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‘Beast from the East’ Incident Response – South East Water Action Plan

Introduction	from	our	Board
We	always	strive	to	provide	customers	with	a	constant	supply	of	water	whatever	the	
weather conditions. However, in March 2018, a sudden thaw after the snow and freezing 
temperatures	caused	by	the	‘Beast	from	the	East’	led	to	us	not	meeting	these	high	
standards. 

A	significant	number	of	our	customers	had	no	water	or	low	pressure	and	were	reliant	on	
bottled	water	while	we	worked	to	find	and	repair	bursts	both	on	customer	pipes,	and	on	
our network, and	restore	water	supplies.	The	local	communities,	support	agencies and local 
councils,	as	well	as	our	employees,	and	those	of	the	companies	we	work	with,	all	provided	
invaluable	support	during	this	time.	I	would	like	to	thank	them	all	again	for	their	hard	work.

One	of	the	major	considerations	we	have	during	such	an	event	is	the	welfare	of	our	
employees	and	contractors	as	they	go	about	working	hard	to	restore	supplies	to	customers,	
provide	alternative	water	and	visit	vulnerable	customers.	We	were	pleased	that	everyone	
remained safe during this busy time.

Following	any	incident	we	always	carry	out	a	thorough	review	to	learn	lessons	and	
implement	actions	that	aim	to	reduce	the	impact	or	likelihood	of	a	similar	event	in	the	
future.	This	report	lays	out	our	actions	to	ensure	we	are	better	equipped	to	handle	such	
an	event	if	it	were	to	occur	again.	It	responds	to	the	specific	actions	Ofwat	laid	out	in	their	
report	‘Out	in	the	Cold:	Water	companies’	response	to	the	‘Beast	from	the	East’’	and	the	
company	specific	letter	we	received	on	the	19th	of	June	2018.

These	actions	are	integrated	into	our	wider	resilience	strategy	that	is	contained	within	our	
recently published 2020 to 2025 business plan.

PAUL BUTLER  
MANAGING DIRECTOR

NICK SALMON  
INDEPENDENT CHAIRMAN

PAUL BUTLER  
MANAGING DIRECTOR

NICK SALMON  
INDEPENDENT CHAIRMAN
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‘Beast from the East’ Incident Response – South East Water Action Plan

1.	 Introduction
We	supply	top	quality	drinking	water	to	2.2	million	customers	in	
the	south	east	of	England.	Through	a	network	of	9,000	miles	of	
pipe,	we	deliver	517	million	litres	every	day	at	an	affordable	price	
to our customers. 

Between	26	February	2018	and	the	3	March	2018,	the	United	
Kingdom	experienced	cold	temperatures	due	to	changes	in	the	
jetstream	which	resulted	in	cold	air	drawn	in	from	Siberia.	Dubbed	
the	‘Beast	from	the	East’	by	the	media,	the	cold	spell	came	to	a	
sudden	end	in	on	3	March	2018	resulting	in	a	rapid	thaw	as	a	body	
of	much	warmer	air	arrived	from	the	south.	

This	dramatic	change	in	temperature	caused	a	significant	increase	
in burst pipes, leaks and demand for water. This resulted in the 
draining	of	a	number	of	our	service	reservoirs,	which	hold	treated	
water, and in turn, saw 27,000 customers lose their tap water 
supply,	with	up	to	6,000	of	those	having	no	water	for	more	than	 
48 hours.

This	event	impacted	over	200,000	customers	across	the	country,	
with most water companies being impacted to some extent. 

On	the	10	March	2018,	the	water	industry	regulator	Ofwat	
launched a review to understand what happened, how the water 
companies	across	the	industry	performed	and	make	sure	lessons	
are learnt and changes are made.

Following	this	review	the	regulator	published	its	report	‘Out	in	the	
Cold:	Water	companies’	response	to	the	‘Beast	from	the	East’’	on	
the	19	June	2018.	

As	one	of	the	companies	whose	customers	were	seriously	
impacted, we have been asked to publish a comprehensive action 
plan to ensure real improvements are made and future supply 
problems are minimised, and when things go wrong, customers are 
looked after properly.
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How	we	created	this	report
We	have	used	a	number	of	inputs	and	intelligence	in	creating	the	
action	plan	contained	within	this	report,	they	include:

•  an internal review including multiple workshops covering all aspects 
of the incident and involving staff representing all incident elements 
from bottle water provision to gold command

•  utilised the feedback from the customer research detailed in  
section three

•  Ofwat and Drinking Water Inspectorate’s (DWI) review of the incident

•  discussion with our Customer Challenge Group (CCG)

•  comments obtained from assurance partners during the audit process

•  discussion with other companies affected by the event

•  industry workshops hosted by WaterUK

The	action	plan	reflects	the	outcome	of	these	inputs	and	has	been	
fully	reviewed	by	relevant	employees	and	the	Board.	

In	addition	the	Customer	Challenge	Group	challenged	us	on	a	
number	of	areas	including:

•  how the action plan and price review were interrelated – we have 
added notes in the action plan to reference this

•  how we were addressing the customer pipe issue/engaging with 
customers – covered as a set of communication action points within 
the action plan

•  the issue of customers dependent on a single source of supply – 
referenced the link to the 2020 to 2025 business plan within the 
action plan

We	have	also	been	actively	supporting	WaterUK	in	the	creation	of	
their	report	covering	wider	industry	issues	related	to	the	event.

We have shared our approach with the other companies 
submitting	reports	on	28	September	2018	and	agreed	areas	
for	increased	collaboration.	These	discussions	led	to	an	agreed	
collaboration	and	leadership	on	four	key	areas.

•  use of data, modelling and visualisation to drive better decision 
making (before and during incidents)

•  winter communication campaigns with customers and crisis 
communications

•  practical ways to improve vulnerable customer numbers and 
information capture

•  how to practically co-ordinate across impacted companies for these 
types of events

We will lead on the winter communication campaigns and will 
continue	to	work	closely	with	WaterUK	and	our	colleagues	at	the	
other water companies on all the areas agreed.

www.southeastwater.co.uk
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2.	 The	incident	
2.1 The ‘Beast from the East’

On	the	16	February	2018,	the	Met	Office	provided	an	early	warning	
of	the	potential	for	very	cold	weather	and	snow	for	the	UK.	Further	
details	emerged	over	the	subsequent	days	and	on	the	23	February	
2018	the	Met	Office	issued	its	first	yellow	warning	for	snow	
expected	on	the	26	February	2018.	

Our	supply	area	experienced	significant	snow	fall	on	the	26	
February	2018,	and	the	following	day,	an	amber	warning	was	
issued	signifying	a	high	likelihood	of	further	snow.	The	Met	Office	
forecast	showed	a	gradual	rise	in	temperature	and	a	slow	thaw	
until the 5 March 2018, but on the 3 March 2018 this forecast 
changed	and	we	actually	experienced	a	rapid	thaw	on	the	3	and	4	
March	2018,	with	an	overnight	increase	of	over	10°C.

The	temperature	data	for	this	period	is	shown	in	table	1	and	
highlights how our region experienced below zero or near zero 
temperatures	from	the	26	February	2018	to	the	night	of	the	3	
March 2018, but on the 3 March 2018 there was an increase in 
temperature	of	more	than	10°C	resulting	in	a	rapid	thaw	of	the	
snow and frozen ground.

Table 1 – Temperature data from 26 February 2018 to 8 March 2018

Kent & Sussex Maidenhead & Basingstoke
Date Min 

Temp 
(°C)

Max 
Temp 

(°C)

Temp 
Range 

(°C)

Min 
Temp 

(°C)

Max 
Temp 

(°C)

Temp 
Range 

(°C)
26/02/2018 -2.5 2.0 4.5 -2.4 1.3 3.7

27/02/2018 -3.5 0.2 3.7 -2.6 0.4 3.0

28/02/2018 -4.8 -1.4 3.4 -8.3 -1.1 7.2

01/03/2018 -10.2 0.4 10.6 -11.4 -0.7 10.7

02/03/2018 -7.0 1.7 8.7 -5.5 0.8 6.3

03/03/2018 -5.9 7.5 13.4 -4.8 6.4 11.2

04/03/2018 -3.7 7.2 10.9 -2.4 8.7 11.1

05/03/2018 -0.2 8.3 8.5 0.8 8.1 7.3

06/03/2018 3.6 10.6 7.0 1.9 9.7 7.8

07/03/2018 2.6 9.4 6.8 3.4 10.2 6.8

08/03/2018 1.2 10.2 9.0 2.4 9.9 7.5

www.southeastwater.co.uk
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‘Beast from the East’ Incident Response – South East Water Action Plan

2.2 The impact of the rapid thaw
During	the	first	day	of	warmer	temperatures	the	water	 
demand increased by over 20 per cent, an additional 105 million 
litres	of	water	a	day	(Ml/d)	–	the	highest	level	we	have	ever	
experienced	in	March.	Due	to	the	rapid	increase	in	demand	we	
could	not	increase	the	amount	of	water	we	extracted,	treated	 
and	pumped	to	customers’	taps	in	time	which	resulted	in	the	
draining	of	our	treated	water	reserves.	This	led	to	a	number	of	 
key	service	reservoirs	emptying	and	customer	water	supplies	
being interrupted.

This	extra	demand	was	caused	by	loss	of	water	due	to	damaged	
pipes.	For	this	event,	we	have	calculated	that	18	Ml/d	was	due	to	
bursts	on	our	network,	with	the	remaining	87	Ml/d	coming	from	
the	pipes	and	taps	that	are	the	responsibility	of	our	customers.	
This	meant	that	70	to	80	per	cent	of	the	additional	water	loss	was	
outside our immediate control.

