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AUTHORISATION 
 
The Herefordshire Public Services (HPS) Resilience Team is responsible for publishing 
plans within a hierarchy of similar publications.  Readers wishing to quote these plans 
as reference material in other work should confirm with the Resilience Team whether 
the individual particular publication and amendment state remains authoritative. 
 
 

DISTRIBUTION 
 
Distribution of plans is managed by the Resilience Team, Herefordshire Public 
Services, Brockington, 35 Hafod Road, Hereford, HR1 1SH.  Requests for issue of this 
publication, or amendments to its distribution should be referred to the Resilience 
Team.  All other HPS Emergency Plans can also be obtained from the Resilience 
Team. 
 
Telephone number: 01432 261881 
Fax Number:  01432 261719 
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RECORD OF AMENDMENTS 
 
Comments on factual accuracy or proposals for amendment are welcomed by the 
Resilience Team Emergency Planning Officer at: 
 
Resilience Team 
Herefordshire Council 
Brockington 
35 Hafod Road 
Hereford 
HR1 1SH 
 
Telephone number: 01432 261881 
Fax number:  01432 261719 
Email:   resilienceteam@herefordshire.gov.uk 
 
The Resilience Team will ensure that all modifications are incorporated into this plan 
and the plan is formally reviewed on an annual basis, with amendments issued as 
appropriate. 
 

Amendment 
No 

Date Name (Block Capitals) Signature 

 
 

   

 
 

   

 
 

   

 
 

   

 
 

   

 
 

PLAN MAINTENANCE 
 
To ensure the integrity of this document, holders are requested to inform the Resilience 
Team, in writing, of any amendments to the information relating to their organisation or 
authority.  All amendments should be addressed to the Resilience Team at the above 
address. 
 
A full review of this plan will be conducted every three years in close consultation with 
key stakeholders.  In addition, contact details will be confirmed on an annual basis and 
any significant changes will be addressed via amendments as and when necessary. 
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GLOSSARY OF TERMS 

 
 
HLRF  Herefordshire Local Resilience Forum 
HPS  Herefordshire Public Services 
SCG  Strategic Coordination Group 
WDC  Water Distribution Coordinator 
WMP  West Mercia Police 
WW/DC  Welsh Water/Dwr Cymru 
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SECTION 1 – GENERAL INFORMATION 
Introduction 
 
During the summer of 2007 approximately 350,000 people (including 135,000 homes and 
7,500 businesses) in Gloucestershire lost their mains drinking water supply for 2 weeks 
due to flooding and the subsequent failure of a Water Treatment plant. A large multi-
agency operation was undertaken to provide alternative supplies. 
 
As a result of this experience, the Resilience Team identified the need for a Herefordshire 
Water Distribution Assistance Plan, which could be implemented if an incident affecting 
water supply exceeded the water companies’ threshold figures to provide alternative 
supplies as stated in their current regulatory planning requirements (under The Security 
and Emergency Measures Direction [Water and Sewerage Undertakers] 1998). 
 
The target is to provide 10 litres of potable drinking water per person per day.  Therefore, if 
an incident involves the affected below figures, a decision to declare a Major Incident 
would be required: 
 

Urban  20,000 people within 24 hours 
   40,000 people within 72 hours 
 

Rural  10,000 people within 24 hours 
   20,000 people within 72 hours 
 
This plan is not intended to be a substitute for the plans produced by Welsh Water or to 
detract from their legal responsibilities to provide alternative supplies, but as a multi-
agency process developed to support them in coordinating a response during a large-scale 
mains water supply disruption that constitutes a major incident. 
 
The plan provides a framework for response to any major incident where water supply is 
likely to be interrupted for a period exceeding 24 hours.  
 
Aim 
 
To ensure a robust framework for the multi-agency response to provide alternative water 
supplies for up to 350,000 people in and around Herefordshire in the event of a major 
disruption to mains water. 
 
Objectives 
 
·  To define plan activation and command and control arrangements for responders. 
·  To outline the response structures required and the roles and responsibilities of 

responders. 
·  Provide a minimum of 10 litre of potable water per person, per day. 
·  To provide a minimum of 20 litres of potable water per person per day after 5 days 

following a declaration of a major incident 
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·  To outline stand-down arrangements and recovery issues needing attention following 
an incident. 

 
Planning Assumptions 
 
·  Water Companies have plans enabling their response to all scales of incident lasting for 

3 days or more to provide 10 litres of drinking water per person per day. 
·  10 litres of water per person per day is deemed to be an adequate quantity of water to 

provide to those without piped water. 
·  Information regarding any significant incident (see 5.1) affecting or likely to affect the 

normal supply of mains water will be brought to the attention of emergency responders 
by the affected water company. 

·  The worst-case scenario based on one single point of failure is that up to 190,000 
(population of Herefordshire) people in Herefordshire could be without water. 

·  There are other worse case scenarios involving multiple points of failure, which would 
affect more people for longer periods. This plan can be extended to encompass these 
scenarios. 

·  Military assistance may not be available to civilian responders and it is not therefore 
relied upon in this framework. 

·  Drinking water will be provided to affected people from bowsers and/or sealed bottles. 
·  Alternative sanitation arrangements may be provided if sewerage systems fail, the 

failure of which may endanger public health. 
·  The arrangements outlined in this plan are not intended to include people/persons who 

use a private water supply. 
·  Organisations requiring their own supply of water to carry out their business should 

have their own arrangements in place to maintain their supply as part of their Business 
Continuity Planning. 
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SECTION 2 – PLAN ACTIVATION 
 
Overview 
 
When there is an incident affecting the normal supply of mains water, which has the 
potential to require a multi-agency response, Welsh Water will notify local partner 
responders by contacting West Mercia Police.  Welsh Water may also be required to notify 
other stakeholders as outlined in Annex B.  A map showing the supply areas of Welsh 
Water in Herefordshire is shown at Annex A. 
 
When notifying West Mercia Police, Welsh Water will provide the following details: 

·  The site/plant affected; 
·  Cause of loss of supply; 
·  Any potential health issues/safety concerns; 
·  Exact geographical areas affected (preferably including postcodes); 
·  Number of households/people in the affected area; 
·  Estimated duration of loss of service; 
·  Contact name/number of Welsh Water’s Incident Manager; 
·  Whether the incident can be handled within Welsh Water’s internal planning 

arrangements and response capability. 
 
