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The role of the third sector in helping communities
in Cumbria recover from the November 2009 floods
Executive summary
Introduction
In November 2009, parts of Cumbria suffered extremely heavy rainfall on to saturated
ground, and the resulting flooding was unprecedented. Third sector organisations, both
local and national, played a significant role, not just in the immediate emergency response
to the flooding, but also in the long term recovery work within communities that followed.
The Big Lottery Fund Reaching Communities
programme worked with Cumbria CVS and the
third sector in Cumbria to create a project to
directly benefit Cumbrian communities affected
by the devastating floods. Cumbria CVS acted
as the lead organisation supported by Cumbria
Community Foundation (CCF), Active Cumbria,
Young Cumbria and Action with Communities in
Cumbria (ACT).
Honister Pass, November 2009, courtesy of Action

This research into the role of the third sector in
with Communities in Cumbria (ACT)
Cumbria flood recovery is part of a two year Big
Lottery Fund project to deliver Cumbria Flood Recovery and Community Resilience
programme.
Methodology

Stage 1 of this project reflected discussions that identified a need to illustrate the vital role
of third sector organisations in recovery, both in the immediate emergency response and
longer term recovery. The intention was to ensure lessons learnt are incorporated into
future planning by statutory agencies, third sector organisations and local communities.
A steering group was established to inform and direct the research with key third sector and
statutory partners:
Action with communities in Cumbria (ACT)
Active Cumbria
Age UK West Cumbria
British Red Cross
Cumbria Community Foundation (CCF)
Cumbria County Council
Cumbria CVS
Derwent & Solway Housing Association (Harvest Group)
Voluntary Sector North West (VSNW)
A questionnaire was sent to 128 third sector organisations and community groups
working within flood-affected communities. The questionnaire was split into two sections
and sought to establish the role of third sector respondents during the initial emergency
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response and into recovery, and the impact of the floods on third sector organisations.
The research received 58 completed questionnaires, a return rate of 45%. Three
organisations inputted into the research, without completing the questionnaire.
During stage 2 a series of focus groups met to discuss in detail emerging findings, lessons
learnt and to gather evidence directly from third sector organisations and the public on
their experience of third sector support. Four meetings were arranged in Workington,
Keswick, Ulverston and Cockermouth with the support of Age UK West Cumbria. A
separate focus group was arranged with young people in Cockermouth with the support of
Young Cumbria and Kirkgate Youth Theatre.
Following the focus groups it became apparent there was an additional need to take the
research findings to rural parishes that had been affected by flooding. A total of 25 rural
parish councils were written to and eight feedback sheets were received.
Running alongside the focus groups, we asked a number of people to complete personal
reflections. Individuals were chosen for their pivotal role in helping their communities in
flood recovery. Either through circumstance or accident they were placed in a position
where their experience and knowledge were needed to offer support, make decisions and
undertake tasks immediately without necessarily having time to plan and prepare.
The full report is available on Cumbria CVS website – www.cumbriacvs.org.uk,
Community Recovery Page.
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The first 12 months of recovery
Clear role for locally based third sector organisations
There was a clear role for third sector groups in helping their communities recover from the
impact of flooding in the first 12 months of recovery. Charitable status dictated services
provided, giving organisations a clear remit to engage within their communities during the
acute stage of the floods and into recovery. Third sector organisations that had a key role
were voluntary and community groups working in partnership with larger infra-structure
support organisations.
Emergency services provided
• Charities were heavily involved in the rescue effort. Organisations taking part in
the research - Cockermouth Mountain Rescue, British Red Cross and South Lakes
Search and Rescue - had an essential role in evacuating people from their homes
to a place of safety as the flood waters rose.
• During the initial hours before, and in the aftermath of the disaster volunteers from
Church groups, British Red Cross, Rotary, Soroptimists and Lions’ clubs, were
called upon to attend the emergency flood centres.
• They were the first to attend the emergency reception centres. The care and support
they were able to give as a first point of contact cannot be overlooked and must be
regarded as an essential role to inform future planning for unforeseen disasters. They
acted as a shoulder to cry on, doing whatever was within their power to help people
suddenly faced with the fact that their homes and belongings were under water.
• In effect they provided the personnel to support the emergency services and were
willing to take direction from the County Council, emergency services and larger
third sector organisations such as British Red Cross and Churches Together.
Supporting general well being
• During the first few days and weeks the third sector regularly attended the flood
emergency and recovery centres across the county, organised by the British Red
Cross, Churches Together and County Council. This support continued as long as
the recovery centres were open.
…’’I had the time to give up to listen to people and comfort them. I was lucky in that
I had just given up work so was able to undertake this work’’….
• Churches Together ensured all regular services were run, and where church venues
had been flooded, venues were shared. They maintained all their community
activities and supported events by churches, for example carol and Christmas
services that saw all churches coming together.
• With a grant from Cumbria Recovery Fund they initiated two projects which have
had a big impact on flood recovery in Cockermouth: The first is Street Angels
whose role it is to provide pastoral support and keep in contact with those who are
returning to their homes offering a listening ear and continuing to point them in the
direction of additional support. The second project is a flood office in Cockermouth
that continues to offer support and advice.
Practical help in recovery
• Closely connected to the emotional support households received, practical support
to enable households to return to their homes is also very important. This included
help with dealing with insurance and utility companies, physically helping them
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•