Those	areas	which	experienced	loss	of	supply	for	more	than	 
12	hours	were	within	our	eastern	region,	which	includes	part	of	
Kent	and	Sussex:	

•  Area 1: Wadhurst, Mayfield, Rotherfield and Crowborough areas

•  Area 2: Cuckfield, Bolney, Warninglid and Haywards Heath areas

•  Area 3: Charing and north of Aylesford areas

There	were	less	significant	impacts	in	other	parts	of	Kent,	which	
were all resolved within 12 hours. There was negligible impact on 
customers	in	our	western	region	which	includes	parts	of	Surrey,	
Hampshire	and	Berkshire,	see	Figure	1,	overleaf.
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Figure 1 – Impact of the freeze/thaw incident on our customers
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Where customers had no water, manned bottled water stations 
were set up, and water was also provided directly to customers 
with livestock. Our customer care team also delivered water to 
vulnerable	customers.	Local	community	groups,	support	agencies	
and local councils provided invaluable help throughout this incident.

Supplies were fully restored across our region by the  
8	March	2018	and	within	24	hours	details	of	compensation	 
for	those	affected	were	sent	out,	with	credits	to	their	accounts	
made	shortly	afterwards.	

Length of interruption
 04 to 12 hrs

 12 to 24 hrs

 24 to 48 hrs

	Greater	than	48	hrs

www.southeastwater.co.uk
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CUSTOMERS 
AND KEY 
STAKEHOLDERS 
TOLD US
JAMES	AND	VICKY	FROM	OUR	
CUSTOMER CARE TEAM SPOKE TO 
CUSTOMERS	AT	OUR	POST-INCIDENT	
DROP-IN	SESSION	IN	LENHAM	ABOUT	
THE HELP AND SUPPORT WE PROVIDE 
THOSE WHO HAVE ADDITIONAL NEEDS
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3.	 	What	our	customers	and	key	
stakeholders	told	us
Understanding	the	thoughts	and	feelings	of	those	customers	
affected	by	the	interruptions	were	key	to	learning	how	and	
where we need to improve. As soon as supplies were restored 
we immediately put processes in place to give customers the 
opportunity	to	provide	feedback	ensuring	there	were	multiple	
channels available where views could be expressed, including by 
letter, phone, through our website and in person.

On	10	March	2018	we	wrote	to	all	domestic	customers	affected	
to	apologise	for	the	inconvenience	caused,	inform	them	of	
their	compensation	amount	and	offered	them	the	opportunity	
to provide us with feedback. We also wrote to water retailers, 
apologising and setting out the proposed compensation for their 
business customers.

Immediately following the event, a feedback form was placed 
on	a	dedicated	page	on	our	website	and	clearly	advertised	on	
our homepage and through social media. We commissioned an 
additional	600	customer	satisfaction	surveys	focused	on	the	
affected	postcodes	and	held	11	customer	drop-in	sessions,	where	
they	could	meet	key	staff	members,	including	our	Operations	
Director,	and	provide	face-to-face	feedback.

Our	employees	were	also	encouraged	to	provide	feedback,	
an	equally	invaluable	insight	stream	due	to	the	number	of	
interactions	we	had	with	customers	during	the	incident.

 

Feedback	was	also	requested	from	retailers	and	the	businesses	
they represent. A meeting was also held with the Kent and Sussex 
Resilience	Forums	to	fully	debrief	and	capture	lessons	learned.	
A	joint	meeting	with	Wealden	MP,	Nus	Ghani,	was	also	held	with	
Southern Water where we discussed the event and agreed to 
continue	regular	joint	dialogue.

Feedback	received	via	website	and	letters:

•  25 per cent of customers were complimentary thanking us for how  
we responded

•  22 per cent of customers complained about our bottled water 
stations

•  17 per cent of customers complained about poor communication

•  six per cent of customers made references to either insufficient 
investment or requested increased investment

Feedback	from	customer	satisfaction	survey:

•  54 per cent were satisfied or completely satisfied with how we dealt 
with the bad weather incident, compared to 17 per cent of customers 
who were either dissatisfied or very dissatisfied 

•  32 per cent now feel differently about water

•  52 per cent say that their water bill is good or very good value  
for money

•  when asked about how well we communicated, 36 per cent who said 
quite or very well compared to 31 per cent who said quite badly, or 
very badly

www.southeastwater.co.uk
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Feedback	received	from	drop-in	sessions:

•  more than 100 customers and stakeholders attended the drop-in 
sessions

•  of those who completed feedback forms 32 per cent thought we 
should improve our communications 

•  29 per cent of people felt there should be improvements in the 
locations of bottled water stations

•  frontline company staff were praised by 17 per cent customers who 
understood they were doing their best in a difficult situation

Feedback	from	employees:

•  staff were asked to provide their thoughts on 11 areas including; 
technology, communications, vulnerable customers and staff 
briefings

•  11 per cent of staff felt there should be better communication from 
the office to bottled water stations

•  the use of more traditional technologies was suggested to assist with 
staff and customer communications such as walkie talkies and loud 
hailers

Feedback	from	stakeholders:

•  businesses were less satisfied than household customers, with  
24 per cent being more dissatisfied and only three per cent being 
more satisfied

•  the resilience forums were happy with the level and frequency of 
engagement but would value clearer roles and responsibilities for the 
forums and South East Water

•  the resilience forums also requested involvement in a multi-agency 
incident exercise

What	customers	told	us:

“I think they should provide much better up-to-date information 
through	proper	communications,	ie	South	East	Water’s	website.”	
Customer at the Bolney drop-in session 

“The	call	centre	were	very	polite	and	helpful.”	 
Customer at the Challock drop-in session

“They	could	improve	the	co-ordination	of	bottled	water	stations	
and	provide	more	bowsers.”	 
Customer at the Rotherfield drop-in session

“I	have	been	given	conflicting	information	from	your	staff	both	on	
the	phone	and	outside	the	Greyhound	Pub	explaining	it	is’	burst	
pipes’	to	a’	low	reservoir	(Bewl)’	and	yet	at	20.03	this	evening	I	still	
have	no	water	at	my	property	and	no	further	update	as	to	what	
the problem is and when this can be expected to be resolved. I 
am	extremely	dissatisfied	with	the	service	that	South	East	Water	
is	providing.	I	am	now	forced	to	find	somewhere	that	I	can	wash/	
shower my children and look for alternatives to washing clothes and 
finding	bathroom/	toilet	amenities	as	we	can’t	flush	any	toilets	etc.”  
Customer contact into Customer Services

“I	would	like	to	thank	all	your	Care	Team	and	your	Engineers	for	all	
the hard work they put in during those days and I hope they will 
know that!!!! I know that there will be people that moan, but they 
would	moan	about	anything!!!”	 
Customer contact into Customer Services

“The information on the website was not always helpful or 
updated	frequently	enough.	Volunteers	who	handed	out	water	
at	the	water	station	in	Rotherfield	were	really	helpful.	Perhaps	
co-ordination	between	South	East	Water	and	Wealden	District	
Council	could	have	been	more	effective.”	 
Customer contact into Customer Services



4  THE ACTION PLAN
OUR STAFF PROVIDED PRACTICAL ADVICE, 
INFORMATION AND BOTTLED WATER TO 
THOSE CUSTOMERS WHO VISITED OUR 
BOTTLED WATER STATIONS
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4.1 Planning and preparation

4.1.1	 What	did	we	have	in	place

We	have	emergency	plans	in	place	for	a	range	of	incidents,	
including cold weather. This includes having plans to make 
alternative	water	available	for	vulnerable	customers	and	for	
critical	local	infrastructure,	such	as	hospitals	and	prisons.	These	
have pre-set escalation criteria so we can involve our directors and 
our	Board,	when	appropriate,	and	engage	with	key	stakeholders,	
such as local resilience forums.

When	an	incident	occurs,	we	use	hydraulic	models	to	understand	
the impact and what options we have to re-zone systems to get 
customers	back	on	supply.	Aquanet,	a	system	we	invented	which	uses	
advanced mathematical algorithms to interpret information received 
from our network and identify leaks, is also utilised and shows our 
technicians	where	they	can	find	and	repair	bursts.	

The	homepage	of	our	website	links	directly	to	a	live	map,	which	
allows	customers	to	see	if	there	are	any	known	incidents	in	their	
area	affecting	their	water	supply.	Updated	around	the	clock,	the	
‘In	Your	Area’	map	gives	customers	vital	information	such	as	the	
location	of	the	incident,	the	severity	and	expected	completion	
time.	It	also	provides	locations	of	bottled	water.	Images	and	videos	
can be embedded into the text. The map is responsive and works 
on a desktop, tablet or mobile. 

If	the	incident	is	classed	as	a	major	one,	our	team	has	the	ability	to	
operate	a	traffic	light	system	on	the	‘In	Your	Area’	map	and	overlay	
a polygon with a red, amber or green colour. This is to clearly show 
the	customer	the	area	affected	and	let	them	know	the	latest	
information.

Customers	can	add	their	email	and/or	phone	number	to	receive	
free updates on interruptions or leaks. They can also register to be 
notified	of	any	future	works,	such	as	routine	maintenance.	They	
can opt out at any time. 

