company provides 900 million litres of water each day to a population of more than 3.6 million 
people in parts of Bedfordshire, Berkshire, Buckinghamshire, Essex, Hertfordshire, Surrey, the 
London Boroughs of Harrow and Hillingdon and parts of the London Boroughs of Barnet, Brent, 
Ealing and Enfield. Affinity Water also supplies water to the Tendring peninsula in Essex and 
the Folkestone and Dover areas of Kent. 

  

http://www.metoffice.gov.uk/getreadyforwinter
mailto:news@affinitywater.co.uk
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Appendix 10 – News Release ‘Arctic Blast’ 

 

 

 

 PR70v2/2017                                                                                                    6 December 2017 

 

 

PREPARE YOUR PIPES FOR ARCTIC BLAST 
 
With colder weather making a swift arrival across the UK, the UK’s largest water only supplier 
Affinity Water is encouraging people to check water pipes in lofts and gardens are properly 
insulated so they don’t freeze, which can lead to leakage and damage when they thaw. 
 
Homes left empty for more than a day or two without heating on are more at risk from possible 
freezing and bursts.  
 
If pipes do freeze, turn off the stop tap, slowly thaw the pipes near where it enters the house 
with a hair dryer, a towel soaked in hot water or a hot water bottle. Never use a naked flame or 
blowtorch to thaw a pipe. If a pipe bursts, turn off the stop tap, leave an internal tap on to allow 
thawed water to escape and contact a qualified plumber.  
 

When looking for a plumber, it is recommended to select one that is a member of an approved 
contractor scheme, such as WaterSafe. Approved businesses can be found at: 
www.watersafe.org.uk 
 
An Affinity Water spokesperson said: “Any sudden drop in temperature could cause damage to 
pipes and property if people aren’t prepared. If pipes freeze during the night, the first you may 
be aware of a problem is when they thaw, causing water to stream from burst pipes in the loft, 
flooding rooms below. The consequences can be very damaging and upsetting, but this can be 
easily avoided by insulating exposed pipe work.” 

 

To prevent burst pipes: 

 

• Insulate exposed water pipes with felt, pipe wrap or other insulating material and cover 
any outside pipe or fitting with a waterproof material  

• Make sure your cold-water tank is insulated 

• If you have an outside tap, insulate it too 

• Check where your stop tap is to isolate your water supply and make sure it works 

• Leave central heating on a frost protection setting overnight 

• If you are planning on leaving your home or office unattended for a long period, turn off 
the water supply. 

 
Useful information on how to lag pipes and responding to frozen pipes can be found on the 
Affinity Water website at: www.affinitywater.co.uk/coldweather 

http://www.watersafe.org.uk/
http://www.affinitywater.co.uk/coldweather
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ENDS 

 

 

 

 

 

 

 

Further information: 

 

Further information can also be found on the ‘Get Ready for Winter’ website: 
www.metoffice.gov.uk/getreadyforwinter 

 

 

Notes to Editors:  

 

For further information please contact Nigel Beaven, Kevin Barton or Katie Davey on: Tel. 
01707 277110, email: news@affinitywater.co.uk 

 

About Affinity Water: 

 

Affinity Water is committed to delivering a high-quality water service to all of its customers. The 
company provides 900 million litres of water each day to a population of more than 3.6 million 
people in parts of Bedfordshire, Berkshire, Buckinghamshire, Essex, Hertfordshire, Surrey, the 
London Boroughs of Harrow and Hillingdon and parts of the London Boroughs of Barnet, Brent, 
Ealing and Enfield. Affinity Water also supplies water to the Tendring peninsula in Essex and 
the Folkestone and Dover areas of Kent. 

  

http://www.metoffice.gov.uk/getreadyforwinter
mailto:news@affinitywater.co.uk
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Appendix 11 – Web Updates 

 

Tuesday 6th March 2018 - Update 13:47  

Water pressure is building up across our network and all customers now have a water supply, 
though it may be at a lower pressure than normal during peak demand periods in the morning 
and evening.  

Our teams are continuing to fix leak and bursts as quickly as possible although there may be 
the odd interruption to supplies at a local level during repairs. 

We are very sorry to all those who have experienced an iterruption to their supply over the past 
few days and we would like to thank them for their patience.  