•

clean their homes and complete funding applications for assistance.
In the first few days following the floods, practical help and assistance given
by the third sector centred around the emergency reception and recovery
centres. Volunteers were from a multiple of local community based third sector
organisations, such as British Red Cross, Rotary, Lions, Churches Together,
Soroptimists, Women’s Institute and Womens Royal Voluntary Service (WRVS).
They helped to raise awareness of support that was available at the flood
emergency and recovery centres, and signpost people to agencies that would offer
advice on housing, utilities, health, mortgage payments, insurance and financial
assistance. They made soup, sandwiches, cups of tea and did the cleaning. Even
the RSPCA were involved, helping people who were temporarily unable to look after
their pets.
An important characteristic of the practical services offered by the third sector was
that they were not time limited and were available to flood affected communities for
as long as they were needed. Practices and approaches adopted in the first few
days continued throughout the following months until recovery centres closed and
the communities were able to access mainstream services from the statutory and
third sector.

Emphasis on partnership working
• The emphasis was firmly on partnership working with the statutory and private
sector. For example, the Bridge Café in Cockermouth was set up with the help of
the Police, Cumbria Churches Together, Cumbria County Council and Sir Robert
McAlpine. Christ Church, Cockermouth ran from Friday 20 in the morning just
giving out teas and coffees but it soon became the flood recovery centre via a
partnership with Cumbria County Council.
• Derwent and Solway Housing Association booked out the Sheep and Wool Centre,
Cockermouth to temporarily house evacuated tenants from the morning of 19
November. Inadvertently the centre became an additional emergency reception
centre due to the number of people turning up there.
• At the flood recovery centres Rotary, Lions and Church volunteers took direction
from the British Red Cross and Churches Together to meet requests from flooded
households for help with initial clean up of their homes.
• There was a willingness from the third sector to work alongside, and transfer
queries to, relevant partner agencies. Age UK worked in partnership with other
agencies to meet the needs of their older clients and Cumbria CVS accepted
volunteer referrals from Cumbria County Council in order to match volunteer
opportunities. Churches Together in Cockermouth made good use of their existing
networks and resources, both during the emergency to get support, and into
recovery by linking with Cockermouth Flood Action Plan.
• Third sector organisations attended both the local flood recovery partnership
meetings set up by Cumbria County Council and a separate third sector recovery
group established to co-ordinate the work of voluntary organisations on the ground.
• In many areas following the floods in 2009, Flood Action Groups were set up to
act as a credible flood warning to local residents, and they represented a practical
community-based communication group for statutory agencies, such as the
Environment Agency and United Utilities to work with.
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Funding
• Local third sector community groups, associated with larger networks, such
as Rotary, Lions and Soroptimists have the ability to access funds from wider
networks. These tended to be given out as small amounts ranging from £150 to
£250 to all households affected by flooding. In the first few weeks and months this
blanket approach to funding was welcomed.
• Funding came from a variety of events and collections to local charities such as the
Soroptimists, Rotary and Lions and into the Cumbrian Flood Recovery Fund.
• Cumbria Community Foundation was requested to manage the Cumbria Recovery
Fund by Gold Command. The fund was launched on Monday 21 November 2009.
Handling of donated goods
• Impact Furniture Service run by Impact Housing provided, stored and distributed
donated goods to people whose homes had been flooded. Working in partnership
with Workington Rotary, within two weeks of the disaster they had set up a separate
temporary project in Workington to receive and distribute donated goods. This
project continued into recovery for as long as was required.
• Clothing banks had a role in the first few days, but once donations of money and
new items started to be received and distributed, the amount of second hand goods
and clothes became a challenge to deal with. Christ Church reported every day
having bags of second hand clothes left on their doorsteps which had to be stored,
sorted and distributed to flood emergency and resource centers. This also applied
to unwanted new goods.
Data Protection
• A significant barrier to partnership working between the voluntary and the statutory