Lastly,	customers	can	use	the	portal	to	report	a	leak.	Using	a	street	
name	or	postcode,	customers	can	switch	to	the	Google	Maps	
Streetview	to	pinpoint	the	exact	location	of	the	leak	and	fill	in	
some	information	about	the	severity	of	the	leak.	This	information	
is	then	automatically	updated	on	the	map	as	a	’Customer	reported	
leak’	and	a	notification	is	sent	to	our	team	to	investigate	further	
and send out a technician. 

Mutual aid agreements are in place with other water companies 
where	a	shared	database	is	utilised	for	requesting	emergency	
equipment	and	supplies.	We	also	provide	and	receive	support	
from	councils,	essential	services	and	key	stakeholders	through	the	
resilience forums.

We	have	a	Priority	Service	Register	(PSR)	for	customers	in	
vulnerable	circumstances	which	is	managed	by	our	dedicated	
Customer	Care	Team.	When	there	is	a	potential	for	an	incident	 
the	Customer	Care	Team	will	contact	the	vulnerable	customer,	or	
their	carer	and	deliver	water	in	advance,	if	appropriate.

Our	Wrap	up	for	Winter	campaign	is	run	annually	and	encourages	
customers to protect their homes from leaks and bursts through 
lagging their pipes. 

4. The action plan
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4.1.2	 What	happened	in	practice

Our	emergency	plan	was	implemented	from	the	27	February	2018,	
after	the	Met	Office	issued	their	first	amber	warning	of	snow.	This	
started	with	pre-planning	to	ensure	we	had	additional	repair	crews	in	
place and to ensure employees could get to work despite the snow.

A	full	incident	team	was	formed	on	the	26	February	2018,	with	calls	
held	with	the	Met	Office	and	our	neighbouring	water	companies,	
Southern	Water	and	Affinity	Water,	who	provide	us	with	bulk	
supplies.	On	the	2	March	2018,	the	incident	was	raised	to	a	level	4	
(our	highest	level)	and	escalated	to	the	Board.	The	thaw	occurred	
on the 3 March 2018, with the alternative water provision enacted 
to	get	water	delivered	to	the	affected	areas.

At	the	time	of	this	incident,	a	number	of	our	water	treatment	
works	and	service	reservoirs	were	out	of	operation	for	planned	
routine	maintenance,	a	normal	practice	for	this	time	of	year.	Due	
to	the	forewarning	provided	by	the	Met	Office,	where	possible,	
we	worked	to	get	these	sites	back	into	service	before	the	snow	
arrived	on	the	26	February	2018.	This	was	to	provide	us	with	the	
flexibility	to	increase	the	amount	of	water	we	have	available	
for	use	should	it	be	needed.	Part	of	that	extra	demand	was	
met	through	our	bulk	supply	arrangements	with	other	water	
companies.

4.1.3	 What	we	learned	about	our	planning	and	preparation

In	practice	we	found	that	some	of	our	planning	and	preparation	
worked well, but some areas were problematic.

It	was	challenging	to	restore	some	of	our	sites	that	were	out	for	
maintenance	largely	due	to	freezing	of	parts	of	the	assets	that	had	
been	out	of	use.

The	extra	staff	resource	we	had	planned	to	repair	bursts	and	leaks	
on our own pipes worked well with repair times being reasonable 
for	the	conditions	with	the	average	burst	taking	less	than	24	hours	
to repair. As we had never seen such high demand from failing 
customer	plumbing	our	plans	in	this	area	were	insufficient.

In	assessing	which	sites	to	take	out	of	service	for	maintenance	we	
did so assuming the demand for water would be much lower than 
the demand we actually experienced. This meant the system was 
less resilient. 

Ofwat concluded that incident planning was well embedded in 
our business and that we responded quickly. They challenged us 
on the robustness of our assets to resist this type of event, on 
whether our planning was robust enough to deal with such an 
extreme event, and that we had a significant number of assets 
offline for maintenance.
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4.1.4 What actions have we put in place

GOAL: Ensure our production sites can run during extreme cold weather

Action 1: Review and update asset standards for lagging  
and trace heating Complete
Action 2: Assess and treat current asset lagging and  
trace heading Oct 18
Action 3: Identify and deliver additional investment required for  
sites with missing or incomplete lagging and trace heating Mar 19

GOAL:  Ensure our emergency plans are robust and are able to handle 
regional events

Action 4: Review the structure and numbers of personnel,  
including key suppliers, assigned to standby for periods of  
forecasted adverse weather Complete
Action 5: Implement a major event simulation exercise for  
testing the plan Nov 18
Action 6: Develop and agree a memorandum of understanding  
with resilience forums to clarify roles and responsibilities  
during emergency Nov 19

GOAL:  Ensure customers are more embedded into our resilience approach 
and part of our winter planning

Action 7: Develop an appropriate communication plan with the National 
Farmers Union (NFU) to encourage farmers to become more resilient  
both to avoid bursts, and to cope with extended supply interruptions  Dec 18
Action 8: As an additional element of our catchment management  
programme, offer resilience reviews with farmers and livestock  
owners to help them develop business continuity plans Ongoing
Action 9: Define a clear policy that supports the repair of  
customer side leaks, especially during emergency events Jan 19
Action 10: Undertake appropriate critical infrastructure reviews  
with businesses to generate business continuity plans i.e. for  
large schools Ongoing
Action 11: Develop specific resilient customer initiatives as  
part of our business plan for specific types of customers and  
incidents Ongoing-starting Mar 19

GOAL:  Be transparent with our customers on the reasons for freeze/thaw 
impact and future plans to address issues

Action 12: Publish asset investigation reports for the three  
impacted areas, including proposed investment to mitigate/resolve 
underlying issues Mar 19

GOAL:  Our operational teams are able to understand the impact on our 
resilience from planned activities and site outages

Action 13: Develop strategic resilience main schemes and submit  
as part of 2020 to 2025 business plan Complete
Action 14: Review how to make Barcombe treatment works more  
able to undertake planned maintenance without causing  
additional supply risk – included in 2020 to 2025 business plan Complete

GOAL:  Our operational teams are able to understand the impact on our 
resilience from planned activities and site outages

Action 15: Develop a weekly operational risk report, to show  
headroom in each of our regions, including major contributing  
factors Complete
Action 16: Develop an operational risk management tool with links  
between likely demand, available supply and storage to identify  
remaining headroom Roll out from Nov 18

GOAL:  Be able to pinpoint bursts and leaks to be able to isolate and fix 
issues quickly

Action 17: Include incident response tests into our SMART network trial  
and to include findings into forward rollout from 2020 – the rollout  
of SMART networks during 2020 to 2025 is included within our  
2020 to 2025 business plan Nov 19

Planning and 
preparation 
Lessons learned

•  Struggled to get some  
assets back into service  
due to frozen pipes

•   Did not have sufficient 
plans to deal with 
customer side issues

•  Under normal 
circumstances we do not 
have sufficient overview 
of operational risk for our 
network

•  Did not have sufficient 
overview of operational 
risk for our network 
during the freeze/thaw 
conditions
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4.2 Incident response

4.2.1	 What	did	we	have	in	place

Alternative water provision

During	an	interruption	to	supply,	we	have	an	alternative	water	
emergency	plan	which	provides	customers	with	10	litres	of	water	
per	person	for	the	first	48	hours,	increasing	to	20	litres	per	person	
for interruptions lasting longer than 48 hours. 

Our	current	approach	is	to	have	a	small	amount	of	bottled	or	
alternative	water	stored	at	a	number	of	strategic	points	within	our	
supply	area.	This	tactic	has	served	us	well	in	the	past	and	enables	
us	to	handle	the	majority	of	incidents	we	may	face.	We	have	a	
contract	with	bottled	water	supplier,	Water	Direct,	who	supply	
additional	water	if	required	in	the	form	of	bottles	and	static	tanks	
which	can	be	refilled.

To	ensure	timely	set	up	of	bottled	water	stations	during	an	
interruption,	suitable	bottled	water	locations	have	been	flagged	
on	our	Geographical	Information	System	(GIS)	system	throughout	
our	supply	area.	Usually	we	try	and	have	one	in	each	major	village	
affected.

Other	key	activities	we	undertake	regarding	alternative	water	
includes:

•  we will try and provide livestock owners support, usually through the 
deployment of static tanks and non-potable water

•  we have a vulnerable customer team that keep in contact with PSR 
customers and deliver water directly in person

•  we engage with businesses through their retailers, or directly via our 
wholesale service team

•  we have joint resilience forums, where we provide and receive support 
from local councils, (and we test our joint response to the provision of 
alternative supplies – particularly tankers for hospitals)

Responding to bursts and leaks

Our emergency plans enable us to mobilise up to 87 gangs from 
across our supply chain for burst and leakage repairs. This occurs 
through switching gangs from planned work on our metering 
programme,	engineering	schemes	and	planned	maintenance	
activities. This additional mobilisation is enacted when forecasts 
are received for weather that will increase bursts.
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Working with other stakeholders

Conversations with our stakeholders are ongoing and always 
evolving. We regularly write to MPs, councillors and interested 
groups to provide updates on the wide variety of work we 
undertake, whether it’s providing information on engineering 
projects which affect their communities, or developments with the 
service we provide to our customers.

Local stakeholder groups are the voice of the community and can 
be an effective and trusted network which can help us spread 
important messages during emergencies, such as interruptions 
to supply. During these periods we regularly write, to explain the 
problem, provide the latest information and details of where they 
can find out more, such as our website or social media platforms. 
We encourage our stakeholders to relay the information to their 
communities to assist our communications as well as share the 
details through their channels or local groups which we may not 
have access to.

