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Agenda
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ÁOur Business Plan and 
Turnaround Plan

ÁWastewater update 

ÁWater outage

ÁFlooding in Hastings



Incidents affecting Hastings
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ÁFive wastewater bursts in Bulverhythe between 2021 and 2023

ÁBeach closure following a power outage in Bexhill in summer 2022

ÁTown centre flooding January 2023

ÁTown centre flooding October 2023

ÁWater outage May 2024

ÁHigh number of storm overflow (CSO) releases



And making 
progress*é.

* 6 monthly progress update Apr 
Sep 23



Some highlights from our plan for 2025-30é
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Ofwatôs Draft 

Determination of 

our business plan 

reduces this figure 

to £6.9 billion
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1. Reducing Storm Overflows from 2025-30

2. Tackling Illegal Connections in Old Roar Gill and Improving Water Quality

3. Repairing our Pipes in Bulverhythe and improving our Pumping Stations

4. Actions to Prevent Flooding in Hastings Town Centre 

Wastewater Update



Cleaner Rivers and Seas Plan for Hastings

7

Hastings Treatment Works

What causes storm overflows here:

Too much rainwater getting into the network

Average annual releases from site: 121

Estimated investment required: £41.4m

When work is planned to commence 
(subject to regulatory approval):

2025-2030

Solutions:
Sustainable drainage solutions in the 

community and increased & optimised storage 

capacity. We estimate we need to manage 

approximately 74 hectares of impermeable 

land in the area, by installing sustainable 

drainage systems (SuDS) (e.g. planting trees, 

installing raingardens, etc.). This may include 

the installation of at least 5726 household 

water butts and similar solutions for 

businesses and public buildings.



Old Roar Gill, Hastings and Illegal Connections
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In Hastings more widely we have found the highest numbers of illegally connected properties 

anywhere in the Southern Water Region. This did flow onto your beach, all year around:

Å 59 misconnected properties discharging the equivalent of an Olympic swimming pool per annum.

Å Comprising: 6 toilets, 30 kitchen sinks, 26 hand basins, 22 baths / showers, 31 washing machine

ÅOur Illegal Connections Team are focussed on improving the water quality in the Old Roar Gill. Whilst surface water was separated 
out as part of improvement works in 2012 by Southern Water there has continued to be high levels of pollution (ammonia) detected in the 

surface water. The team are currently pumping this into the sewers for treatment at the treatment works, to protect the environment. To 

correct this Southern Water has;

Å Scanned the sewers in the area to determine their condition, resulting in the following;

Å 315m of sewer being lined to stop sewage leaching into the surface water sewers and an additional 260m of lining was 
completed in the Madeira Drive / King Edward avenue where pipework was found to be in poor condition

Å 15 illegally connected properties were discovered (toilets connected directly into the surface water) and Southern has worked with 

the council and property owners to rectify these
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 Green pin: Folkington Gardens

Å Foul misconnection identified

Å Toilet, shower, hand basin and washing machine
Å Resolved by the homeowner

 Blue pin: Ghyllside Drive

Å 3 grey water misconnections identified

Å 2x kitchen, 2x washing machine

Å All 3 resolved by the homeowners

Å Main foul sewer in road lined ï approx. 200m

Å 11 of connecting sewers lined ï approx. 110m

Å Mitigation in place while investigations are ongoing

 Red pin: King Edward Avenue & Madeira Drive

Å 2 grey water misconnections identified

Å 2x bath, 2x hand basin

Å 575m of foul sewer lined

Å 315m in Madeira Drive

Å 260m in King Edward Avenue

Å Mitigation in place while investigations are ongoing

Tackling Illegal Connections in Hastings
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Repairing Our Assets in Hastings

Å Five bursts occurred between 2021 and 

October 2023 on the main, installed in the 

1990s conveying sewage through 

Bulverhythe from Cinque Ports Pumping 

Station. This caused flooding to the 

Bulverhythe Tower area and significant 

disruption and road closures. We have 

spent over £8m refurbishing an existing pipe 

to transfer flows, minimising road closures 

and excavations.