sectors has been the handling and processing of personal data. Frustration was
aired as regards the recording of household information and not passing this
information on to local charities and local Flood Action Groups.
• In the early days there was confusion as to whether this information could be
passed on. The level of information needed was simply name, address, household
type and temporary contact information. In Keswick, Lions and Rotary pulled
their own list together based on local knowledge and households replying to a
newspaper advertisement for help.
• Confusion around data protection hampered the efforts by the third sector to provide
services to all households in the initial days and weeks, until they had undertaken
work to duplicate registration already being undertaken at the flood emergency and
recovery centres.
Co-ordinating resources
• Co-ordination and management of volunteers is one area where there could have
been improved co-ordination between volunteer agencies. Organisations were
inundated with volunteers and groups turning up to offer help. The British Red
Cross dealt with offers of help (volunteers and resources) made to Cumbria County
Council. Cumbria CVS was contacted by Cumbria County Council to help place
volunteers but the nature of the volunteering was localised to affected communities.
• Churches Together in Cockermouth reported by Friday 20 November they had
facilitated 250 voluntary offers of help. 150 of these were people providing warm
food and comfort in the emergency reception centres in Christ Church Rooms on
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South Street Cockermouth and Lorton Street Methodist Church. They liaised with
Kirkgate Centre, Cockermouth, who also had a list of volunteers and were directing
them to ensure efforts did not overlap.
Support after the first anniversary
The third sector continues to help communities recover
The role of the third sector in helping communities recover continued after the first
anniversary. Larger third sector support organisations and voluntary and community
groups still had an important role in accessing funding to enable them to continue to
provide services that were still needed. Third sector organisations also accessed funding
to develop extra services and resilience planning to support communities longer-term.
Supporting general well being
• Age UK continued to work with older households affected by the flooding to ensure
they were supported in returning to normality. Big Lottery Fund funding has enabled
them to continue to work with older people affected by flooding for three years
within Derwent and Greta Communities.
• Respondents to the research noted concern that some friends and neighbours have
not recovered, becoming withdrawn and nervous when it rains heavily. There is an
anxious feeling in the community, with people continually checking river levels and
drains.
• Volunteers reported that the flooding and dealing with households experiencing
trauma has had an impact on volunteers. Employers and third sector organisations
that rely on this volunteering capacity should recognise this and put in measures to
support staff and volunteer welfare.
• It was felt these community members and volunteers would not access formal
support services due to a fear of being labelled as ‘needing help’. Informal support
that has a light hearted element to it was more successful, and alternative therapy
evenings (aromatherapy and Indian head massages) were cited as good examples.
Practical help in recovery
• Flood Action Groups have been proactive in working with statutory agencies to
provide practical measures to improve resilience to flooding. These included
creating opportunities to develop new areas of work such as emergency planning
and flood mitigation with a more ‘hands on’ community approach.
• Cockermouth and Keswick Flood Action Groups felt they had gained improved
professional standing with the statutory sector which has made them more
influential at a community level. Flood Warden Schemes have been developed
and campaigning and negotiation has resulted in flood defences being built in a
relatively short period of time.
Funding
• Cumbria Community Foundation reported that some organisations returned to them
on more than one occasion to request funding to extend the service as need was
9

•

still high.
The Big Lottery Fund has played an important role in funding capacity building
within the voluntary and community sector as well as in continuation of support
services. A partnership of organisations that provide infrastructure support to
third sector organisations is being supported for two years to help voluntary and
community groups recover from flooding. This has seen community sports and
social clubs restored; continuation of services provided to young people and,
community groups empowered with resilience planning, funding, business planning
and governance advice.