4.2.2	 What	happened	in	practice

Alternative water provision

Customers
Water was supplied to bottled water stations from the 3 March 
2018. Six bottled water stations were put in place across the 
areas affected, with stations at Crowborough, Rotherfield and 
Wadhurst, two in the Cuckfield area, and one at Lenham. We had 
118 additional volunteers in the area manning these stations 
and finding leaks, and they issued 160,000 litres of bottled water 
during this time.

There were issues getting sufficient alternative water on the 3 
March 2018 and 4 March 2018, due to the demand placed on our 
contracted supplier, Water Direct, from a large number of water 
companies. This resulted in there being no bottled water available 
at the Crowborough site on the 3 March 2018. From the 5 March 
2018 onwards, supplies from Water Direct were more consistent 
and there was always sufficient water available at all sites.

Static tanks for non-potable water use were provided at the 
Crowborough, Rotherfield and Wadhurst bottled water stations 
between the 6 and 8 March 2018 to assist customers with toilet 
flushing.
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Water	was	delivered	daily	to	the	doors	of	our	vulnerable	customers	
by our dedicated customer care team, and also to key businesses 
such	as	care	homes	and	caravan	parks.

There were some issues with initial locations for bottled water 
stations causing congestion in villages, and so these stations were 
moved to improved locations during the event.

Farms
A specialist team was created to assist with distributing water to 
livestock	farmers	and	assisting	with	any	concerns	or	questions	
they	had.	We	arranged	for	19,000	litres	of	water	to	be	distributed	
to eight farms which provided water to approximately 40,000 
animals	from	the	night	of	the	5	March	2018	until	the	7	March	2018.

Responding to leaks
Additional technical and repair resources had been mobilised 
(through	relocation	from	planned	work)	to	ensure	we	could	cope	
with	a	thaw	and	repair	pipes	quickly.	In	a	typical	day	we	repair	
eight	burst	mains	and	around	20	communication	pipes.	During	the	
incident	the	maximum	number	of	reported	bursts	on	our	network	
was	39,	not	exceptionally	high	and	our	response	time	was	good,	
with repairs on bursts and urgent leaks typically taking less than 
24	hours.	Properties,	where	there	were	leaks,	were	isolated	and	we	
used	our	in-house	plumbing	service	to	make	repairs	to	customers’	
pipes. 

Working with other stakeholders
We	had	regular	contact	with	Nus	Ghani,	MP	for	Wealden	who	we	
would update twice a day and she would relay that information 
through her channels.

As outlined in section 4.2.1 we followed procedure and issued daily 
stakeholder updates to those key community members in the 
various	areas	affected.

We engaged with the resilience forums for Kent and Sussex daily 
and	kept	key	stakeholders	up	to	date,	including	MP’s.	

We had daily calls with Southern Water.
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4.2.3	 What	we	learned	about	our	emergency	response

Multiple	water	companies	across	the	country	were	affected	by	the	
rapid	thaw	in	a	similar	way	to	ourselves.	As	Water	Direct	provide	
emergency water supplies to all these companies the company 
could	not	initially	cope	with	the	high	level	of	requests	for	bottled	
water.	This	initially	prevented	Water	Direct	from	being	able	to	
supply	us	with	our	contracted	amount	of	water	within	the	agreed	
timeframes.	

Although	we	had	pre-identified	bottled	water	locations	though	
our	GIS	mapping	system,	it	was	clear	that	not	all	sites	were	fit	for	
purpose and needed to be re-located.

Livestock	owners	are	exposed	and	unprepared	for	widespread	loss	
of	water	supply,	with	any	loss	greater	than	24	hours	impacting	the	
health	of	their	animals.	This	was	particularly	an	issue	for	sheep	
farms, as they were lambing and were being kept inside and could 
not be moved due to the cold.

There were some initial communication issues with customers 
in providing locations and stock levels at bottled water stations, 
this was mainly due to the bad weather meaning that the bottled 
water did not arrive at the stations, at the published times.

Initially a bottled water station was set up at Waitrose car park, 
Croft	Road	in	Crowborough,	however	following	feedback	from	
customers and stakeholders the bottled water station was moved 
to	Jarvis	Brook,	which	was	a	more	central	location	for	the	impacted	
customers. 

Vulnerable	customer	plans	worked	well	but	additional	customers	
requiring	help	were	identified	during	the	incident.	An	additional	77	
customers	were	added	to	our	Priority	Services	Register	(PSR)	as	a	
result	of	the	incident.

Ofwat concluded that our management plans worked well, and 
we had clear reporting lines and escalation to, and involvement 
from, senior executives and the Board. They also indicated that 
we worked well on reducing demand by finding and fixing leaks. 
Ofwat challenged us on improving our forecasting of the impact 
of such an event, that we had reservoirs run empty, and that we 
experienced issues in supplying bottled water.
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4.2.4	 What	actions	have	we	put	in	place

GOAL:  Ensure we can supply customers with an appropriate level of 
alternative water during a freeze/thaw type event

Action 18: An alternative water review, feeding in lessons  
learned	from	Freeze/Thaw	event	 Complete
Action 19:	Improve	resilience	at	strategic	infrastructure	sites	 
either	with	strategic	storage	or	through	provision	of	larger	 
static tanks, and supply tankers Dec 19
Action 20:	Improve	our	approach	to	vulnerable	customer	 
alternative	water	deliveries,	through	support	of	resilience	forums	 
and	local	community	groups;	increased	local	stock	of	100	pallets	 
of	bottled	water;	and	new	logistical	vehicle	for	moving	 
bottled water Mar 19
Action 21:	Improve	resilience	of	bottled	water	stations	through	 
more	comprehensive	training	of	alternative	water	standby	roles,	 
standard bottled water stations design, and standard set up  
of	a	station	 Dec 18
Action 22:	Improve	the	service	levels	and	traceability	of	deliveries	 
from	Water	Direct,	supplementing	this	service	with	our	own	 
bottled water stock and considering a permanent alternative  
water manager role Dec 18
Action 23:	Develop	the	ability	to	supply	livestock	owners	through	 
the	deployment	of	static	tanks	and	allow	farmers	to	collect	and	 
use	bowsers,	or	fill	them	directly	 Dec 19

Action 24:	Purchase	additional	bowsers	to	handle	an	equivalent	 
incident	and	install	bowser	filling	points	at	all	critical	stores	 Dec 19
Action 25: Replace current static tanks with lighter and  
more easily deployable static tanks Mar 20
Action 26:	Extend	our	current	process	for	the	capture,	 
inclusion	and	sharing	of	lessons	learned	from	incidents	to	 
include	partners	and	stakeholders	 Mar 19
Action 27:	Embed	preparation	for	seasonal	issues	as	 
standard agenda items to key cross-business forums, and  
this to be embedded and detailed in the emergency plan as  
an aide-memoir Complete
Action 28:	Through	the	Water	Resources	in	the	South-East	 
forum	–	review	the	possibility	of	joint	company	gold	teams	for	 
regional events Mar 19
Action 29:	Define	a	standard	design	for	alternative	water	 
stations,	size,	manning,	security	notices,	traffic	management,	 
including lessons learned on location Complete
Action 30:	Update	emergency	plans,	splitting	out	Security	 
and	Terrorism	sections	from	general	emergency	–	this	will	 
allow	general	access	and	training	on	the	emergency	plan	 Complete
Action 31:	Contribute	to	the	assessment	review	being	 
undertaken	on	mutual	aid,	alternative	water,	crisis	 
communication and emergency response Ongoing

Incident 
Response 
Lessons learned

•  Our supplier, Water Direct 
could not cope with 
multiple requests for 
water

•  We need an improved 
approach to siting bottled 
water stations

•  Livestock owners were 
particularly exposed to 
widespread loss of supply

•  Improved communications 
required with customers 
to provide locations and 
stock levels for bottled 
water

•  Additional vulnerable 
customers were identified 
during the supply loss
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4.3  Communication with customers and key 
stakeholders

4.3.1	 What	did	we	have	in	place

We	ran	a	winter	campaign	with	domestic	customers	called	Wrap	
up	for	Winter	to	encourage	lagging	of	pipes	etc.

Communication	is	embedded	as	part	of	our	Emergency	Plans,	
and	communications	experts	are	part	of	our	incident	team	
membership.	Specific	communication	plans	are	created	during	an	
incident,	against	event	checklists	and	pre-prepared	material.	If	the	
incident	is	significant	and	on-going	the	communications	manager	
will set up a rota within the wider communications team. We also 
draw	upon	freelance	and	agency	support,	if	necessary,	or	contact	
other	water	companies	via	Water	UK	to	ask	for	mutual	aid.

Our checklist includes key stakeholders, including domestic 
customers,	businesses	(via	water	retailers),	key	regulatory	
stakeholders, other water companies, community stakeholders, 
retailers, customers with additional needs, employees, and our 
Customer	Challenge	Group	and	Environmental	Focus	Group.	

We work with local resilience forums, which provides a conduit for 
providing	support	to	and	receiving	support	from	local	and	district	
councils,	police,	fire	services,	local	health	services	and	charities.

We update all relevant stakeholders regularly through the 
online	platform	MailChimp	which	enables	us	to	see	whether	the	
communication has been received and opened. These emails 
include	an	overview	of	the	situation,	what	we’re	doing	to	rectify	
it and all the key information they may need to pass onto their 
community members.

We aim to update our website and social media channels hourly, 
with key messages agreed with the incident manager. We also 
proactively check website search items, review media cuttings, 
customer	interviews,	feedback	from	journalists,	social	media	etc.

We	have	an	“In	Your	Area”	incident	map,	where	customers	can	sign	
up	for	push	notifications	which	provide	updates	on	the	situation.