If you spot a leak in your area, please report it to us at www.affinitywater.co.uk/leakspotters  

 

Tuesday 6th March 2018 - Update 08:27 

Our technicians continued to work throughout the night making adjustments to our network.  

We are sorry for any drop in water pressure or loss of supply that some customers may have 
experienced during last night’s peak demand period. We would like to thank all our customers 
for reducing their water use, which has really helped! 

Water pressures have been increasing in all areas of our network, which should reduce the 
likelihood of reductions in water pressure during peak demand periods in the morning and 
evening.We are putting as much extra water as we can into our network and our teams are 
continuing to fix leaks and bursts as quickly as possible.  

We are very sorry to all those who have experienced an interruption to their supply over the 
past few days due to the recent freeze and rapid thaw, which lead to exceptionally high levels of 
water demand due to multiple bursts on our network and an increase in leaks in and on 
customer properties.   
  

 

Monday 5th March 2018 - Update 17:20  

Water pressure is building up across the Barnet area and all customers should now have a 
water supply, though it may be at a lower pressure than normal. 

We are asking our customers to use as little water as possible while we get things back to 
normal and re-build our reservoir levels – particularly this evening. 

Please do not use water for anything that isn't essential. Taking short showers, avoiding baths, 
reducing use of taps and only running washing machines and dish washers with a full load will 
really help. 

http://www.affinitywater.co.uk/leakspotters
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Monday 5th March 2018 - Update 16:55  

We have been working to set up a site for collection of bottled water, should customers need it.  

This is available from 4pm today at The Chicken Shed Theatre Car Park, 290 Chase Side, 
London, N14 4PE until 10pm, subject to sufficient supplies. 

 

Please keep an eye on this website for any further updates about this collection point. 

 

Monday 5th March 2018 

We're continuing to work as quickly as possible to improve this situation. 

We have increased the amount of leakage technicians in the communities we serve identifying, 
prioritising and fixing leaks, working both day and night. 

In certain areas so far, our technicians have found over 20 bursts water mains and have 
managed to fix 19 of them by 1pm. We continue to work to identify any further leaks. 

Our water treatment plants are working at full capacity and we are trying to get as much water in 
to our network as possible. 

We continue to move water around our network to support areas where there is low pressure. 

We really are sorry to those who have experienced or continue to have issues with their water 
supply. 

We continue to ask customers who have water to use as little as possible while we get things 
back to normal. Please do not use water for anything that is not essential. Where possible, take 
short showers rather than baths, do not leave taps running unnecessarily and only run washing 
machines and dish washers when you have a full load. 

This will make a real difference. 

 

Monday 5th March - Update 11:00 

Our teams continue to locate and repair leaks across the network, and we are working hard with 
commercial retailers to identify leaks on commercial customers private pipework. The teams 
have pinpointed an additional pocket of trapped air on our large 15" water main in the Meadway 
area of East Barnet. 
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One of our specialist teams are being diverted to this area now, and will be working to remove 
this air pocket which should aid in building the water pressure up across the Barnet area. 

The team worked throughout the night operating valves in order to open up further avenues for 
us to divert water, we hope to utilise this today to help restore water pressure to the affected 
customers in Barnet  

Further updates after 14:00 

 

Monday 5th March - Update 07:20 

Our teams have been working throughout the night, continuing to locate and repair bursts along 
our network. We are putting as much extra water as we can into our local networks and fixing 
leaks and bursts as quickly as possible. 

We believe many businesses may have internal leaks that have been undetected over the 
weekend since the thaw so we would also ask all our customers to check their own pipes for 
bursts and call a plumber if necessary. Outside taps are especially vulnerable to freezing 
temperatures and bursts may not be obvious. 

Water companies across the country have experienced exceptionally high levels of demand for 
water due to multiple bursts on networks and an increase in leaks in and on customers 
properties. Affinity Water is no different. 

We are aware that some customers continue to experience low water pressure and some of our 
Barnet customers have reported a full loss of water supply. 

Not all areas are affected equally, but some customers are currently without water or have low 
pressure. We are working as quickly as we can to resolve these. 

We really are sorry those who have experienced or continue to have issues with their water 
supply. 