If the incident does not require a Multi-Agency response, Welsh Water will deal with the 
incident and West Mercia Police will record the information provided, notify local partner 
agencies and keep a watching brief. 
 
If the incident is beyond Welsh Water’s response arrangements, West Mercia Police will 
activate multi-agency response structures if they are not already in place.  The multi-
agency Silver will decide whether the Herefordshire Water Distribution Assistance Plan 
needs to be activated. 
 
This decision will be made upon consideration of key facts, including: 

·  the information received from Welsh Water; 
·  the resources available to implement a response; 
·  the appropriateness of the plan to the given scenario. 

 
If the multi-agency Silver decides that the activation of the Herefordshire Water Distribution 
Assistance Plan is not necessary, then further discussion with Welsh Water will take place. 
 
If the multi-agency Silver decides that activation of the Herefordshire Water Distribution 
Assistance Plan is required, then a Water Distribution Coordinator (WDC) will be appointed 
by the Chair of Multi-Agency Silver Control to oversee plan implementation. 
 
A flow chart of this activation process is available at Figure 1 overleaf. 
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Fig 1

 
Incident 
 

Water Company assesses the situation.  
 

If the incident affects service provision, 
does it exceed their own response  

capabilities? 
 

Welsh Water provides incident details to 
 

West Mercia Police 
 

Welsh Water deals with the incident 
using internal and mutual aid resources. 

Welsh Water provides incident details to 
West Mercia Police  

Multi-agency Silver decide:  
 Is activation of the Herefordshire Water  
Distribution Assistance Plan required? 

West Mercia Police 
discusses incident response  

with the water company  
 

 

 PLAN ACTIVATION 
 

A Water Distribution Coordinator  
is appointed by multi-agency Silver to 

oversee plan implementation. 

West Mercia Police 
activate multi-agency command and control 

structures if not already in place. 
 

NO 

YES 

NO 

YES 



Manual  Issue Version 1 
Ref  Date May 2011 
Category  

 

Page 12 of 50 
 

                                                                                                         April 2011 12 

Response Overview  
 
The multi-agency Silver activates the Herefordshire Water Distribution Assistance Plan and 
formulates a strategy for response to the incident.  
  
Multi-agency Silver Control formulates tactical plans to implement the strategies and 
appoints the WDC.  The Welsh Water will provide a representative to attend the Multi-
agency Silver. 
 
The WDC oversees the implementation of the Herefordshire Water Distribution Assistance 
Plan and reports to the Silver Commander. 
 
Distribution Hub sites are sites involved in the procurement, storage and transport of 
supplies in order to make it available to operations within the Water Distribution Plan sub-
groups detailed below. 
 
Welsh Water will have representatives at the Hub sites.  
 
The Bowser Water sub-group is responsible for ensuring a public supply of water available 
in bowsers and provision of tanker water to priority users such as hospitals. 
 
The Bottled Water sub-group is responsible for provision of bottled water to the public. 
 
The Sanitation sub-group is responsible for the provision of sanitation facilities to affected 
people.  
 
A schematic illustrating the Herefordshire Water Distribution response structure is shown at 
Figure 2 overleaf.
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Strategic Co-ordination Group (SCG) 
 
In addition to plan activation and the normal responsibilities outlined in the HPS Major 
Incident Response Plan, the Gold Commander is responsible for:  
 

·  Activation of the Scientific and Technical Advice Cell (STAC) if appropriate. 
·  The approval and release of co-ordinated public information and health advice via 

the LRF Media Sub-group1. 
  
Multi-Agency Silver Control 
 
Multi-agency Silver control will be comprised of representatives from Category 1 and 2 
responders (as defined by the Civil Contingencies Act 2004) involved in responding to the 
incident as outlined in the Herefordshire Silver Activation Plan.  
 
Upon activation of the Water Distribution Assistance Plan, multi-agency Silver Control will 
appoint the WDC to oversee the implementation of the plan.   
 
The additional responsibilities of the multi-agency Silver Commander which relate to this 
plan can be found at Annex C. 
 
A full Action Card of the WDC can be found at Annex D. 
 
Distribution Hubs 
 
Distribution Hubs are key logistical centres where supplies are gathered, stored and 
distributed to support the water distribution operation.  Pre-identified locations suitable for 
use as Distribution Hubs can be found at Annex L and guidance on selecting alternative 
locations can be found at Annex M. 
 
The Distribution Hub Site Manager is responsible for setting up and maintaining logistical 
operations at their Distribution Hub.  The Distribution Hub(s) will be set up with support 
from Welsh Water, HPS and Amey. They will become the Hub Management Team(s) who 
are responsible for all operations at the Hub(s) including staff and volunteer welfare. 
 
The Distribution Hub site(s) are likely to be receiving 24 hour deliveries of equipment, 
water etc. from around the country. They will act as the logistical centres of the operation.   
Distribution Hubs will receive and respond to requests for supplies from the water 
distribution sub-groups.  Distribution Hub operations are presented schematically at Figure 
3 overleaf. 
 
The health and safety of those involved in the Distribution Hub operation should be 
considered at all times and guidance on this matter is available in section 13. 
A full Action Card of the Distribution Hub Site Manager can be found at Annex E. 

                                                
1 Drinking water advice will be provided by Welsh Water 
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Bowser Water Sub-Group 
 
The Bowser Water Sub-Group is responsible to the Bowser Water Coordinator.  The Sub-
Group is involved in the procurement of bowsers and is responsible for bowser site 
identification, deployment and refilling as well as the supply of tankers to priority users 
(such as hospitals) and the communication of relevant bowser information.  Pre-identified 
locations suitable for bowser deployment can be found at Annex N, and guidance on 
selecting alternative locations can be found at Annex O. 
 
The Bowser Water Coordinator is responsible for ensuring the Sub-Group fulfils its 
responsibilities and operates effectively.  The Sub-Group includes representation from 
Welsh Water (as the lead agency), Police, HPS and Amey. 
 
The Bowser Water Sub-Group will work with the Welsh Water’s procurement team and the 
Distribution Hub Site Managers to coordinate the incoming deliveries of equipment and the 
onward movement of this equipment to the identified locations. 
 