4.3.2	 What	happened	in	practice

Between	2	March	2018	and	9	March	2018	we	issued	seven	press	
releases,	gave	27	radio	and	TV	interviews,	including	local	and	
national	news.	We	focussed	on	practical	advice	on	what	to	do	if	
you have lost supply, to look for leaks and identify frozen pipes. 
For landlords, we focussed on checking unoccupied or empty 
properties.

Our website was updated 242 times throughout the event, which 
included	our	incident	page,	FAQ	page	and	details	of	bottled	
water locations. There were 320,000 visits to our website during 
the	incident,	164,000	page	views	and	63,000	unique	visitors	to	
our	“In	Your	Area”	incident	map.	There	were	6,910	new	postcode	
registrations	and	500	customers	reported	leaks	(not	all	unique)	via	
the	portal.

We issued 174 proactive Twitter and Facebook posts which had a 
total	reach	of	more	than	four	million	people.

Kent	and	Sussex	resilience	forums	were	set	up	and	ran	throughout	
the	incident.	Both	were	attended	daily	by	the	Asset	and	Regulation	
Director	and	our	Emergency	Planning	Manager.	

We	worked	with	the	National	Farmers	Union	(NFU)	and	the	RSPCA	
to	support	farmers	during	the	incident.
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We contacted water retailers on the 4 March 2018 to inform 
them	of	the	incident,	and	asked	them	to	ask	businesses	to	check	
unoccupied	properties	and	to	use	a	number	to	report	leaks	that	
were	found,	which	we	would	arrange	to	repair.	

Regular updates were issued to stakeholders, and we worked with 
resilience forums to agree messages. We provided regular updates 
to	our	MPs	and	had	daily	Gold	Command	calls	with	Defra,	Ofwat	
and	other	key	parties.

We	attended	each	resilience	forum	debrief	session	and	
shared	learning.	We	have	attended	a	cross	industry	WaterUK	
communications	event	sharing	good	practice	and	lessons	learned.	

4.3.3	 	What	we	learned	about	our	communication	with	customers	
and	key	stakeholders

More needs to be done to target winter campaign messages to 
increase the responses and reduce customer side leaks and the 
resulting increase in demand during cold weather events.

We need to have a communications plan that is available to 
customers	so	they	understand	what	support	and	information	they	
can expect or how long their interruption to supply may last so 
they can plan accordingly.

The	majority	of	frustrations	from	customers	were	around	not	
receiving localised information at a level they expected, for 
example	each	village	affected	were	not	always	mentioned.	We	
found	it	difficult	to	get	specific	areas	mentioned	through	radio	and	
TV,	as	they	preferred	general	soundbites.

We had not worked closely enough with water retailers on our 
winter messaging.

Some	technical	issues	occurred,	which	meant	our	modelling	of	the	
incident	did	not	immediately	identify	Bolney	as	being	impacted,	
leading	to	no	specific	information	being	generated	for	this	set	of	
customers.

Thames	Water	hosted	a	review	of	the	freeze/thaw	incident	on	the	
19	September	2018,	looking	at	where	some	practical	collaboration	
and knowledge sharing could be used to deliver improvements 
in	resilience.	This	session	identified	four	areas	where	we	could	
work together, with a nominated company taking the lead for 
each topic. We have agreed to lead on customer communications, 
including winter lagging campaigns and crisis communications.

Ofwat commended us for our initiative in setting up a team 
to deal with farmers and livestock. They recognised that the 
company used a range of different communication channels to 
reach customers, and that we worked hard to keep our customers 
advised, informed and updated. They also noted that we had sent 
letters to over 50,000 customers at the start of winter as part of 
our campaign to influence customers to lag their outdoor pipes. 
They did challenge us on South East Water customers reporting 
trouble accessing our call centre, and whether we were too over 
reliant on social media.
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4.3.4	 What	actions	have	we	put	in	place

GOAL:  Appropriately target proactive and reactive communication with 
customers to ensure understanding

Action 32: Review our processes for identifying customers  
preferred	form	of	contact,	and	confirm	our	systems	can	 
appropriately hold this information Complete
Action 33: Implement a customer care team standby rota  
to	reduce	response	times	in	the	case	of	incident	management	 Complete
Action 34:	Expand	our	existing	standby	rota	for	the	call	centre	to	 
allow	ramp	up	for	times	where	the	risk	of	incidents	increases	 
and more customer contacts are likely Complete
Action 35:	Capturing	social	media	contact	details	in	our	 
billing system to help provide regular updates to customers Ongoing
Action 36:	Put	in	place	more	regular	proactive	communication 
(text/email	updates)	for	customers	registered	for	our	In	Your 
Area	service	and	proactive	texting	customers	for	live	updates	 Ongoing

GOAL:  Engage more effectively with stakeholders on crisis  
communications

Action 37: Hold a workshop with local resilience forum members  
to	define	all	communication	channels	available	and	understand	 
local	challenges	–	develop	a	memorandum	of	understanding	 
between	South	East	Water	and	parish	councils	on	how	to	 
communicate during incidents Nov 18
Action 38:	We	have	volunteered	to	host	a	two-day	industry	 
wide conference on customer engagement through  
communication campaigns and crisis communications Feb 19

GOAL:  Ensure we can respond to increases in social media contacts

Action 39:	Develop	a	social	media	forecasting	approach	 
and review governance for social media during an incident  Feb 19

GOAL:  Provide customers and businesses with clear, timely targeted  
advice to equip them to become more resilient

Action 40: As	part	of	our	Resilient	Customer	approach,	develop	 
an improved, stand-alone winter communication plan with  
improved	messaging	at	the	start	of	winter,	and	additional	 
messaging when cold weather approaches Oct 18
Action 41:	Update	our	communications	plan	to	include	channels	 
to communicate with retailers and businesses Jan 19
Action 42: Hold a workshop with employees that hold  
communications	responsibilities	to	review	current	practices 
and	future	communication	tactics	to	maximise	the	use	of	all	 
communication channels Oct 18
Action 43:	Provide	customers	with	free	winter	kits	–	through	 
save	water/save	money	website.	To	include	pipe	lagging,	 
outdoor tap guard, tap card to locate stop tap and winter  
advice	leaflet	 Start Nov 18
Action 44:	Develop	a	geographically	based	 
communications crisis plan that captures local  
challenges and approaches Ongoing from Dec 18
Action 45:	Re-design	our	community	trailer	so	it	can	be	 
used as a customer help point, at bottled water stations Mar 19

GOAL:  Ensure our employees can provide accurate and timely customer 
information

Action 46:	Improve	alignment	of	internal	and	external	 
messaging	so	that	staff	always	have	the	latest	information	 
to provide to customers Dec 18

Communications 
with customers 
and key 
stakeholders 
Lessons learned

•  More needs to be done to 
engage with customers on 
winter campaigns

•  More visibility of the likely 
support available during 
an incident

•  Incident communications 
need to be more targeted 
to local communities

•  We need to work more 
closely with stakeholders, 
especially water retailers
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4.4 Customers in vulnerable circumstances

4.4.1	 What	did	we	have	in	place

We	have	a	specific	role	within	any	incident	team	with	responsibility	
for	vulnerable	customer	support.	

We	have	a	Priority	Services	Register	(PSR),	which	is	promoted	via	
press release, company website and visits to community groups. 
We	also	work	with	resilience	forums	to	try	and	identify	any	
additional	customers	and	add	them	to	the	PSR.

We	have	a	dedicated	vulnerable	customer	team	that	will	keep	in	
contact	with	PSR	customers	(or	their	carers)	and	deliver	water	in	
person.	We	then	contact	them	daily	to	ensure	they	have	sufficient	
water	and	re-deliver	as	required.

We	have	a	dedicated	contact	number	for	vulnerable	customers.	

4.4.2	 What	happened	in	practice

The	plan	was	instigated	as	set	out,	with	contacts	starting	3	March	
2018.	We	identified	that	there	were	547	vulnerable	customers	in	
the	areas	affected	and	made	proactive	calls/	contacts	to	check	
if	they	had	supply	issues.	The	customer	care	team	then	delivered	
water to those without supply and then regularly checked back, 
providing more water until the supply was restored.

Through	the	resilience	forums,	checks	were	done	with	vulnerable	
customers	on	their	registers	(and	not	on	ours)	and	we	worked	with	
Kent	Community	Health	NHS	Trust,	who	used	their	community	
nurses to check on people, as well as other community groups such 
as	Rotherfield	St	Martin.

We	added	an	additional	77	customers	to	the	PSR.

Our	associated	retailer	South	East	Water	Choice	made	 
proactive	calls	to	all	businesses	flagged	as	sensitive	in	the	 
affected	areas	to	check	if	they	had	supply	issues	and	needed	
bottled water deliveries.

4.4.3	 	What	we	learned	about	our	response	to	customers	in	
vulnerable	circumstances

Overall	the	vulnerable	customer	emergency	plan	worked	well,	due	
to	the	detailed	information	we	hold	on	vulnerable	customers,	and	
the active liaison with local resilience forums, councils, local health 
services	and	charities.

Customers	often	do	not	recognise	the	vulnerability	caused	by	
prolonged interruptions to water supplies.

There	are	additional	vulnerable	customers	that	have	not	
registered	for	our	PSR.