We continue to ask customers who have water to use as little as possible while we get things 
back to normal. Please do not use water for anything that isn't essential. Where possible, take 
short showers rather than baths, do not leave taps running unnecessarily and only run washing 
machines and dish washers when you have a full load. This will make a real difference. 

 

Sunday 4th March - Update 21.58 

We are aware that some customers are experiencing low water pressure and some of our 
Barnet customers have reported a loss of water supply. 

Our teams are aware of this and will be working throughout the night, continuing to locate and 
repair bursts along our network. 
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Like many other water providers across London and the South East of England, we are 
experiencing high levels of water demand across our network due to multiple bursts and leaks 
in and on customer properties.  

We understand that this is frustrating for customers and we have mobilised every available 
technician to assist in the location and repair of bursts in and around Barnet. We have also sent 
staff into the Cockfosters area to assist in delivering bottled water to our most vulnerable 
customers. 

Emergency water supply contractors are also reporting longer than normal delays due to the 
large orders being placed by other water companies around the country. 

We are working really hard to put as much water as possible into the Barnet pipe lines to help 
restore further supplies as much as possible. 

We are very sorry for the disruption this incident has caused, and please rest assured we are 
doing everything within our power to increase the water coming into the EN4, EN5 and N14 post 
codes. 

We will update this message after 07:00 Monday 5th March 2018 

  

 

  

 Sunday 4th March- Update 17:20 

Due to the extremely quick thaw seen in the last 2 days, we are experiencing multiple bursts on 
our network as well as an increase in bursts in and on customer properties. 

Our teams are continuing to find and fix leaks and rezoning our network where possible to 
maintain supplies. However, some customers may still be experiencing no water or low 
pressure. 

Many thanks to our customers who have reported leaks in their area, this has been a great help 
to our teams on the ground and will help us fix bursts and restore supplies.  If you have spotted 
a leak in your area, please report it to us at www.affinitywater.co.uk/leakspotters 

When your supply is restored, you may notice some slight discolouration or cloudiness to the 
water. If you experience this, simply run your kitchen cold water tap until the water clears. 

For more information please visit www.affinitywater.co.uk/how-to-discoloured-aerated.aspx 

We are sorry for the disruption to customers’ supplies and we would like to thank our customers 
for their patience. 

This message will be updated at 19:30 

 

http://www.affinitywater.co.uk/leakspotters
http://www.affinitywater.co.uk/how-to-discoloured-aerated.aspx
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Sunday 4th March - Update 14:05 

We are sorry for any inconvenience caused by interruptions to your water supply. 

Due to the severe weather of the past few days, we are experiencing multiple bursts on our 
network. 

We have also had many reports from customers of bursts with their internal plumbing in their 
properties. This has led to added pressure on our storage reservoirs in the area. Rest assured, 
we have mobilised multiple teams of technicians to the affected areas to identify and fix leaks 
on our network. 

We have adjusted our network to maintain supplies where possible, although this may be at 
lower pressures than normal and some customers may still have no water. When your supply is 
restored, you may notice some slight discolouration or cloudiness to the water. If you 
experience this, simply run your kitchen cold water tap until the water clears. 

For more information please visit www.affinitywater.co.uk/how-to-discoloured-aerated.aspx 

If you have spotted a leak in your area, please report is to us 
at www.affinitywater.co.uk/leakspotters and we’ll make sure to put it right. 

We are sorry for the disruption to customers’ supplies and we would like to thank our customers 
for their patience. 

This will be updated after 16:00 

 

Sunday 4th March 2018 - Update 10:20 

Pressure has slowly been increasing and we are in the process of further rezoning to speed this 
up. However, pressure will continue to be lower than normal until repairs are completed. Our 
teams continue to investigate for leakage across the network to ensure that no areas have been 
missed. 

We would like to thank our customers for their continued patience through this difficult weather, 
we are sorry for any inconvenience this has caused. 

This message will be updated after 13:00 

 

Sunday 4th March 2018 - Update 01:30 

Pressure is steadily restoring to the surrounding areas and customers should begin to see water 
restoring to their properties. Please be aware, this may be at lower than normal water pressure 
until further repairs are carried out tomorrow morning during daylight hours. The teams will be 
carrying out repairs on the leaking water main, as well as further investigation work along the 
network to double check anything that could have been missed during the night time checks 
taken place today. 

http://www.affinitywater.co.uk/how-to-discoloured-aerated.aspx
http://www.affinitywater.co.uk/leakspotters
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We would like to thank all of our customers affected by this incident for their continued patience, 
and we are sorry for any inconvenience this has caused. 