The health and safety of those involved in the bowser water operation should be 
considered at all times, and guidance on this matter is available in section 13. 
 
A full Action Card for the Bowser Water Coordinator can be found at Annex F. 
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Bottled Water Sub-Group 
 
The Bottled Water Sub-Group is responsible to the Bottled Water Coordinator. The Sub-
Group is responsible for the provision of bottled water to the public.  To accomplish this, 
the Sub-Group is split into two cells, the Bulk Cell and the Vulnerable People Cell. 
 
The Bulk Cell is responsible for providing bottled water to the general public through the 
operation of Bottled Water Distribution Sites: sites where quantities of bottled water are 
provided to the visiting public in affected areas.  Sites identified as suitable bottled water 
distribution sites are shown at Annex P.  If alternative sites are required, guidance on site 
suitability can be found at Annex Q.  The bottled water for these sites is supplied from the 
Distribution Hub(s), a logistical method known as ‘Hub and Spoke’. This is outlined in 
Figure 4 (below). 
 
The Bulk Cell includes representation from Welsh Water (as the lead agency), Amey, HPS 
and West Mercia Police. 

Bottled Water  
Suppliers 

 

 
HUB 

DISTRIBUTION SITES 



Manual  Issue Version 1 
Ref  Date May 2011 
Category  

 

Page 18 of 50 
 

                                                                                                         April 2011 18 

The Vulnerable People Cell is responsible for the provision of water to “vulnerable people”. 
For the purposes of this plan, a vulnerable person is defined as someone unable to obtain 
or use the water provided to the general public, for any reason. 
 
The Vulnerable People Cell will include representation from HPS Social Care (as the lead 
agency), Welsh Water, HPS Resilience Team, voluntary organisations and other available 
support agencies.  
 
The Vulnerable People Cell collates information from existing lists of vulnerable people and 
requests for help made by, or on behalf of, vulnerable people.  This information is used to 
organise delivery of suitable bottled water to vulnerable people, residential care homes and 
health facilities. A diagram illustrating the Bottled Water – Vulnerable Cell structure is 
shown on Figure 5 overleaf. 
 
The health and safety of those involved in the operation should be considered at all times; 
guidance on this matter is available in section 13. 
 
A full Action Card for the Bottled Water Coordinator can be found at Annex G. 
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Sanitation Sub-Group 
 
The Sanitation Sub-Group is involved in the provision of sanitation facilities to the affected 
public and is responsible for the identification of sites requiring sanitation provision, and the 
procurement and provision of sanitation facilities to identified sites in liaison with STAC. 
 
The Sanitation Coordinator is responsible for ensuring the Sub-Group fulfils its 
responsibilities and operates effectively.  The Sub-Group includes representation from 
Welsh Water (wastewater department) and HPS Environmental Health (as the lead 
agency). 
 
The Sanitation Sub-Group works with commercial suppliers and Distribution Hubs Site 
Managers to obtain suitable equipment and transport it on to identified locations. 
 
The health and safety of those involved in the sanitation operation should be considered at 
all times; guidance on this matter is available in section 13. 
 
The Action Card for the Sanitation Coordinator can be found at Annex J. 
 
 
 
PLEASE NOTE:  The wastewater equipment must NOT be stored or handled in the same 
location or equipment used for potable water.   This is to eliminate any risk of cross 
contamination.
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Staff and Volunteer Safety 
 
Given the importance of water distribution, the Water Distribution Hubs and Water 
Distribution Points the staffing will be enhanced by HPS Staff2.  This may be particularly 
important when dealing with vulnerable people, due to the sensitive nature of the 
information that is being discussed.  The staffing levels can be augmented with the 
assistance of voluntary organisations. 
 
It is the responsibility of all staff involved to ensure that health and safety is maintained.  
Managers and Coordinators will need to ensure that staff are aware of any hazards and 
health and safety arrangements within their areas of work. 
 
Dynamic risk assessments will be essential to ensure the safety of staff and volunteers 
throughout the operations. 
 
Four areas to consider whilst carrying out the dynamic risk assessments are: 
 
·  Safe system of work - the distribution locations should be viewed to identify any 

potential hazards e.g. too close to moving traffic, bad condition of car park.  
 
·  Risk assessment of the task - hazards associated with the task should be highlighted 

(e.g. lifting heavy weights) and appropriate countermeasures implemented (e.g. use of 
correct equipment/Personal Protective Equipment (PPE)). 

 
·  Competent employees - need to ensure that employees are fit to undertake the task 

e.g. re lifting.  Is there a history of the employee having a bad back or other medical 
history that this task could affect etc?    

 
·  Training - employees should have training/guidance in respect of any of the hazards 

identified e.g. how much to lift/how to deal with conflict. 
 
It is essential that accurate records are kept as these will help demonstrate that a safe 
system of work was in place in the event of an insurance claim being made. 
 
A Dynamic Risk Assessment Flowchart can be found at Annex R. 
 
 
Public Information and Communication with Affected Communities 
 
As previously stated the SCG is responsible for the approval and release of co-ordinated 
public information and health advice via the LRF Media Sub-Group.  Welsh Water will 
provide advice and information on potable water. 
 
County/Town/Parish Councillors will play an important role both in communications and as 
links to pass information to and from specific affected communities. 

                                                
2 Please refer to the Hereford Council/NHS Herefordshire – HR Redeployment Policy 
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Resumption of Water Supply/Stand Down 
 
Non-potable Water 
 
In the unlikely event that water that has not been treated to the required standards may be 
the first water flowing back into the mains system. Use of this water will be dependent upon 
drinking water health advice provided by Welsh Water; however, the water will be suitable 
for flushing toilets.  
 
This will have an initial effect on the Sanitation Sub-Group who will need to ensure that 
priority users, such as hospitals, have running water prior to arranging the removal of the 
Portaloos/Porta Potties. 
 
Drinking Water  
 
Once the health advice from STAC and Welsh Water states that the mains water is safe to 
drink, the Bottled Water and Bowser Water Sub-Groups can begin to stand-down their 
operation in line with advice from Multi-Agency Silver Control.   
 