Ofwat concluded that we had detailed information on vulnerable 
customers, that we had taken positive steps to identify 
customers who might need additional support prior to the 
incident by promoting the company’s Priority Service Register, 
and that we were active in liaising with Local Resilience Forums, 
councils, local health services and charities throughout the 
incident period.
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4.4.4	 What	actions	have	we	put	in	place

GOAL:  Ensure we can support vulnerable customers through our Priority 
Services Register (PSR) during an incident

Action 47: Develop	new	data	mapping	tools	that	will	blend	 
external data with our own to identify potential areas  
with	high	levels	of	vulnerability	(i.e.	pockets	of	elderly,	disabled	 
or	unemployed	customers)	 Mar 19
Action 48:	Complete	training	for	our	field	based	agents	 
to	recognise	vulnerability	and	ensure	customers	specific	needs	 
are recorded Complete
Action 49: Review the process for passing information  
in	respect	of	vulnerability	to	our	external	suppliers	to	protect	 
and	provide	relevant	details	of	their	circumstances.	This	will	 
include passwords to prevent possible bogus callers and be  
compliant	with	GDPR	 Ongoing
Action 50:	Rollout	Braille	ID	passes	for	external	visits	 
to blind customers, to identify genuine employees Jan 19
Action 51:	We	will	continue	to	promote	our	services	for	 
customers	in	vulnerable	circumstances	at	events	in	our	region,	 
to	increase	the	number	of	customers	on	our	PSR	 Ongoing
Action 52:	Continue	to	train	customer	facing	teams	to	upskill 
on	vulnerability,	including	dementia,	autism,	Samaritans	and 
child protection Ongoing
Action 53:	Implement	TextLogic	–	a	two-way	text	service 
for	deaf	customers	to	contact	us	in	an	emergency	24/7	 Dec 18
Action 54:	Make	our	dedicated	vulnerable	customer	 
phone	number	a	free	phone	number	for	our	PSR	customers	 Apr 19
Action 55:	Improve	our	website	with	specific	links 
to	encourage	greater	awareness	and	sign-up	for	our	PSR	 Complete
Action 56:	Work	with	local	healthcare	NHS	trusts	to	include 
a	leaflet	to	direct	readers	who	need	extra	help	to	our	 
customer	care	team	–	following	a	successful	trial	with	Kent	 
Community	Healthcare	NHS	trust	 Mar 19

GOAL:  Identifying and appropriately manage transient vulnerability  
during an incident

Action 57: We have worked with other utilities to be consistent  
on	PSR	definitions,	including	a	specific	vulnerability	code	 
“Transient	and	Communication”	to	recognise	and	capture	 
transient	vulnerability	 Complete

GOAL:  Improve our engagement with stakeholders and partners to  
identify vulnerability and improve support during incidents

Action 58:	New	strategy	role	to	be	created	to	improve	our	 
network	and	access	to	vulnerable	support	data	 Apr 19
Action 59:	Pre-arranged	provision	of	bottled	water	to	parish	 
councils so they can distribute to customers that have not  
self-selected	onto	our	PSR	 Ongoing

Customers 
in vulnerable 
circumstances 
Lessons learned

•  Customers often do 
not recognise their own 
vulnerability

•  There are additional 
customers that should 
be on our PSR
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4.5 Compensation

4.5.1	 What	did	we	have	in	place

There are no formal compensation policies and processes in place, 
outside	of	the	statutory	Guaranteed	Standards	of	Service	(GSS)	
scheme,	with	compensation,	if	appropriate,	being	decided	on	a	
case by case basis. 

4.5.2	 What	happened	in	practice

A	letter	was	issued	to	all	impacted	customers	(identified	through	
our	network	models)	within	48	hours	of	supplies	being	restored.	
We updated our website with information about compensation 
and a link to allow people to provide feedback about the incident.

We	wrote	to	all	water	retailers	on	the	19	March	2018	apologising	
for the interruption and set out business compensation amounts.

We decided on a compensation amount that was higher than 
equivalent	GSS	payments	and	it	was	automatically	credited	to	
customers account and did not have to be applied for. 

Payments	to	businesses	were	made	through	their	water	retailers	
and	again	was	identified	through	our	modelling.

Some	customers	did	try	to	return	monies	as	they	only	suffered	low	
pressure or no issue at all but were allowed to keep the money.

We	wrote	to	each	MP	to	confirm	the	compensation	that	we	had	
paid to customers in their constituencies.

4.5.3	 What	we	learned	about	our	response	to	compensation

The compensation approach and timeliness was well received by 
customers, stakeholders and regulators. 

Our	research	suggested	that	80	per	cent	of	customers	were	
generally	satisfied	with	the	compensation

CCWater	research	showed	that	household	awareness	of	the	
compensation	was	at	59	per	cent	in	our	region	which	was	higher	
than in other impacted regions.

Ofwat concluded that we had made rapid payments above the 
statutory minimum payments.

4.5.4	 What	actions	have	we	put	in	place

GOAL: Ensure customers get a consistent and fair standard of service

Action 60: Develop	a	repeatable	assessment	and	payment	 
approach for compensation for severe incidents Complete
Action 61:	Contribute	to	the	consultation	being	undertaken	 
by	Ofwat	on	GSS	standards	 Ongoing

Compensation 
Lessons learned

•  Customers found our 
compensation fair and 
quick
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Area Action

Preparation	and	
planning

Reviewed	and	increased	the	number	of	staff	on	standby	when	adverse	weather	is	forecast

Developed	a	suite	of	resilience	schemes	for	inclusion	in	our	2020	to	2025	business	plan,	making	our	network	more	connected,	
allowing	more	customers	to	be	supplied	from	more	than	one	service	reservoir

Developed	a	scheme	for	our	largest	works	in	Sussex,	to	provide	more	flexibility	so	it	can	be	maintained	without	increasing	the	risk	
to water supply, included in our 2020 to 2025 business plan

We	have	developed	a	weekly	operational	risk	report,	which	shows	the	headroom	for	each	of	our	regions,	taking	into	account	
planned	and	reactive	outage	and	the	ability	to	return	to	service	quickly	should	weather	forecasts	change

Incident 
management

We	now	store	over	100	pallets	of	bottled	water	in	region,	for	quick	response	to	incidents

We	have	reviewed	the	way	we	can	provide	water	during	incidents,	including	locations	and	manning	arrangements

We	are	undertaking	reviews	on	critical	infrastructure	site	contingency	plans	i.e.	hospitals,	to	ensure	there	are	appropriate	plans	in	
place	in	event	of	loss	of	water

Embedded	a	standard	winter	preparation	checklist	in	cross	business	forums,	detailed	into	the	emergency	plan

Defined	a	standard	design	for	an	alternative	water	station

Updated	the	emergency	plans	to	split	out	security	and	terrorism	parts	to	allow	publication	of	the	more	general	incident	elements

Communication	
with customers and 
stakeholders

Reviewed	our	processes	for	identifying	a	customer’s	preferred	form	of	contact

Implemented an extended standby rota for the customer care team

Expanded	our	existing	standby	rota	for	the	call	centre	to	allow	ramp	up	for	times	with	an	increased	risk	of	incidents

Improved	the	content	and	distribution	plans	for	wrap	up	and	similar	winter	preparation	messaging

Vulnerable	customers Completed	training	for	our	field	based	agents	to	recognise	vulnerability

Improved	our	website	with	specific	links	to	encourage	greater	awareness	and	sign-up	for	our	Priority	Services	Register	(PSR)

Worked	with	other	utilities	to	be	consistent	on	PSR

Agreeing	provision	of	bottled	water	to	parish	councils	for	distribution	to	customers	not	self-selected	on	our	PSR

Compensation Developed	a	repeatable	assessment	and	payment	approach	to	compensation	for	severe	incidents

We	have	already	completed	or	plan	to	complete	a	significant	number	of	improvements	to	ensure	we	are	ready	for	this	winter.	In	particular,	
a	number	of	actions	which	relate	to	two	major	contributing	factors	that	caused	this	event	–	the	unprecedented	demand	caused	by	leaks	on	
customers’	pipes	and	the	availability	of	our	assets	to	cope	with	additional	demand	–	have	already	been	completed	or	are	being	worked	on.

5.		How	prepared	are	we	for	this	winter?
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These	changes	target	some	of	the	key	issues	that	led	to,	and	then	
impacted	on	the	incident:

•  our operational risk report improves our decision making by ensuring 
we do not try to run any one part of network with not enough 
headroom, and our pre-winter checks will drive focus on reducing 
outage and ensure sites are running appropriately

•  we have improved our incident standby rotas for operational and 
call agent staff, which will ensure we have sufficient staff to deal 
with a significant event, and there is wider visibility and access to 
our emergency plan. We have also worked on ensuring we can use 
multiple channels of communication, depending on a customers 
preferred means of contact

•  there is now more permanent storage of bottled water in our region, 
allowing faster deployment and guaranteed volume 

•  we are already working on increasing the numbers of customers 
on our Priority Service Register, and new agreements with Parish 
Councils to enable water to get to customers who have not self-
selected to be part of the register

•  improved standard process for compensation

•  improves preparation plans for messaging customers in advance of 
any changes in weather

•  working with local resilience forums to develop a memorandum of 
understanding on our respective responsibilities and how we will 
work together

•  will complete all trace heating and pipe lagging checks on our 
production sites



6  SUMMARY  
ACTION PLAN
THROUGHOUT THE INCIDENT WE HANDED 
OUT	160,000	LITRES	OF	BOTTLED	WATER	TO	
CUSTOMERS WHO WERE WITHOUT
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Action Ofwat Area Goal Action Completed

1 Planning	and	
Preparation

Ensure	our	production	sites	can	run	during	extreme	
cold weather

Review	and	update	asset	standards	for	lagging	and	trace	heating Complete

2 Planning	and	
Preparation

Ensure	our	production	sites	can	run	during	extreme	
cold weather

Assess	and	test	current	asset	lagging	and	trace	heating Oct-18

3 Planning	and	
Preparation

Ensure	our	production	sites	can	run	during	extreme	
cold weather

Identify	and	deliver	additional	investment	required	for	sites	with	
missing	or	incomplete	lagging	and	trace	heating

Mar-19

4 Planning	and	
Preparation

Ensure	our	emergency	plans	are	robust	and	able	to	
handle regional events

Review	the	structure	and	number	of	personnel,	including	key	
suppliers	assigned	to	standby	for	periods	of	adverse	weather.	