ÅSewage flows turned from current 800mm 

rising main sewer into new route and overland 

pipe in February 2024.

ÅNew route is c.75% complete and all in new 

pipework, which has been slip lined. 

Remaining 25% on temporary pipework 

pending access through the industrial estate, 

to minimise disruption, forecast for completion 

by end of 2024.

Å Following a significant failure in 2022 at one 

of our pumping stations in Hastings we have 

also undertaken over £4m of refurbishments 

at Galley Hill, Coombes and Rock A Nore 

pumping stations fitting new pumps, electrical 

upgrades and enhanced monitoring to predict 

failures before the occur.



Update on Flooding of the Town Centre ï Jan and Oct 2023
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¶ We have sealed the manhole in South Terrace.

¶ We have surveyed the outfall and surface water system around the Pelham outfall, which we adopted 

from Hastings Borough Council in 2022. We have rebuilt the outfall back to its original length.

¶ In completing the survey, we noted that some of the tidal flaps (these act as a barrier to prevent the tide 

flooding up towards the town) were damaged and needed to be re-hinged. The pumps which we placed on 

the seafront were to allow us to continue to pump flows out when the tide was high.

¶ This work was completed in May 2024 and the pumps were removed as the tidal flaps will now do their job. 

Now the system for conveying flows through the town centre is back operating as it was designed to 

by the original engineers

¶ We meet regularly with council and highways to get a good understanding of the extent and operation of 

the surface water system and have a study in process with independent engineers , due at the end of 

August 2024. This will form the basis of an action plan to protect the town and its central business 

district from the effects of climate change.



Water outage
May 2024
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Å Repairing known leak on 
the Darwell to Beauport 

main.
Å Refurbishment of Darwell 

pumps.

Å General maintenance 
improvements at Beauport 

Water supply works
Å New technology to identify 

leaks.

Å Pipe insertion under 
railway to protect Udimore / 
Rye area.

We have invested £5.3m since 2020, with a further 

~£2m to be invested to improve resilience in the short term

Since 2020 In 2024

Å Replacement of chemical 
dosing systems on both 

sites.
Å Improvements to both 

water supply works to meet 

new Water Quality 
Standards.

Å Eel screen installation
Å Improvements on key filters 

to improve water quality

Å New chlorination unit at 
Udimore.
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We understand we need to stop this 

from happening againé.

1. 

2. 

3. 

Å 3 options for raw 

water pipeline

Å Water supply works 

improvements 

Å Network connectivity 

and reservoirs



Timeline
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What Caused the Burst
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Á The length of main that burst on Thursday 2 May is concrete cast. 

This simply means it is encased by a layer of concrete. 

Á When the burst was found, there was visible water damage to the 

concrete shell. Theis will have allowed water to leak through to the 

main causing erosion of the pipe over time. 

1 2 3
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Our Responseé

Á At the time we thought 35,000 properties impacted, but most 

incident calculations show it was closer to 25,000 properties 

impacted.

Á >400 staff working on this incident.

Á Hand delivered 1m litres of water to our vulnerable 

customers, in which >9000 props were completed on Sunday.

Á 4 bottled water stations open throughout the incident.

Á 13m litres of water distributed to customers / tankered into 

our pipes.

Á Conquest hospital remained in supply for the entire incident.

Á >15 media briefings completed.

Á 600,000 text messages issued to customers.

Á Part of Local Resilience Forums (LRFs)
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How can we ensure we make water available to 

everyone and minimise the disruption this causes?

Á Currently operate large Bottled Water Stations but understand 

that this does not provide a broad enough service.

Á We're working with LRFs to identify sites that can be 

used as walk-in community hubs.

Á We are reviewing the use of temporary traffic control measures of 

how we can minimise disruption when Bottled Water Stations are 

used.

Á Continuing to increase our ability to deliver water to vulnerable 

customers, with increased support from a secondary supplier.

Á We've designed an App to autonomise the internal management 

of vulnerable customer data and track water deliveries.



Compensating customers 

Town centre flooding

Á £1.2 million paid to households and businesses

Á Additional support to customers who were not covered by insurance 
including temporary accommodation, food vouchers, utility bills and 

repairs to homes.