Hospitals would continue to receive bottled water following the reconnection of mains 
supply until their system was confirmed as clean. 
 
Disposal of Empty Bottles 
 
Herefordshire Council’s Waste Management Team will need to plan for the disposal of 
plastic bottles distributed to members of the public during the water distribution operation.  
In addition to usual household recycling arrangements, people may be asked to return the 
bottles to the sites from where they were issued.  A holding skip would be placed at the site 
for the collection of the returned bottles. 
 
Plan Management and Exercising 
 
The HPS Resilience Team is responsible for maintaining and reviewing this plan with 
support from its professional partners.   
 
This plan will be reviewed annually. 
 
To validate this plan, a multi-agency table top exercise will need to be undertaken. 
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Annex A 
Water Supply Area Maps 

 
 
 

This Annex will be produced by Welsh Water to reflect the situation at the time of the 
incident. 
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Annex B 
Welsh Water Notification process 
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Annex C 
Action Card: Multi-Agency Silver Commander 

 
In addition to the normal responsibilities outlined in the Herefordshire Major Incident 
Response Plan, the Silver Commander will: 
 

o Appoint the Water Distribution Coordinator (WDC) who will oversee the 
implementation of the plan.  It may be necessary to appoint more than one WDC to 
ensure contact is available 24 hours a day. The contact number should remain the 
same, and a suitable amount of time at the beginning and end of shifts set aside for 
detailed handovers. 

 
o Brief the WDC on the situation, their role and the tasks required of them. (Refer to 

Annex D: Action Card - Water Distribution Coordinator). 
 

o Provide support to the WDC upon activation of the plan. This support will be through 
providing resources such as staff, equipment and technical knowledge. 

 
o Decide which locations to use as Distribution Hub Sites in consultation with the 

WDC. This will depend upon the geographical locations and scale of the incident. 
Pre-identified locations can be found at Annex L. If these sites are not suitable, 
guidance for site selection can be found at Annex M. 

 
o Contact the owners/managers of the potential Distribution Hub Sites and negotiate 

the usage of the location. 
 

o Liaise with Welsh Water and arrange Multi-Agency support to the procurement effort 
if required. 

 
o Implement stand down procedures when advised by the Strategic Co-ordination 

Group that it is safe to do so. 
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Annex D 
Action Card: Water Distribution Coordinator 

 
The Water Distribution Coordinator (WDC) is appointed by, and responsible to, the Silver 
Commander. The WDC will provide regular situation reports to the Multi-agency Silver 
Commander. 
 
The WDC will: 
 

·  Distribution Hub Site(s) 
o Decide which locations to use as Distribution Hub Sites in consultation with 

the Multi-Agency Silver Commander. This will depend upon the geographical 
locations and scale of the incident. Pre-identified locations can be found at 
Annex L. If these sites are not suitable, guidance for site selection can be 
found at Annex M. 

o Liaise with Welsh Water to appoint Distribution Hub Site Managers and 
deputies from the Water Industry.  

o Brief the Distribution Hub Site Managers on the situation, their role and the 
tasks required of them. (Refer to Annex E: Action Card - Distribution Hub Site 
Manager) 

o Provide Distribution Hub Site Managers with contact details of the 
owners/managers of the Distribution Hub Site locations to start the 
communication process. 

o Liaise with the Distribution Hub Site Manager to assemble a Hub 
Management Team comprising of representatives from Welsh Water, 
Herefordshire Public Services, Amey (Highways) and West Mercia Police. 

o Liaise with Welsh Water Incident Manager to ascertain the quantities of 
resources being sent to each Distribution Hub Site.  Ensure communication 
links are established between the Welsh Water procurement team and 
Distribution Hub site managers. 

o Ensure the Distribution Hub Site Managers have the resources required to 
perform their allocated tasks. 

o Maintain regular contact with the Distribution Hub Site Managers and provide 
situation updates regarding the entire water distribution operation. 

o Receive regular situation reports regarding the Distribution Hub Site 
Managers’ own operations along with any requests for resources/information 
they may have. 
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·  Bowser Water Sub Group 

o Set up the Bowser Water Sub-Group – this Sub-Group will include 
representation from Welsh Water, Herefordshire Public Services (Social Care 
and Resilience Team). 

o Liaise with Welsh Water to appoint a Bowser Water Coordinator and deputies 
from the water industry.  

o Brief the Bowser Water Coordinator on the situation, their role and the tasks 
required of them. (Refer to Annex F: Action Card - Bowser Water 
Coordinator) 

o Provide the Bowser Water Coordinator with contact details of Welsh Water’s 
Incident Manager and Alternative Water Supply Manager, the Distribution 
Hub Site Managers and the Bottled Water Coordinator. 

o Maintain regular contact with the Bowser Water Coordinator and provide 
situation updates regarding the entire water distribution operation. 

o Receive regular situation reports regarding the Bowser Water Coordinator’s 
own operations along with any requests for resources/information he/she 
may have. 

 
·  Bottled Water Sub Group 

o Liaise with HPS to appoint a Bottled Water Coordinator and deputies from 
within their organisation.  

o Brief the Bottled Water Coordinator on the situation, their role and the tasks 
required of them. (Refer to Annex G: Action Card - Bottled Water 
Coordinator) 

o Liaise with the Bottled Water Coordinator to set up the two cells within the 
Bottled Water Sub-group. 

�  The Bulk Cell will include representation from Welsh Water (as the 
lead agency), Amey Highways, Herefordshire Public Services (Social 
Care, Resilience Team) and West Mercia Police. 