Complete

5 Planning	and	
Preparation

Ensure	our	emergency	plans	are	robust	and	able	to	
handle regional events

Implement	a	'major	event'	simulation	exercise	for	testing	the	
emergency plan

Nov-18

6 Planning	and	
Preparation

Ensure	our	emergency	plans	are	robust	and	able	to	
handle regional events

Develop	and	agree	a	memorandum	of	understanding	with	resilience	
forums, to clarify roles and responsibilities during an emergency

Nov-18

7 Planning	and	
Preparation

Ensure	customers	are	more	embedded	into	our	
resilience approach

Develop	an	appropriate	communication	plan	with	the	National	
Farmers	Union	(NFU)	to	encourage	farmers	to	become	more	resilient	
both	to	avoid	bursts	(wrap	up	for	winter)	and	to	cope	with	extended	
supply interruptions

Dec-18

8 Planning	and	
Preparation

Ensure	customers	are	more	embedded	into	our	
resilience approach

As	an	additional	element	of	our	catchment	management	programme,	
offer	resilience	reviews	with	farmers	and	livestock	owners	and	help	
them develop business continuity plans

Ongoing

9 Planning	and	
Preparation

Ensure	customers	are	more	embedded	into	our	
resilience approach

Define	a	clear	policy	that	supports	the	repair	of	customer	side	leaks,	
especially during emergency events 

Jan-19

10 Planning	and	
Preparation

Ensure	customers	are	more	embedded	into	our	
resilience approach

Undertake	appropriate	critical	infrastructure	reviews	with	businesses	
to	generate	business	continuity	plans	i.e.	for	large	schools	

Ongoing

11 Planning	and	
Preparation

Ensure	customers	are	more	embedded	into	our	
resilience approach

Develop	specific	resilient	customer	initiatives	as	part	of	our	business	
plan	for	specific	types	of	customers	and	incidents

Ongoing 
-	starting	
March	19

12 Planning	and	
Preparation

Be	transparent	with	our	customers	on	reasons	for	
freeze/thaw	impact	and	future	plans	to	address	
issues

Publish	asset	investigation	reports	for	the	three	impacted	areas,	
including	proposed	investment	to	mitigate/	resolve	underlying	issues	

Mar-19

Below	is	the	full	list	of	actions	contained	within	this	document.	

6.	Summary	action	plan
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Action Ofwat Area Goal Action Completed

13 Planning	and	
Preparation

Reduce	the	number	of	customers	who	are	supplied	
by	single	source	of	supplies	

Develop	strategic	resilience	main	schemes	and	submit	as	part	of	 
2020 to 2025 business plan

Complete

14 Planning	and	
Preparation

Reduce	the	number	of	customers	who	are	supplied	
by	single	source	of	supplies	

Review	how	to	make	Barcombe	treatment	works	more	able	to	
undertake	planned	maintenance	without	causing	additional	supply	
risk - include in 2020 to 2025 business plan

Complete

15 Planning	and	
Preparation

Our	operational	teams	are	better	able	to	understand	
the impact on our resilience from planned activities 
and site outages

Develop	a	weekly	operational	risk	report,	to	show	headroom	in	each	
of	our	regions,	including	major	contributing	factors	

Complete

16 Planning	and	
Preparation

Our	operational	teams	are	better	able	to	understand	
the impact on our resilience from planned activities 
and site outages

Develop	an	operational	risk	management	tool,	with	links	between	
likely	demand,	available	supply	and	storage	to	identify	remaining	
headroom.

Roll-out 
starts	Nov-18

17 Planning	and	
Preparation

Be	able	to	pinpoint	bursts	and	leaks	to	be	able	to	
isolate	and	fix	issues	quickly

Include incident response tests into our SMART network trial and  
to	include	findings	into	forward	rollout	from	2020	–	the	rollout	 
of	SMART	networks	during	2020	to	2025	is	included	within	our	 
2020 to 2025 business plan 

Nov-19

18 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

An alternative water review, feeding in lessons learned from  
Freeze/	Thaw	event

Complete

19 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

Improve	resilience	at	strategic	infrastructure	sites	either	with	
strategic	storage	or	through	provision	of	larger	strategic	tanks,	and	
supply tankers

Dec-19

20 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

Improve	approach	to	vulnerable	customer	alternate	water	deliveries,	
through	support	of	resilience	forums	and	local	community	groups,	
increased	local	stock	of	100	pallets	of	bottled	water;	and	new	
logistical vehicle for moving bottled water 

Mar-19

21 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

Improve	resilience	of	bottled	water	stations	through	more	
comprehensive	training	of	alternative	water	standby	roles,	standard	
bottled	water	stations	design,	and	standard	set	up	of	a	station	

Dec-18

22 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

We	improve	the	service	levels	and	traceability	of	delivers	from	Water	
Direct,	supplementing	this	service	with	our	own	bottled	water	stock	
and considering a permanent alternative water manager role

Dec-18
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Action Ofwat Area Goal Action Completed

23 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

Develop	the	ability	to	supply	livestock	owners	through	the	
deployment	of	static	tanks	and	allow	farmers	to	collect	and	use	
bowsers,	or	fill	then	directly

Dec-19

24 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

Purchase	enough	suitable	bowsers	to	handle	an	equivalent	incident	
and	install	bowser	filling	points	at	all	critical	stores

Dec-19

25 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

Replace current static tanks with lighter and more easily deployable 
static tanks

Mar-20

26 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

Extend	our	current	process	for	the	capture,	inclusion	and	sharing	of	
lessons	learnt	from	incidents	to	include	partners	and	stakeholders

Mar-19

27 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

Embed	preparation	for	seasonal	issues	as	standard	agenda	items	to	
key cross-business forums, and this approach should be embedded 
and detailed into the emergency plan as an aide-memoir

Complete

28 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

Through	the	Water	Resources	South	East	WRSE	forum	-	review	the	
possibility	of	joint	company	gold	teams	for	regional	incidents

Mar-19

29 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

Define	a	standard	design	for	alternative	water	stations,	size,	
manning,	security,	notices,	traffic	management,	including	lessons	
learned on location

Complete

30 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

Update	emergency	plans,	splitting	out	Security	and	Terrorism	
sections	from	general	emergency	–	this	will	allow	general	access	and	
training	on	the	emergency	plan	

Complete

31 Incident 
Response

Ensure	we	can	supply	customers	with	an	appropriate	
level	of	water	during	a	freeze/thaw	type	event

Contribute	to	the	assessment	review	being	undertaken	on	mutual	
aid, alternative water, crisis communication and emergency response 

Ongoing

32 Communication	
with	Customers	
and Stakeholders

Appropriately target proactive and reactive 
communication with customers to ensure 
understanding

Contribute	to	the	assessment	review	being	undertaken	on	mutual	
aid, alternative water, crisis communication and emergency response 

Complete

33 Communication	
with	Customers	
and Stakeholders

Appropriately target proactive and reactive 
communication with customers to ensure 
understanding

Implement a customer care team standby rota to reduce response 
times	in	the	case	of	incident	management

Complete
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Action Ofwat Area Goal Action Completed

34 Communication	
with	Customers	
and Stakeholders

Appropriately target proactive and reactive 
communication with customers to ensure 
understanding

Expand	our	existing	standby	rota	for	the	call	centre	to	allow	ramp	up	
for	times	where	the	risk	of	incidents	increases	and	more	customer	
contacts are likely

Complete

35 Communication	
with	Customers	
and Stakeholders

Appropriately target proactive and reactive 
communication with customers to ensure 
understanding

Capturing	social	media	contact	details	in	our	billing	system	to	help	
provide regular updates to customers

Ongoing

36 Communication	
with	Customers	
and Stakeholders

Appropriately target proactive and reactive 
communication with customers to ensure 
understanding

Put	in	place	more	regular	proactive	communication	(text/email	
updates)	for	customers	registered	for	our	In	Your	Area	service	and	
pro-active texting customers for live updates

Ongoing

37 Communication	
with	Customers	
and Stakeholders

Engage	more	effectively	with	stakeholders	on	crisis	
communications

Hold	a	workshop	with	local	resilience	forum	members	to	define	all	
communication channels available and understand local challenges - 
develop	a	memorandum	of	understanding	between	South	East	Water	
and parish councils on how to communicate during incidents

Nov-18

38 Communication	
with	Customers	
and Stakeholders

Engage	more	effectively	with	stakeholders	on	crisis	
communications

We	have	volunteered	to	host	a	two-day	industry	wide	conference	on	
customer engagement through communication campaigns and crisis 
communications 

Feb-19

39 Communication	
with	Customers	
and Stakeholders

Ensuring	we	can	respond	to	increases	in	social	media	
contacts

Develop	a	social	media	forecasting	approach	and	review	governance	
for social media during an incident

Feb-19

40 Communication	
with	Customers	
and Stakeholders

Provide	customers	and	businesses	with	clear,	timely	
targeted	advice	to	equip	them	to	become	more	
resilient