Bulverhythe burst sewer

Á£100k paid to beach hut owners

ÁCustomers supported with repairs & clean ups following internal/external 
flooding

Supply interruption

Á £360k paid to businesses

Á Additional support to businesses who were not covered by insurance

Á Goodwill community fund (more details on next slide)



Hastings and St Leonardôs Good Will Fund

Phase 1 ï £120K funding pot 
Selection of awards for local Festivals and events selected by:

Á suggestions by Hastings Town Centre Manager

Á input from Local councillors

Á suggestions by Hastings BC

Á email suggestions received by local community

Á conversations with local stakeholders

Á employee steering group made up of employees who live and work 
in Hastings.

Phase 2 - £500K funding pot 

Longer term grants to local groups and charities providing 
services in Hastings and St Leonards

Grants officer to lead a local stakeholder steering group to co-create 
and decide on criteria and selection of grant recipients.



Building trust

We know we have a long way to go to gain your trust. 

Steps we have taken include:

Á Regular quarterly meetings with the full council to discuss 
progress on wastewater infrastructure

Á Quarterly meetings with all Sussex council stakeholders to 
update on activity in the county

Á Your Water Matters customer drop-in events

Á Regular customer insight sessions to hear what matters to you



Q & A
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Appendices
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Incident in Beauport 

Supporting information
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CIM2284 ï Beauport 

13th May 2024 

Slides 2 ï 6 Incident Timeline

Slide 8 DMA Impact Timeline

Slide 10 ï 19 Customer Communications

Slide 21 Alternative Water

Slide 23 ï 24 Lessons Learnt



Incident Timeline 
Critical Points 
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Day 1 (02/05)
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Strategic main between 
Darwell reservoir and 

Beauport WSW burst.

03:45

Incident was registered 
on CIM as Level 3 

Incident

07:03

1st Incident Call. 

26,855 identified 
properties

08:00

Escalated to Level 4 
Incident

08:15  

PSR & Key Customer 
Deliveries Requested

09:30  

2 Bottled Water 
Stations Approved 

10:00 

DEFRA & LRF Notified 
with requests for TCG

12:00 

1st TCG Held Major 
Incident Requested. 

Permission request for 
3rd Bottled Water 

Station

14:00  

Leak Located

15:00  

2 Bottled Water 
Stations Open

17:00 

2nd TCG Major Incident 
Declared

18:00  

3rd Bottled Water 
Station Opens

19:00 

26,855
Properties 

lost

Communications

Bottled Water Station 

Locations & Opened

17:30 

Communications 
around likely loss of 

supply & PSR

16:35 
Communications burst 

location & Bottled 
Water Station Times

16:35 



Day 2 (03/05)
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A full detailed timeline can be found in: Timeline Hastings.docx (sharepoint.com) 

Newgate 2 Reservoir 
Shut In

03:30

Over 50 Trees Cleared 
from the Burst 
Location. Dig 
Commences

06:00

Mutual Aid Requested 
for Clean Water Tanker

07:30

Schools Open due to 
Tanker Plan

08:30  

Newgate 1 Customers 
Loose Supply

10:00 

4th Bottled Water 
Station identified and 

approved for use

14:00  

Tanker Plan amended 
for when Schools Close

15:00  

Repair on burst main 
begins 

20:00  

Bottled Water Stations 
Close

21:00 

31,793
Properties 

lost

Update on burst 
location, confirming 

likelihood of weekend 
impact

07:30  

Image of excavation, 
confirming 4th Bottled 

Water Station scope

19:00 

https://southernwater.sharepoint.com/:w:/r/sites/msteams_f6cc08/_layouts/15/Doc.aspx?sourcedoc=%7B2FCD11DC-E0D9-45FF-BA91-AF530658A0CF%7D&file=Timeline%20Hastings.docx&action=default&mobileredirect=true


Day 3, 4 & 5 (04/05 ï 06/05)
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A full detailed timeline can be found in: Timeline Hastings.docx (sharepoint.com) 