�  The Vulnerable People Cell will include representation from 
Herefordshire Public Service Social Care (as the lead agency), Welsh 
Water, voluntary organisations and other available support agencies. 

o Provide the Bottled Water Coordinator with contact details of Distribution Hub 
Site Managers to start the communication process. 

o Ensure communication links are established between Welsh Water’s Incident 
Manager and Alternative Water Supply Manager and the Bottled Water 
Coordinator. 

o Maintain regular contact with the Bottled Water Coordinator and provide 
situation updates regarding the entire water distribution operation. 

o Receive regular situation reports regarding the Bottled Water Coordinator’s 
own operations along with any requests for resources/information they may 
have. 
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·  Sanitation Sub-Group 
o Set up the Sanitation Sub-Group – this Sub-Group will include representation 

from Welsh Water, Herefordshire Public Services (Environmental Health and 
Environmental Protection Team) and the Environment Agency. 

o Brief the Sanitation Coordinator on the situation, their role and the tasks 
required of them. (Refer to Annex J: Action Card- Sanitation Coordinator) 

o Provide the Sanitation Coordinator with contact details of Distribution Hub 
Site Managers. 

o Provide advice to the Sanitation Coordinator regarding centrally provided 
sanitation information (from the STAC). 

o Maintain regular contact with the Sanitation Coordinator and provide situation 
updates regarding the entire water distribution operation. 

o Receive regular situation reports regarding the Sanitation Coordinator’s own 
operations along with any requests for resources/information they may have. 
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Annex E 
Action Card: Distribution Hub Site Manager 

 
The Distribution Hub Site Manager is appointed by and responsible to the Water 
Distribution Coordinator (WDC).  The Distribution Hub Site Manager will provide regular 
situation reports to the WDC. 
 
The Distribution Hub Site Manager will: 
 
Site Management 

o Liaise with the WDC to assemble a hub management team comprising of 
representatives from Welsh Water, Herefordshire Public Services, Amey and 
West Mercia Police.  The Hub Management Team will support the 
Distribution Hub Site Manager in running the Distribution Hub. 

o Ensure the contact telephone number for the Hub Management Team is 
provided to all stakeholders and drivers using the site. 

o Work with the Hub Management Team to organise staff rotas and ensure 
staff welfare. 

o Work with the Hub Management Team to ensure that health and safety is 
observed and maintained at the site and any required risk assessments are 
carried out. 

 
Site set-up 

o Develop a site plan that highlights entrances, exits, unloading/loading points, 
staff rest areas etc.  These areas need to be clearly marked within the site 
(by use of signs, cones etc).  

o The site should be designed so that vehicles do not need to reverse or 
perform difficult manoeuvres to get to the allocated loading/unloading areas.  
Vehicle and pedestrian movement should be separated to reduce the risk of 
accidents. 

o Site security is to be taken into account while setting up the site.  Access 
points to the site will need to be controlled, with public access to the site 
forbidden. 

o Ensure that signage to the Distribution Hub is placed on the approaches to 
the site and on the major highways serving the site.  These will be produced 
and placed by negotiation with Herefordshire Highways/Highways Agency.  
Template signs are available at Annex S. 
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Site Operations 
o Obtain contact details of the Welsh Water Incident Manager and Alternative 

Water Supplies Manager and the Sanitation Coordinator from the WDC.  
These teams will be procuring supplies that will be transported to the 
Distribution Hub and stored there prior to redistribution. 

o Ensure that the postcode of the Distribution Hub is provided to these teams 
to ensure that drivers delivering procured supplies can easily locate the hub 
site. 

o Obtain contact details of the Bowser Water Coordinator and Bottled Water 
Coordinator from the WDC.  These Coordinators, as well as the Sanitation 
Coordinator, will be requesting the delivery of stored supplies for their 
operations. 

o Ensure that these requests are responded to effectively. 
o Ensure the flow of stock is controlled and monitored. 
o Set up a system to register vehicle and drivers using the site. This will allow 

the hub management team to ensure they have suitable vehicles and drivers 
for certain roles. 

 
Information required for registration includes: 

 
·  Full contact details 
�  Driving licence details 
�  Next of kin contact details 
�  Agency/Voluntary organisation/Private company details 
�  Available hours  
�  Vehicle details – Rota details if for 24hr use 
�  The drivers should be given a log to record their deliveries and hours 

worked 
 

o Ensure that staff are aware of the need for all drivers to have had sufficient 
sleep between shifts; however, the responsibility is on the driver to ensure 
that they are fit and legally able to drive. 
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Annex F 
Action Card: Bowser Water Coordinator 

 
The Bowser Water Coordinator is appointed by, and responsible to, the Water Distribution 
Coordinator (WDC). The Bowser Water Coordinator will provide regular situation reports to 
the WDC. 
 
The Bowser Water Coordinator leads the Bowser Water Sub-Group and will:  
 
Procurement of Bowsers 

o Obtain contact details of the Water Company procurement team from the 
WDC.   

o Liaise with this team to ensure that adequate quantities of equipment are 
made available to the Sub-Group. 

 
Bowser Site Identification and Deployment 

o Pre-identified locations will be provided by Welsh Water (GIS Bowser 
Location Plans).  If alternative sites are required, guidance for site selection 
can be found at Annex O. 

o Obtain contact details of the Distribution Hub Site Manager from the WDC.  
o Liaise with this Manager and request delivery of the appropriate equipment to 

the identified locations. 
o Ensure that the locations of deployed bowsers are accurately recorded for 

use in planning the refilling operation and informing the public. 
o Consider the welfare of staff involved in the bowser operation when planning 

operations and managing the Sub-Group. 
 
Bowser Refilling  

o Make arrangements for the refilling of deployed bowsers by creating a 
bowser refill plan.  These arrangements will include planning the routes to be 
taken by water-carrying vehicles and the establishment and management of 
staff rotas.  The number of refills per day will be dependent on the scale of 
the supply failure, geographical area and the resources available. The target 
is to be in a position where supply can meet or exceed the demand. 

o Liaise with Welsh Water to ensure that the bowsers provided can be securely 
sealed and that the refilling crews are fully aware of Welsh Water’s 
procedures on hygiene practices, reporting damage and resealing bowsers. 
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Supply of Water to Priority Users 
o Liaise with the Welsh Water to determine which priority users are within the 

affected area.  Priority users are Welsh Water customers that have specialist 
requirements, such as hospitals and vulnerable groups.   

o Contact each priority user and ascertain the urgency of their needs for water 
(some of which will be provided in tankers or other appropriate means).  A 
contact number for the subgroup is to be provided to these users and a 
reference number system for requests established. 

o Ensure that these requests are responded to effectively. 
 
If priority users require a supply of bottled water their requirements are to be recorded and 
this information provided to the Bottled Water Coordinator. 

