






 

 

 

 
 
 

• Access to the Severn Trent Network Response Team kit and resources including tankers, pump and 
over landing equipment in accordance with established agreements.  

• Separated and insourced the Powys operational teams from Severn Trent, ensuring HD customers 
are prioritised appropriately.  

• Continual asset improvements, including improved pressure monitoring and management of the 
Wrexham ring main.  

Actions undertaken in the two weeks running up to the freeze thaw:   

• Declared silver event on 6th December.  

• Escalated to Tactical event on 16th including calls four times a day to review position, forecasts, and 
any open events.  

• Ensured good level of resourcing, including 2nd call for standby teams.  

• Increased production capability  

• Prioritise leakage fix and find in the network to minimise water losses in the event of increased 
burst mains.  

• Proactive review of critical water treatment assets and spares.  

• Worked with Severn Trent Water to ensure maximum availability of Network Response Team 
tankers and drivers.  

• Proactive customer messages through various platforms to warn of impact of the temperature 
change and advice on how to manage. Some examples of this:  

 

Detailed response 

In the Freeze Thaw period HD had 3 supply outages over 3 hours, these are detailed below.  

• 17/12/22 Llwyneinion 
o 39 properties were off supply for up to 10 hours following a 3 inch burst main. 
o 6 customers contacted us with no supply reports.  
o Bottled water was sent to all 39 customers.   
o During the 10-hour event we sent each customer 5 SMS / voice messages where we have 

customer details.  The website was regularly updated.  
 

• 17/12/22 Llangollen  
o 42 properties were off supply for up to 12 hours and 45 minutes following a 4-inch burst 

mainNo customers contacted us.  
o Bottled Water was sent to 9 vulnerable customers.  
o During the 12 hours we sent each customer 2 SMS / voice messages where we have 

customer details.  Website updated. 



 

 

 

 
 

• 18/12/22 Erddig Grounds  
o 8 properties were off for 8 hours and 13 minutes following a 4 inch burst main in a location 

close to a river course that require pollution management.  
o No customers contacted us.  
o During the 8-hour event we sent 3 SMS/ voice messaged where we have customer details.  

Website updated.  
 

There was no requirement for bottled water stations and we received no customer complaints for any 

of these events. 

 

c) Arrangements for compensation to impacted customers: 

For our customers who were without supply for over 12 hours, we make GSS compensation payments.  

Our policy is to pay £30 and for these three freeze thaw events it was paid within the agreed 20 

working days.     

 

d) Lessons learned from this experience and changes you intend to implement; and whether 
lessons learned from 2018 freeze-thaw and recommendations from Ofwat’s Out In The Cold 
review have been implemented. 

We feel confident we have learnt from the sector lessons of 2018 and embedded the necessary 

improvements.   It’s also worth drawing out that our learnings from all events, not just winter ones, 

informs our approach to preparedness and underlines the importance of data analysis to foresee 

issues.  We consider that our management of the production and supply of water demonstrates that 

these improvements have been successful.  

Notwithstanding this, we are disappointed that 89 customers were experienced service failure and we 

will use the lessons captured from reviewing these events to inform our future action plans.  

Specifically: 

• Response times were good and there was enough resource, but in all 3 incidents over 3 hours the 
repair was extended and we are scrutinising these incidents to understand how we can improve 
repair times.   

• Increase the range of customers contact details, particularly to increase the proportion of 
customers that have shared their mobile numbers with us, with a campaign as part of our broader 
customer engagement plans. 

• Continue to proactively engage with our customers on supply pipes to reduce private supply and 
leakage issues. 

 

 

e) Details of your own independent review and expectation that the findings of this review will be 
shared with Ofwat. 

We are fully committed to learning and improving as best we can. In practice, this means looking to 

others as well as ourselves to help develop these opportunities.  

We are comfortable we have enough next steps and ideas from our internal review of this freeze thaw 

event so that we continue to improve and better our performance for our customers.  



 

 

 

 

 

We will also make sure to refine our actions plans following feedback from this report and any wider 

recommendations from the review of other water companies performance.  

   
Yours sincerely, 

James Jesic 

Managing Director 

 

 

 

 