As	part	of	our	Resilient	Customer	approach,	develop	an	improved,	
stand-alone winter communication plan with improved messaging 
at	the	start	of	winter,	and	additional	messaging	when	cold	weather	
approaches

Oct-18

41 Communication	
with	Customers	
and Stakeholders

Provide	customers	and	businesses	with	clear,	timely	
targeted	advice	to	equip	them	to	become	more	
resilient

Update	communications	plan	to	include	channels	to	communicate	
with retailers and businesses

Jan-19

42 Communication	
with	Customers	
and Stakeholders

Provide	customers	and	businesses	with	clear,	timely	
targeted	advice	to	equip	them	to	become	more	
resilient

Hold a workshop with employees that hold communication 
responsibilities	to	review	current	practices	and	future	
communication	tactics	to	maximise	the	use	of	all	communication	
channels

Oct-18
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Action Ofwat Area Goal Action Completed

43 Communication	
with	Customers	
and Stakeholders

Provide	customers	and	businesses	with	clear,	timely	
targeted	advice	to	equip	them	to	become	more	
resilient

Provide	customers	with	free	winter	kits	-	through	save	water/save	
money website. To include pipe lagging, outdoor tap guard, tap card 
to	locate	stop	tap	and	winter	advice	leaflet

Ongoing 
(start	in	Nov)

44 Communication	
with	Customers	
and Stakeholders

Provide	customers	and	businesses	with	clear,	timely	
targeted	advice	to	equip	them	to	become	more	
resilient

Develop	a	geographically	based	communications	crisis	plan	that	
captures local challenges and approaches

Ongoing 
(start	in	Dec	
18)

45 Communication	
with	Customers	
and Stakeholders

Provide	customers	and	businesses	with	clear,	timely	
targeted	advice	to	equip	them	to	become	more	
resilient

Re-design	our	community	trailer	so	it	can	be	used	as	a	customer	help	
point, at bottled water stations

Mar-19

46 Communication	
with	Customers	
and Stakeholders

Ensuring	our	employees	can	provide	accurate	and	
timely customer information

Improve	alignment	of	internal	and	external	messaging	so	that	staff	
always have the latest information to provide to customers

Dec-18

47 Vulnerable	
customers

Ensure	we	can	support	the	majority	of	the	
vulnerable	customers	through	our	PSR	during	an	
incident

Develop	new	data	mapping	tools	that	will	blend	external	data	with	
our	own	to	identify	potential	areas	with	high	levels	of	vulnerability	
(i.e.	pockets	of	elderly,	disabled	or	unemployed	customers)	

Mar-19

48 Vulnerable	
customers

Ensure	we	can	support	the	majority	of	the	
vulnerable	customers	through	our	PSR	during	an	
incident

Complete	training	for	our	field	based	agents	to	recognise	
vulnerability	and	ensure	customers	specific	needs	are	recorded

Complete

49 Vulnerable	
customers

Ensure	we	can	support	the	majority	of	the	
vulnerable	customers	through	our	PSR	during	an	
incident

Review	the	process	for	passing	information	in	respect	of	vulnerability	
to	our	external	suppliers	to	protect	and	provide	relevant	details	of	
their circumstances. This will include passwords to prevent possible 
bogus	callers	and	be	compliant	with	GDPR

Ongoing

50 Vulnerable	
customers

Ensure	we	can	support	the	majority	of	the	
vulnerable	customers	through	our	PSR	during	an	
incident

Rollout	Braille	ID	passes	for	external	visits	to	blind	customers,	to	
identify genuine employees

Jan-19

51 Vulnerable	
customers

Ensure	we	can	support	the	majority	of	the	
vulnerable	customers	through	our	PSR	during	an	
incident

We	will	continue	to	promote	our	services	for	customers	in	vulnerable	
circumstances	at	events	in	our	region,	to	increase	the	number	of	
customers	on	our	PSR	

Ongoing

52 Vulnerable	
customers

Ensure	we	can	support	the	majority	of	the	
vulnerable	customers	through	our	PSR	during	an	
incident

Continue	to	train	customer	facing	teams	to	upskill	on	vulnerability,	
including dementia, autism, Samaritans, child protection

Ongoing
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Action Ofwat Area Goal Action Completed

53 Vulnerable	
customers

Ensure	we	can	support	the	majority	of	the	
vulnerable	customers	through	our	PSR	during	an	
incident

Implement	TextLocal	-	a	two-way	text	service	for	deaf	customers	to	
contact	us	in	an	emergency	24/7	

Dec-18

54 Vulnerable	
customers

Ensure	we	can	support	the	majority	of	the	
vulnerable	customers	through	our	PSR	during	an	
incident

Make	our	dedicated	vulnerable	customer	phone	number	a	free	phone	
number	for	our	PSR	customers

Apr-19

55 Vulnerable	
customers

Ensure	we	can	support	the	majority	of	the	
vulnerable	customers	through	our	PSR	during	an	
incident

Improve	our	website	with	specific	links	to	encourage	greater	
awareness	and	sign-up	for	our	PSR

Complete

56 Vulnerable	
customers

Ensure	we	can	support	the	majority	of	the	
vulnerable	customers	through	our	PSR	during	an	
incident

Work	with	local	healthcare	NHS	trusts	to	include	a	leaflet	to	direct	
readers	who	need	extra	help	to	our	customer	care	team	-	following	a	
successful	trial	with	Kent	Community	Healthcare	NHS	Trust

Mar-19

57 Vulnerable	
customers

Identifying	and	appropriately	managing	transient	
vulnerability	during	an	incident

We	have	worked	with	other	utilities	to	be	consistent	on	PSR	
definitions,	including	a	specific	vulnerability	code	"Transient	and	
Communication"	to	recognise	and	capture	transient	vulnerability

Complete

58 Vulnerable	
customers

Improve our engagement with stakeholders and 
partners	to	identify	vulnerability	and	improve	
support	during	incidents

New	strategy	role	to	be	created	to	improve	our	network	and	access	
to	vulnerable	support	data

Apr-19

59 Vulnerable	
customers

Improve our engagement with stakeholders and 
partners	to	identify	vulnerability	and	improve	
support	during	incidents

Pre-agreed	provision	of	bottled	water	to	parish	councils	so	they	can	
distribute	to	customers	that	have	not	self-selected	onto	our	PSR

Ongoing

60 Compensation Ensuring	customers	get	a	consistent	and	fair	
standard	of	service

Develop	a	repeatable	assessment	and	payment	approach	for	
compensation for severe incidents

Complete

61 Compensation Ensuring	customers	get	a	consistent	and	fair	
standard	of	service

Contribute	to	the	consultation	being	undertaken	by	Ofwat	on	 
GSS	standards	

Ongoing
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Statement from external  
assurance	provider

In	June	2018,	Ofwat	issued	a	report	called	‘Out in the Cold – 
Water companies’ response to the ‘Beast from the East”.	The	report	
summarised	the	events	of	late	February/early	March,	key	findings,	
lessons learnt and actions and recommendations for individual 
companies, the sector and Ofwat.

The	actions	for	South	East	Water	were	documented	in	a	letter	
from	Ofwat	dated	19	June	2018.	South	East	Water	is	required	
to publish an externally assured action plan by 28 September 
2018.	The	plan	is	to	address	specific	issues	in	the	following	
areas:	planning	and	preparation;	incident	response;	stakeholder	
communication;	customer	communication;	vulnerable	customers	
and compensation. 

Jacobs	were	commissioned	to	provide	the	external	assurance	
required	by	Ofwat.

Our	approach	has	been	to	review	the	draft	action	plan	that	will	be	
submitted to Ofwat on 28 September 2018 to assess whether it 
is	deliverable/achievable;	has	clear	ownership/accountability	and	
addresses	the	specific	points	raised	in:

• the Ofwat report

•  the specific actions for South East Water that were documented  
in a letter from Ofwat dated 19 June 2018

• the findings from the DWI letter dated 19 June 2018

•  South East Water’s own actions identified in their report to Ofwat  
on the incident dated April 2018

 

This	has	included	providing	critical	review	of	the	approach,	
interpretation	of	compliance	against	regulatory	guidance,	a	review	
of	key	assumptions	and	consistency	with	evidence/inputs.	We	have	
also	considered	the	process	that	has	been	used	to	generate	the	
action	plan	including	risk	identification,	controls	and	governance.

Having	reviewed	South	East	Water’s	plan	and	narrative,	discussed	
and examined the evidence behind it with the action owners we 
consider	that	the	plan	addresses	the	observations	made	in	the	
‘Out	in	the	Cold’	report,	Ofwat’s	letter	of	19	June	2018	about	its	
response to the freeze thaw event, and the commitments made 
in	South	East	Water’s	initial	response	to	Ofwat.	We	have	seen	
evidence	that	South	East	Water	has	sought	feedback	from	its	
customers	and	stakeholders	and	that	is	has	taken	significant	steps	
to	be	ready	to	better	serve	its	customers	the	next	time	there	is	
bad	weather;	we	have	heard	examples	of	where	learnings	from	
the freeze thaw event have already been applied during the hot 
weatherthis	summer.

We	consider	the	plan	to	be	deliverable	with	the	resources	
identified,	has	clear	ownership	and	accountability	at	a	senior	
level including retail and wholesale and that it has been produced 
through a process with appropriate governance, controls and 
management scrutiny.

We	are	also	confident	that	action	owners	understand	and	can	
explain how they are delivering on, or planning to deliver on,  
their actions.

JACOBS  
21	SEPTEMBER	2018
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