Repair complete & 
recharge started

07:00

Bottled Water Stations 
Open

08:00

Tanker Plan focused on 
&5 Ż´

BA11,BA14,BA36

09:00

Beauport WSW 
Restarted

23:30  

Baldslow WSR starting 
to fill 

23:45  

Reliable flow at 
Beauport WSW

07:30  

4 Bottled Water 
Stations Open

08:00

Tanker re-positioned to 
protect Conquest 

Hospital

09:00  

Baldslow WSR Outlet 
Opened

10:30 

# &5 Ż´ ?Ä°°ӃÉ
begins to return

06/05  

PSR continues reaching 
~9450 properties

08:00  

# &5 Ż´ *ÄӃӃ ´Ä°°ӃÉ
returns

19:00 

26,191
Properties 
Returned

Repair communicated & 
Bottled Water Stations 

Open

08:30

Confirmed repair and 
recharging

19:10

Water Quality next 
steps & Bottled Water 

Delivery 
communication

22:10

Communications 
around gradual supply 

returning

14:25

Confirmation of supply 
returning in certain 

areas 

22:00

Discoloration & areas 
remaining out of supply 

communicated 

09:10

Impact update

13:45

https://southernwater.sharepoint.com/:w:/r/sites/msteams_f6cc08/_layouts/15/Doc.aspx?sourcedoc=%7B2FCD11DC-E0D9-45FF-BA91-AF530658A0CF%7D&file=Timeline%20Hastings.docx&action=default&mobileredirect=true


Day 6 & 7 (07/05 ï 08/05)
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A full detailed timeline can be found in: Timeline Hastings.docx (sharepoint.com) 

3 Bottled Water 
Stations Open

08:00

PSR Delivers 
completed for impacted 

&5 Ż´ ­«ӃÉ

08:30

Tankers utilised to 
support FA01,03,11,17

08:30

* &5 Ż´ ?Ä°°ӃÉ
begins to return

10:15

Tesco Bottled Water 
Station Closed

12:00

Pelham Place Bottled 
Water Station Open

12:00 

Decision to continue 
PSR deliveries to 

 ª°JNºXT &5 Ż´

13:00 

Mutual Aid and 
contractor tankers 
stood down. SW 
Tankers Remain

15:30 

Supply Returns apart 
from minor leak

15:53 

Incident stood down

08:00  

3 SW Tankers remain 
to support recovery

08:00  

TCG Closed. 

Major Incident Status 
rescinded

10:00 

25
Properties 

lost

Low pressure concerns 
communicated and 
remaining supply 

returning

09:20

Communications 
around additional 
support / advice

18:00

Communications 
around additional 

tanker support on-
going

15:00  

https://southernwater.sharepoint.com/:w:/r/sites/msteams_f6cc08/_layouts/15/Doc.aspx?sourcedoc=%7B2FCD11DC-E0D9-45FF-BA91-AF530658A0CF%7D&file=Timeline%20Hastings.docx&action=default&mobileredirect=true


DMA Impact Details
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DMA Impact Timeline
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DMA Property Count Water Off Water On
BA08 539 02/05/2024 15:00 07/05/2024 03:00
BA07A 2,139 02/05/2024 17:00 06/05/2024 03:00
BA09A 2,385 02/05/2024 17:00 06/05/2024 07:15
BA25 842 02/05/2024 17:00 07/05/2024 00:15
BA36 580 02/05/2024 17:00 06/05/2024 01:30
BA41 60 02/05/2024 17:00 04/05/2024 03:30
BA05 Outlet 1,383 02/05/2024 18:30 05/05/2024 11:45
NG03 143 02/05/2024 23:00 07/05/2024 00:45
NG02 3,197 03/05/2024 00:00 06/05/2024 21:15
NG01 1,595 03/05/2024 19:0006/05/2024 00:15
BA06 1,316 02/05/2024 00:00 05/05/2024 23:00
BA01 Inlet 403 02/05/2024 18:15 06/05/2024 04:00
BA16 140 02/05/2024 18:15 05/05/2024 13:30
BA14 3,772 02/05/2024 18:30 05/05/2024 12:00
BA12 539 02/05/2024 18:30 05/05/2024 20:00
BA13 PRV 1392 Inlet 1,717 02/05/2024 18:30 05/05/2024 01:00
MZ02 4,672 02/05/2024 18:30 05/05/2024 17:00
MZ01 980 02/05/2024 19:30 05/05/2024 18:00
BA01 Outlet 403 02/05/2024 19:45 05/05/2024 22:45
MZ03 1,986 02/05/2024 20:00 05/05/2024 12:30