 
Communication of Bowser Information 

o In relation to bowsers, there are two main strands of communication: the 
location of bowsers and usage advice for the contained water. 

o Liaise with Welsh Water to ensure the locations of deployed bowsers are 
mapped on the Water Company’s website with a quick link from their front 
page.  Due to the demand for information, it is possible that websites may 
become unavailable for periods of time due to the high number of ‘hits’.  
Therefore arrange for the maps to be located on the following sites by liaising 
with the appropriate agency: 

�  Herefordshire Council’s website; 
�  Parish websites. 

o Ensure that the Operations Activity Centre, operated by Welsh Water, is 
active and providing people with details of their nearest bowser.  

o Liaise with the STAC at SCG in order to ensure that the correct water usage 
advice is being given to the public. 

o Usage advice on the bowsers should state ‘boil water’. If this is not the case 
arrangements should be made to amend the signs 

 
Health & Safety 

o Ensure the health and safety of those involved in the bowser operation and 
public are considered at all times; guidance on this matter is available in 
section 13 of the Water Distribution Assistance Plan. 
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Annex G 
Action Card: Bottled Water Coordinator 

 
The Bottled Water Coordinator is appointed by, and responsible to, the Water Distribution 
Coordinator (WDC). The Bottled Water Coordinator will provide regular situation reports to 
the WDC. 
 
The Bottled Water Coordinator leads the Bottled Water Sub-Group and will:  
 
Set-up 

o Liaise with the WDC to set up the two cells of the Bottled Water Sub-Group. 
�  The Bulk Cell will include representation from Welsh Water (as the lead 

agency), Amey Highways, Herefordshire Public Services and West Mercia 
Police. 

�  The Vulnerable People Cell will include representation from Herefordshire 
Public Services Social Care (as the lead agency), Welsh Water, voluntary 
organisations and other available support agencies.  

o Obtain the contact details of the Welsh Water procurement team and the 
Distribution Hub Site Managers from the WDC. 

o Assign a deputy to manage parts of the Bottled Water Coordinator responsibilities 
in discussion with the WDC, if necessary.  

 
Bulk Cell 

o Decide which locations are to be used for Bottled Water Distribution Sites. This will 
depend upon the geographical locations, the scale of the incident, public 
accessibility and available resources.  Pre-identified locations can be found at 
Annex P.  If alternative sites are required guidance for site selection can be found 
at Annex O. 

o Liaise with the HPS HR Function3 to appoint Bottled Water Distribution Site 
Managers and deputies for each site from within the organisation.   

o Brief the Bottled Water Distribution Site Manager(s) on the situation, their role and 
the tasks required of them. Provide the Bottled Water Distribution Site Manager 
with the contact details of the Distribution Hub Site Manager (Refer to Annex H: 
Action Card- Bottled Water Distribution Site Manager). 

o Liaise with the WDC to obtain distribution advice regarding the number of litres 
that can be provided to each individual at Bottled Water Distribution Sites.  Provide 
this information to the Bottled Water Distribution Site Manager(s). 

o Liaise with the Water Company procurement team to ensure sufficient quantities of 
bottled water are being procured and transported to the Distribution Hubs to meet 
the demands of the Bottled Water Distribution Sites.  If the size, route details and 
time of arrival of shipments are known, it may be preferable to arrange for the 
shipment to be delivered directly to Bottled Water Distribution Sites. 

                                                
3 Please refer to the Herefordshire Council/NHS Herefordshire – HR Redeployment Policy 
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Vulnerable People Cell 
o Liaise with the WDC and Vulnerable People Cell members to ensure that the 

required facilities, equipment and support staff (with office skills, specialist 
knowledge and database experience) are made available to the cell.  

o Liaise with HPS HR Function4 to appoint Vulnerable People Distribution Managers 
and deputies from within the organisation.  

o Brief the Vulnerable People Distribution Managers on the situation, their role and 
the tasks required of them. Decide at which Distribution Points they will be 
situated; this will depend upon the situation ‘on the day’. (Refer to Annex I: Action 
Card - Vulnerable People Distribution Manager). 

o Ensure the Vulnerable People Distribution Managers have the capability and 
resources to satisfy their responsibilities. 

o Obtain pre-existing vulnerable people lists (i.e. from Social Care).  
o Liaise with organisations receiving requests for help including West Mercia Police, 

Casualty Bureau (if active), Herefordshire Public Services Social Care and 
Voluntary Organisations.  Ensure that these organisations have representation in 
the cell.  

o Ensure that these organisations’ data/information collection methods are 
appropriate to this operation.  The suggested ‘Contact form’ template can be found 
in Annex K.  Use of this template will ensure that vital information is recorded by 
organisations in a consistent format.   

o Make arrangements with the above organisations that the information they collect 
is given to this Cell only. 

o Ensure that when this information is received, the cell has the ability to collate the 
information into a database and remove any duplicate entries.  The collated data 
is to be analysed and grouped according to geographical area. These areas will 
be defined by the scale of the incident and proximity of distribution points 
(Distribution Hub(s) and Water Distribution Sites). 

o Ensure that this information, along with any requests for bottled water for priority 
users (such as care/residential homes) received from the Bowser Water 
Coordinator, is provided to the Vulnerable People Distribution Managers. A contact 
number for the team providing this information is to be supplied to the Vulnerable 
People Distribution Managers. 

o Work with the Sanitation Coordinator to ensure the sanitation operation and the 
water distribution to vulnerable people operation work together to avoid duplication 
of work.  

o Maintain regular contact with the Vulnerable People Distribution Managers and 
ensure they are able to respond effectively to the requests sent to them. 

 
Health & Safety 
 
Ensure the health and safety of those involved in the operation is considered at all times; 
guidance on this matter is available in section 13 of the Water Distribution Assistance Plan. 

                                                
4 Please refer to the Herefordshire Council/NHS Herefordshire HR Redeployment Policy 
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Annex H 
Action Card: Bottled Water Distribution Site Managers 

 
The Bottled Water Distribution Site Managers are appointed by the Bottled Water 
Coordinator. They will be responsible to the Bottled Water Coordinator.  Please consider 
that Bottled Water is for the Priority Customer Groups.  On designation of a bottled water 
distribution site the Bottled Water Distribution Manager will: 
 
Set-up 

o Liaise with the identified site owner/manager to negotiate usage and ensure the 
health and safety of those involved, whether staff or volunteer agencies. 

o Develop a site plan that highlights entrances, exits, unloading/loading points, staff 
rest areas etc.  These areas need to be clearly marked within the site (by use of 
signs, cones etc.).  