This message will be updated after 10:00 tomorrow morning.  

 

Saturday 3th March 2018 - Update 23:45 

Our team have identified two issues along the network. We have located a burst along one of 
the smaller water mains feeding into the affected area, and have also removed a pocket of 
trapped air. This has started to restore water to some areas affected by this incident and we 
have confirmed water is now showing at washout points along the network that had no water 
supply a few hours ago. 

Although this has resolved the problem for some properties, there is further work needed to 
repair the leak on the pipework and the team will continue to clear any further trapped air on the 
network. 

We are sorry for the inconvenience caused and will continue to provide updates until all 
customers have drinking water restored.  

 

Saturday 3rd March - Update 21:30 

Our teams continue to check all surrounding pipework and valves, we are yet to locate any 
large bursts however we have zeroed in on a point of interest. We believe there is possibly a 
large pocket of trapped air causing a blockage in one of the large water mains. A team have 
been diverted to do further checks on this, and we will update customers as soon as the team 
have completed the investigation. 

We appreciate the continued patience of customers in this area, and we are sorry for the 
disruption this has caused. 

 

Saturday 3rd March - Update 19:45 

Our team continue to investigate the cause of this evenings supply interruptions. We  have 
diverted all available technicians to the affected post codes in order to locate any possible burst 
water mains. We have a specialist team walking the full length of our large 15" water main that 
supplies customers in the EN4 , EN5 and N14 post codes, and we are opening and checking 
every valve along our network in the process. 

We are sorry for the disruption this has caused customers, and will continue to update 
customers throughout the night. 

 

Saturday 3rd March 2018 
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If you are in the above area and are experiencing problems with your water supply we have 
received a number of calls which suggests there may be an issue on our network. Our 
technician is on their way to investigate and a further update will be provided as soon as 
possible. 

During this time we ask you not to use any electrical appliances that require a water supply, for 
example washing machines or dishwashers and to conserve water from storage tanks during 
the time your water supply is interrupted. 

If you do still have a supply, we would advise you to store some water for drinking, in case your 
water has to be switched off for a repair to be completed. 

We are sorry for the inconvenience caused and aim to restore your supply to normal as soon as 
possible. 

This message was added at 16:40  and will be updated after 18:40 
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Appendix 12 – Briefing Note 1 

 

 

WATER QUALITY BRIEFING NOTE 1 

THIS WQ BRIEFING NOTE IS NOT TO BE USED FOR MEDIA BRIEFING.  

IF MEDIA INFORMATION IS REQUIRED CONTACT THE AFFINITY WATER COMMUNICATIONS 
TEAM ON 01707 277 110. 

POTENTIAL LOSS OF SUPPLY TO BARNET 

WATER SUPPLY ZONE  (AF051- POPULATION 71,226) 

Prepared:   4th March 2018 15:00               By: Bob Ellis 

• As a result of the extreme weather conditions experienced over the past week, we are 
experiencing high levels of bursts and leakage resulting in above average demand with 
the expectation of a widespread loss of supply to the Barnet area. 
 

• We are carefully managing our water storage in our reservoirs supplying the area but the 
demand from bursts and leakage has resulted in levels falling.  As a result of the falling 
levels, Cockfosters Water Tower has been bypassed and isolated from supply.  All other 
reservoir levels are being closely monitored. 
 

• Our Company Emergency Reaction Team was convened yesterday and has been 
managing the situation.  
 

• We have deployed a heightened operational response across the area to identify bursts 
and reduce the current levels of demand. 
 

• Due to neighbouring water companies also experiencing increased demand due to 
leakage, strategic imports which are currently helping to support the area may be lost.   

 

• Our company website is being regularly updated with information for customers. 
 

• Next update will be provided tomorrow. 
 

Circulation: 

Drinking Water Inspectorate 

Defra 

CCWater 
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Appendix 13 – Briefing Note 2 

 

COMPANY BRIEFING NOTE 2 

THIS BRIEFING NOTE IS NOT TO BE USED FOR MEDIA BRIEFING.  