DMA Property Count Water Off Water On

BA32 PRV BA3291 1,221 03/05/2024 05:30 06/05/2024 00:30

BA11B 525 03/05/2024 06:45 03/05/2024 18:30

BA13 PRV 1392 Outlet 1,717 03/05/2024 07:15 04/05/2024 02:15

BA13 PRV 1392 Outlet 1,717 04/05/2024 08:00 04/05/2024 22:45

BA11B 525 04/05/2024 09:45 04/05/2024 13:00

BA02 Outlet 399 04/05/2024 12:00 05/05/2024 11:00

BA15 170 04/05/2024 17:15 06/05/2024 13:00

BA20 640 04/05/2024 17:30 06/05/2024 11:30

BA18 285 04/05/2024 17:45 06/05/2024 11:15

BA02 Inlet 399 04/05/2024 18:30 06/05/2024 12:00

BA13 PRV 1392 Outlet 1,717 04/05/2024 20:30 05/05/2024 10:30

BA32 PRV BA3291 1,221 05/05/2024 06:00 05/05/2024 23:00

FA03 GRAVITY 737 05/05/2024 15:30 07/05/2024 02:15

FA01 Gravity 1,398 05/05/2024 15:45 07/05/2024 11:15

FA03 PRV 737 05/05/2024 16:15 07/05/2024 10:30

FA17 152 05/05/2024 16:30 07/05/2023 10:15
FA11 92 05/05/2024 21:45 07/05/2024 02:00

FA01 PRV 1,398 05/05/2024 21:45 07/05/2024 01:45

FA03 GRAVITY 737 07/05/2024 04:15 08/05/2024 01:00

BA25B 842 06/05/2024 04:15 06/05/2024 11:15

NG03 143 07/05/2024 00:45 07/05/2024 12:30

Original Data Source: Property Timings and Count.xlsx (sharepoint.com)

https://southernwater.sharepoint.com/:x:/r/sites/msteams_f6cc08/_layouts/15/Doc.aspx?sourcedoc=%7BC3145E63-DD8F-40A7-861A-6961E84B9A2A%7D&file=Property%20Timings%20and%20Count.xlsx&action=default&mobileredirect=true


Customer & Stakeholder 

Communications
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Communication and stakeholder engagement 
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ÁComms and stakeholder were involved in all incident calls throughout the 
incident to ensure we had latest info to inform our comms

Á Internal messages went out on BWS need but limited sign up

ÁAim for regular drumbeat of info (every 2 hours) with good visuals; this was 
impacted by need for accurate info and sign off by incident lead

Á29 web updates published throughout the incident ï messaging focused on 
regularly updates on BWS, repair progress and updates on supply return 

ÁOnce web update in place then messaging pushed out to our socials and 
stakeholders 

ÁGood link up with customer team to ensure SMS messages were aligned 
with our updates

ÁStakeholders were kept up to date via email with additional calls/contact for 
particularly interested MPs/councillors



Communication and stakeholder engagement 
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ÁRegular calls with SWIG group (Sussex Warning & Informing Group ï 
comms people from council, police, NHS) ï they were then able to share our 
key updates

ÁExtensive media interest with 50 media enquiries ï both regional and 
national

ÁSome issues around photographer at incident site (incorrect PPE) and photo 
approval 

Á88 update posts over X (Twitter) and Facebook  

ÁFacebook engagement: 119,254

ÁFacebook Reach: 907,384

ÁX engagement: 29,982

ÁX Mentions: 2,300



Day one comms ï Thursday 2 May
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Day two comms ï Friday 3 May
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Day three comms ï Saturday 4 May
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Day four comms ï Sunday 5 May
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