�  The site should be designed so that both delivery and public vehicles do not 
need to reverse or perform difficult manoeuvres to get to the allocated 
loading/unloading areas.  

�  Ensure that signage to the Water Distribution Site is placed on the 
approaches to the site. Template signs are available at Annex T. 

�  Ensure that the full address including the postcode of the distribution site is 
provided to the Hub Manager responsible for supplying the site.   

�  Ensure that drivers delivering procured supplies can easily locate the site. 
�  Carry out dynamic risk assessments to identify any potential issues at the 

site.  A flow chart can be found at Annex R. 
 

Volunteers 
o Liaise with the HPS HR Function5 for initial support from backroom staff until a list of 

non-critical staff can be created. 
o Create a list of staff by registering their contact details.  Following registration, these 

volunteers are to be provided with an on-site health and safety induction. Further 
details can be found in section 13 of the Water Distribution Plan. 

o Create a site staff rota, taking into consideration staff and volunteers’ available 
hours and capabilities. 

 
Distribution 

o Liaise with the Hub Site Manager to arrange regular deliveries of bottled water and 
ensure the stock at the site does not run out. 

o Follow distribution advice from the Bottled Water Coordinator regarding the number 
of litres that can be provided to each individual. 

o The security of bowsers and stocks of bottled water must be considered. 
 

                                                
5 Please refer to the Herefordshire Council/NHS Herefordshire HR Redeployment Policy 
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Annex I 
Action Card: Vulnerable People Distribution Managers 

 
The Vulnerable People Distribution Managers are appointed by the Bottled Water 
Coordinator in liaison with the relevant. 
  
Vulnerable People Distribution Managers are located at strategically identified distribution 
sites and will: 

o Liaise with the Vulnerable People Cell/Bottled Water Coordinator to obtain details of 
requests for water in the geographical area served by their distribution site. 

o Obtain details of agencies that are offering to support the distribution effort including 
their capabilities and available resources. 

o Respond to the requests received from the Vulnerable People Cell by designing 
24hour staff rotas and delivery rounds utilising the resources available. 

o Liaise with Water Distribution Site Managers and Hub Site Managers to ensure 
supplies are reserved for vulnerable people deliveries. 

o Provide regular situation reports to the Bottled Water Coordinator and Vulnerable 
People Cell. 

 
Health & Safety 

o Ensure the health and safety of those involved in the operation is considered at all 
times; guidance on this matter is available in section 13 of the Water Distribution 
Plan. 
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Annex J 
Action Card: Sanitation Coordinator 

 
The Sanitation Coordinator is appointed by and responsible to the Water Distribution 
Coordinator (WDC). The Sanitation Coordinator will provide regular situation reports to the 
WDC. 
 
The Sanitation Coordinator leads the Sanitation Sub-Group and will: 
 
Identification 
 

o Liaise with Herefordshire Council to identify sites/people requiring sanitation 
provision.  

o Obtain advice from the WDC regarding centrally provided sanitation information. 
 
Procurement 
 

o Arrange for the necessary stocks to be ordered from commercial suppliers once the 
quantities and types of sanitation required are known.  Details of suppliers can be 
sought from Welsh Water along with publications such as Business Telephone 
Directories and the internet, if available.   

 
The following types of equipment could be considered for use: 
 
Portaloos  
 
Portaloos may be available individually or in blocks.  When ordering portaloos it is vital to 
ensure that it is possible to empty them regularly once deployed.  A maintenance contract 
with the supplying firm may be possible. 
 
WAG BAGs 
 
WAG BAGs are made of plastic, fit over the top of a normal toilet and can be used several 
times before being folded shut and stored until final disposal.  NOTE:  Before the use of 
WAG BAGs is approved, Herefordshire Council’s Waste Management Team MUST be 
consulted regarding the disposal of the WAG BAGs. 
 
Porta-potties 
 
Porta-potties can be considered for use in residential care homes etc.  After use they can 
be emptied into a toilet or manhole, if the sewerage system is working correctly. 
 
Ensure a system is in place to record requests. 
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Provision 
o Arrange to have equipment delivered directly to the affected area from the supplier if 

possible.  If this is not possible, liaise with Welsh Water and the Distribution Hub 
Site Manager(s) to arrange alternative storage locations and subsequent onward 
movement to the affected area. 

o Work with the Bottled Water Coordinator to ensure the sanitation operation and the 
water distribution to vulnerable people operation work together to avoid duplication 
of work. 

 
Health and Safety 
 

o Ensure the health and safety of those involved in the sanitation operation is 
considered at all times; guidance on this matter is available in section 13 of the 
Water Distribution Plan. 
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Annex K 
Contact Form Template 

 
 

Contacted by (if different 
from Client): 

 

Contactor telephone 
number: 

 

  

Client name:  

 
Address: 
(Include the postcode) 

 

  
Contact telephone number:  
 

 

Alternative telephone 
number (ie Mobile): 

 

  

Referred by:  
  

Special needs:  

  

Other notes:  

  
Goods required 

Water  

Food  

Hygiene Kit  

Pet Food  

WAG Bags  

  

Passed to Vulnerable Cell DATE:                          TIME: 
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Annex L 
Distribution Hub Sites - Locations 

 
 
 

This Annex is currently in production with the HPS Resilience Team liaising with Welsh 
Water and West Mercia Police to compile the required information. 
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Annex M 
Distribution Hub Site Identification 

 
When identifying locations to act as Distribution Hubs, it is important to consider several 
factors: 
 
Bottled Water 
Infrastructure 

o It is essential that the Distribution Hub is easily accessible by road. The site may be 
working on a 24hour basis with large vehicles entering and exiting the site. 

o Easy access to trunk roads or the M50 would be ideal, as many suppliers will be 
delivering from out of the county. 

o The Distribution Hub should be within a reasonable proximity of the area affected, 
so that the roundtrips are kept as short as possible, therefore increasing the 
efficiency of the operation. 

o Distribution Hubs should also be situated away from residential areas to reduce the 
impact on the local community. 