IF MEDIA INFORMATION IS REQUIRED CONTACT THE AFFINITY WATER COMMUNICATIONS 
TEAM ON 01707 277 110. 

POTENTIAL LOSS OF SUPPLY TO MULTIPLE AREAS DUE TO UNSEASONABLE 
DEMAND FOLLOWING EXTREME WEATHER EVENT 

Prepared:   5th March 2018 09:00               By: Buffy Wilson 

 

• Over the last 24 hours we have been managing water storage in our strategic reservoirs, 
have maximised output from our water treatment works into supply and have been 
carrying out careful balancing of water movement to prevent any customer impact.  
 

• We have worked throughout the night to locate and repair bursts across the distribution 
system. Further operational resources have been deployed this morning to continue this 
work. 

 

• Neighbouring water companies are also experiencing increased demand but strategic 
imports which are currently helping to support the area, have so far been maintained.   

 

• We have successfully defended our strategic reservoirs overnight but there is still the 
possibility that some areas may experience poor pressures or loss of supply during peak 
demand. 

 

• Our areas of increased risk are: Watford area (Herts), St. Albans (Herts), Arkley area 
(Cockfoster / Barnet).  In the last 48 hours in the Arkley area our best estimates are 
1100 properties were without supplies for over 12 hours however 4700 properties have 
had intermittent supplies. 
 

• During peak morning demand, our network performed as per our prediction with only 
Cockfosters area directly impact. We continue to see small localised interruptions as a 
result of bursts. We have no issues with regards to water quality. 
 

• We have successfully defended the supply to our Brett Community and Horsley Cross 
WTW (Essex) is now at reduced risk.  
 

• We have 22 pallets of bottled water in the Watford area reserved for SafeGuard 
customers, 22 more due to arrive in the Cockfosters area and continue to supply Tier 1 
and Tier 2 customers in the affected zones. There is a further consignment of 44 pallets 
on order. 
 

• In our highest risk areas we have no prisons in the supply area, approximately 20 
schools, 6 nursing homes, 1 medical centre and no hospitals. Our confidence in Non-
Household data (NHH) requires validation and we are in discussion with retailers. 
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• We had already increased our resource levels in response to a likely increase in leakage 
following the snow and this has put us in a slightly stronger position with regards to 
mobilisation of our resources. We have approximately 50 leakage technicians focussing 
in our highest risk areas, our normal complement of technicians and 64 people on repair 
work with addition night teams in place. This is a substantial increase in resource. All 
existing planned work has been cancelled with resources being moved to tackle 
leakage.  
 

• Our Company Emergency Response Team continues to meet at regular intervals and 
our company website is being regularly updated with information for customers. 
 

• We are in regular dialogue with Defra and Local Resilience Forums (LRFs). Contact with 
neighbouring water companies is also being maintained to ensure we are sharing 
supplies where we can. We have focused our dialogue with our high risk area LRFs 
Essex, Herts, Barnet and today London Resilience Partnership have been in touch. We 
are not aware currently, of the formation of any Strategic Co-ordination Groups in 
relation to the current situation. 
 

• Next update will be provided tomorrow unless the situation significantly changes. 
 

Circulation: 
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Appendix 14 – Briefing Note 3 

 
 
COMPANY BRIEFING NOTE 3 
 
THIS BRIEFING NOTE IS NOT TO BE USED FOR MEDIA BRIEFING.  
IF MEDIA INFORMATION IS REQUIRED CONTACT THE AFFINITY WATER COMMUNICATIONS 
TEAM ON 01707 277 110. 
 
POTENTIAL LOSS OF SUPPLY TO MULTIPLE AREAS DUE TO UNSEASONABLE 
DEMAND FOLLOWING EXTREME WEATHER EVENT 
 
Prepared:   6th March 2018 15:00               By: Buffy Wilson 
 
 

• In the last 24 hours, we have improved our storage position and we will continue 
manage the situation to progressively reduce the risk to local supply zones. We expect 
to make gradual improvements to storage during the rest of this week. 
 

• We successfully restored supply to the Arkley area (Cockfoster / Barnet) yesterday 
which was our only prolonged customer impact area.  Water quality samples  collected 
following the restoration of supply and submitted for analysis were all found to be 
satisfactory. 
 

• During peak evening and morning demand, our network performed well with no 
customer impact.  We continue to see small localised interruptions as a result of bursts. 
We have no issues with regards to water quality. 

 

• We mobilised 84 pallets of water (4 loads) which is 75% of the daily contractual provision 
we have in place with our supplier, Water Direct as a precautionary measure and we 
delivered supplies to vulnerable customers in two areas (Oxhey Wood and Cockfosters) 
where customers experienced low pressure for a period of time.  
 

• We have contacted other water companies to make our unused allocation of bottled 
water available to them and are working with Thames Water to arrange delivery to 
Tooting, south London. 
 

• We continue to operate with increased field resources and all works are prioritised by 
customer supply, property damage e.g. flooding or Find and Fix in our higher risk areas. 

 

• Our Company Emergency Response Team continues to meet at regular intervals and 
our company website is being regularly updated with information for customers. 
 

• We continue regular dialogue with Defra and Local Resilience Forums (LRFs) together 
with control room discussions with our neighbouring water companies to ensure we are 
sharing supplies where we can.  
 

• To date we have focused our dialogue with our high risk area LRFs Essex, Herts, Barnet 
and have added Kent LRF and London Resilience Partnership to our stakeholder 
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communications group. We are not currently aware of the formation of any Strategic Co-
ordination Groups in relation to the current situation. 
 

• Next update will be provided tomorrow unless the situation significantly changes. 
 
 
 

Circulation: 
Drinking Water Inspectorate 
Environment Agency 
Defra 
CCWater 
LRFs 
WaterUK 
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Appendix 15 – Briefing Note 4 

 

COMPANY BRIEFING NOTE No.4 

THIS BRIEFING NOTE IS NOT TO BE USED FOR MEDIA BRIEFING.  

IF MEDIA INFORMATION IS REQUIRED CONTACT THE AFFINITY WATER 
COMMUNICATIONS TEAM ON 01707 277 110. 

SUPPLY AVAILABILITY TO MULTIPLE AREAS FOLLOWING EXTREME WEATHER EVENT 

Prepared:   7 March 2018 09:30     By: Buffy Wilson 

• The status for the last 24 hours is that we continue to manage our supplies and leakage 
operations and have improved our storage and supply availability. We have not yet met 
our internal trigger levels and therefore we will continue to operate in Emergency 
Response mode. We are cautiously optimistic that we will stand down this team in the 
next 48 hours.   
 

• There have been no water quality issues indicated from our enhanced monitoring that 
we implemented in response to the recent events.   
 

• We have seen a return to near normal night time usage which indicates that our leakage 
and that of our customers is being managed successfully. 
 

• The storage position in all of our strategic reservoirs continues to improve and we are 
currently preparing for the weekend demand levels.  We will continue to closely manage 
our storage until we return to normal operating conditions.   

 

• During peak evening and morning demand today, our network continued to perform well 
with minimal customer impact. Currently all customers have supplies at the normal 
pressures but we continue to see small localised interruptions because of bursts.  

 

• Our operational contact centre and social media teams have confirmed that they have 
returned to near normal levels of customer contact and have stood down the additional 
resources we have had in place for the last 3 days.   
 

• We have already provided assistance to other companies under the Mutual Aid 
agreement and we continue to work closely with Thames Water as they manage their 
incident. 
 

• We will continue to operate with increased field resources and all works will be prioritised 
by customer supply, property damage e.g. flooding, or Find and Fix in our higher risk 
areas. 
 

• Our regular dialogue with Defra and Local Resilience Forums (LRFs) will continue 
together with control room discussions with our neighbouring water companies to ensure 
we are sharing supplies where we can.  
 

• To date we have focused our dialogue with our high risk area LRFs Essex, Herts, Barnet 
and have added Kent LRF and London Resilience Partnership to our stakeholder 
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communications group. We are not currently aware of the formation of any Strategic Co-
ordination Groups in relation to the current situation. 
 

• Our Company’s Emergency Response Team continues to meet at regular intervals and 
our Company website is being regularly updated with information for customers. 
 

• Next update will be provided tomorrow unless the situation significantly changes. 
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Appendix 16 – Briefing Note 5 

 
 
COMPANY BRIEFING NOTE No.5 
 
THIS BRIEFING NOTE IS NOT TO BE USED FOR MEDIA BRIEFING.  
IF MEDIA INFORMATION IS REQUIRED CONTACT THE AFFINITY WATER COMMUNICATIONS 
TEAM ON 01707 277 110. 
 