 
Site Specifications 
 

o The site should be predominantly hard standing (minimum 4,000 sqft (1,000 
sgft required for large goods vehicles turning circles))  

o The site should ideally have separate entry and exit points and include 
multiple internal loops. The site should include: 

�  Space for at least 1,000 Pallets of Water (single stacked) 
�  Lighting for offloading area 
�  17ft minimum width access/approach 
�  Loading and unloading facilities (forklift trucks, lorry mounted cranes) 
�  Adequate site security 
�  Facility to maintain public safety = e.g. site fenced off 

o Sites should not be those designated as Strategic Holding Areas by local 
partner agencies. 

 
Welfare 
 

o The site should include a rest area for staff and drivers. It will also be 
necessary to provide hot food, sanitation and sleeping facilities. 

 
 
Bowser 
See above 
 
Sanitation 
See above 
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Annex N 
Bowser Deployment - Locations 

 
 

Welsh Water’s GIS Bowser Location Plans will be used to provide this information at the 
time.  Additional Bowser locations will be decided on merit. 
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Annex O 
Bowser Site Identification 

 
The procedures for locating bowsers will vary between water companies. Welsh Water 
have GIS Bowser Location Plans. 
 

o Herefordshire Public Services has an in-depth knowledge of their 
communities and can identify areas that are accessible and well-suited for 
bowser deployment.  Amey Highways will also supply up-to-date information 
on road conditions/closures.  Narrow roads and cul-de-sacs should be 
avoided. 

 
o When planning bowser deployment, refilling arrangements need to be taken 

into account. If more bowsers are deployed than can be effectively refilled, 
then the public perception of the effectiveness and efficiency of the water 
distribution operation will become increasingly negative. 
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Annex P 
Bottled Water Distribution Sites - Locations 

 
When identifying sites, the following points will be considered: 
 

·  Co-operation/permission of site owners (e.g. Supermarkets); 
·  Site access for HGVs; 
·  Hard standing surfaces; 
·  Space to ensure Health and Safety; 
·  Easy public access; 
·  Security and lighting; 
·  Facilities available to collect/recycle empty bottles. 

 
 
 
 

Welsh Water’s GIS Bowser Location Plans will be used to provide this information at the 
time.  Additional Bowser locations will be decided on merit. 
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Annex Q 
Bottled Water Distribution Site Identification and Staffing 

 
 

When identifying sites the following points will be considered: 
 

·  Cooperation/permission of site owners/managers (e.g. supermarkets); 
·  Site access for LGVs; 
·  Hard standing surfaces; 
·  Space to ensure Health and Safety; 
·  Easy public access away from the LGV access; 
·  Security and Lighting; 
·  Adequate staffing levels6; and 
·  Availability of facilities to collect/dispose of empty bottles. 

 
Infrastructure 
 

�  It is essential that the distribution centre is easily accessible by the public and 
delivery drivers by road. 

 
Site Specifications 
 

�  The site should be predominantly hard standing in order to allow free 
movement of large vehicles and to prevent damage to the site, which would 
create difficult terrain and health and safety concerns. 

 
Welfare 

�  The site should be of sufficient size to support a rest area for staff and 
drivers. It will also be necessary to provide hot food, sanitation and sleeping 
facilities. 

                                                
6 Please refer to the Herefordshire Council/NHS Herefordshire HR Redeployment Policy 
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Annex R 
Dynamic Risk Assessment 

 
Flowchart 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Evaluate the situation, 
premises, activities and 

people at risk 
 

 

Consider  system of  

Operation 
 

 

Assess the system 
of operation 

 

 

Are the risks 
proportional to the 

benefits? 
 

 
Can additional 

Control Measures be 
introduced? 

 

 

Proceed with  
the system of  

operation 
 

 

Are there viable 
alternatives? 

 

 

Reassess the 
system of 
operation 

 

 
Do not proceed 

with the 
system of  
operation 

 

Yes 

Yes 

Yes 

No 

No 

No 



Manual  Issue Version 1 
Ref  Date May 2011 
Category  

 

Page 48 of 50 
 

                                                                                                         April 2011 48 

Annex S 
Signage – Water Distribution Hubs 

 
 

This Annex is currently in production with the HPS Resilience Team liaising with Herefordshire 
Highways, Welsh Water and West Mercia Police to produce the required information. 
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Annex T 
Signage – Bottled Water Distribution Sites 

 
 

The Resilience Team would request Amey’s Sign Shop to produce signage which will be 
funded by Welsh Water. 
 
The signs required will be for directions to the site(s), the purpose of the bottled water 
supply and any others as deemed necessary at the time. 
 
Signs directing responders or members of the public to specific sites need to be visible, 
easy to understand and appropriate to the site in question. 
 
Guidance for signage to Water Distribution Hubs and Bottled Water Distribution Sites are 
as follows: 
 
Water Distribution Hubs: 
 
As these sites are not designed for public access, signage should not obviously state 
2water” or similar in order to preclude members of the public attending these sites. 
 
Signage for these sites is for the benefit of delivery drivers, who may not be familiar to the 
area when bringing supplies into Herefordshire.   
 
As such, signs should be placed on the appropriate points on the local road network in 
consultation with the Highways Agency (Trunk Roads) and the Local Authority Highways 
(non-trunk road). 
 
Advice on the suitable font size/means of deployment can be obtained by contacting the 
Highways Agency or the Local Authority Highways.  Following procurement of suitable 
signage, the format will need to be communicated to the Delivery Drivers and others 
travelling to the Hub, so that they know why to look for. 
 
Bottled Water Distribution Sites: 
 
These sites are meant for the visiting public to visit and collect water from.  As such, these 
signs need to be clearly marked, preferably with an appropriate visual symbol (such as a 
water droplet).  It may be beneficial to provide space to write (with a marker pen or similar) 
opening horse and an arrow pointing to way to the site. 
 
Signs should be placed at suitable points on the local road network.  Advice on suitable 
font size/means of deployment can be obtained by contacting the Highways Agency or 
Local Authority Highways. 
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The sign design will be: 
 

 

 

WATER COLLECTION POINT 
 
OPEN:  (Space for opening hours) 
 
 

 
 
 
 

 