SUPPLY AVAILABILITY TO MULTIPLE AREAS FOLLOWING EXTREME WEATHER EVENT 
 
Prepared:   7 March 2018 14:00     By: Buffy Wilson 
 
 

• Following on from Briefing Note 4 circulated earlier today we are pleased to be able to report that 
the situation has improved to an extent that we are standing down our Emergency Response and 
scaling this back to normal incident management teams. As part of this we are planning to return 
our stock of alternative water.  
 

• Three areas of the business will continue to meet regularly through the day; production teams, 
network and customer relations with support from water quality as required. 
 

• There have been no water quality issues indicated from our enhanced monitoring that we 
implemented in response to the recent events.  
 

• All future communications will be managed in the normal way by our communications team. 
 

• We continue to see improvement in our storage position of our strategic reservoirs and we are 
currently preparing for the weekend demand levels.  We have now returned to near normal 
operating conditions.   
 

• We will be offering compensation to those customers whose water supply was severely impacted 
by the recent weather. We are carrying out hydraulic analysis to confirm where this is the case.  

• We will continue to operate with increased field resources and all works will be prioritised by 
customer supply, property damage e.g. flooding, or Find and Fix as is normally the case.   
 

• We will continue to participate, as required, in Defra and Local Resilience Forums (LRFs) 
discussions and with our neighbouring water companies.   
 

• This will be the final closing Briefing Note for this Emergency Response. 
 

 
Circulation: 
Drinking Water Inspectorate 
Environment Agency 
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Appendix 17 – Compensation Letter 1 

Affinity Water 

Tamblin Way 

Hatfield  

  Hertfordshire 

AL10 9EZ 

 

 

(Date) 

Dear Customer, 

 

COMPENSATION   

THIS WILL AUTOMATICALLY BE CREDITED TO YOUR ACCOUNT 

 

Following the freeze and rapid thaw in early March, water companies across the country 
experienced exceptionally high levels of demand for water due to water lost from multiple bursts 
of their water pipes and an increase in leaks from water pipes on customers’ properties.  

 

During the period of [Date to Date], some of our customers in the locality of Barnet experienced 
loss of their water supply and times when the water pressure was below normal standards. We 
put as much extra water into our local network as we could to replace the water lost and had our 
teams working around the clock to find and fix bursts as quickly as possible to restore supplies 
and normal water pressure. We sincerely apologise to all those who were without water or 
experienced low pressure during this time.  

 

As you experienced a loss of your water supply for a continuous period of more than 12 hours 
during this period, you will receive an amount of £20 as compensation. In addition, as you 
experienced low water pressure below 0.7 bar (seven metres head) on two separate occasions 
during this period,  you will receive an amount of £25 as compensation. 

 

We also understand the frustration of customers in the  area who may have experienced 
interruption of their water supply on previous occasions during the last 12 months. In recognition 
of this, you will receive a further amount of £30 as compensation.  

 

In total, you will be receiving £75 in compensation, which will be automatically credited to your 
account. This £75 includes any compensation payable under our Guaranteed Standards of 
Service Scheme. 

We also want to let you know what we have been doing over the last year to make supplies to 
this area more resilient. We have been reviewing how the network of water mains in the area is 
working and have invested a great deal of resources to help us understand what has been 
causing the air locks and bursts affecting supplies in the area. The insight from this review has 
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informed the investments we are making to minimise the risk of unplanned interruptions in the 
future.  

We have installed additional devices on our water mains network. These allow us to monitor, 
and give us greater control of, the flow and pressure of water through our water mains.  We 
have also installed seven new valves at key locations on our water mains to minimise the risk of 
air locks which have been causing interruptions to supplies.   We have also replaced equipment 
in the water tower at Cockfosters and completed internal inspections of our three storage 
reservoirs in the area and their key outlet pipes. 

We are continuing to review our water mains network in and around the area to see where 
additional work is needed to address the problems experienced on this and previous occasions. 

We are very sorry for any disruption to your water supply and would like to thank you for your 
patience. 

   

 

Yours faithfully 

 

Simon Cocks  

Chief Executive Officer 

Affinity Water 
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