Partnership working
• Flood Action Groups (FAGs) since the November 2009 foods have increased
in number as communities began to consider how they could work together to
reduce flood risk within their homes. A total of ten community flood action groups
have become involved in the research. These groups have been pivotal in pulling
the community together to enable effective liaison between the community and
statutory, third sector and private businesses.
• Flood Action Groups have become proactive in reporting back to the community
and encouraging feedback on the improvement work underway. Approaches to
ensure they are accurately representing community views include public forums,
social events, newsletters, reporting back to the parish or town council, circulating
with parish magazines.
• Flood Action Groups in Cumbria are beginning to work in partnership with other
areas, to share common concerns and call for action. Cockermouth and Keswick
Flood Action Groups, joined forces with Morpeth Flood Action Group, with the
support of Cumbria CVS, Impact Housing and the Environment Agency. The
Northern Flood Action Group held its first conference in May 2011 to discuss key
issues affecting communities in recovery.
Impact on the third sector
• Third sector organisations felt they were in a better position than before the flooding
due to improved partnership working and improved public profile. These two factors
had a clear knock on effect to other factors such as the ability of the organisations
to access extra funding and arrange new activities with increased staffing resources
or becoming involved in new areas of work.
• Services provided during the floods had had little impact on funding to larger
third sector organisations. Although funding may have increased during recovery
enabling them to undertake more tasks to meet higher need, once the need was
reduced they were able to return to normal levels of service.
• Some organisations, in receipt of additional funding were able to extend and
enhance the services they were able to provide.
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Recommendations to maximise the effectiveness of the third sector in helping
Cumbrian communities in flood recovery
Support for flood action groups in towns and rural parishes

1.

•

•

•

Where a flood action group has been established as a practical tool for statutory
agencies to work within communities, these groups should be supported and
empowered to undertake their assumed duties. Support should include guidance on
governance, business planning and funding.
Clarity is needed as to whether flood action groups are achieving this overall
purpose to act as a practical tool for external agencies to engage with, and if in
doing so they are representing the needs of the wider community.
It is important to ensure rural parishes are treated equally to larger communities and
given opportunities to ensure their environment is protected. Parishes could form
satellite groups connected to the main flood action groups, a natural cluster of rural
parishes or as stand alone groups.
Communication

2.

•

•
•

•
•

Information regarding the available statutory and third sector services should be
simplified. County Council flood bulletin and e-newsletters are an effective approach
to promoting statutory and third sector services. These should be kept up to date.
Local newspapers should be used to pass on information regarding services
particularly in the first few days following an emergency.
In the event of an emergency, (acute and recovery phase), local authorities should
continue to ensure nominated Public Service Information Points (PSIP) are set up
within their areas and promoted widely.
Notice boards for neighbours and friends should be established at flood recovery
centres to enable people to leave messages.
A community text messaging service should be established to connect households,
and to advise on new flood bulletins and ways that other, complementary
information can be sourced. Neighbourhood Watch has similar communication
system, ‘Voice Connect’ that goes out regularly.
Leadership and accountability

3.

•

•
•

Protocols should be developed to clearly define lines of accountability and
leadership to staff reception centres, during the acute stage and at the recovery
centres. Guidance for this protocol is already in existence as part of Cumbria
Emergency Assistance Centre plan, prepared by Cumbria County Council.
Although this guidance refers to the acute stage of an emergency it clearly has a
role in defining responsibilities as recovery begins.
The third (voluntary and community) sector needs to work to develop a stronger
presence in strategic planning for community recovery at a County Level.
Churches Together’s list of venues with facilities and key holders should be
incorporated into local emergency plans.
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Co-ordination of volunteers and offers of help

4.

•

•

•
•

•

•

Third sector organisations should co-ordinate themselves to systematically pick up
and deploy all voluntary offers of help. This should be facilitated at a local level and
designed to capture medium and long term voluntary support available in addition to
short term emergency support.
Within flood recovery and reception centres there should be a desk that records all
offers and all requests for help, with one organisation taking responsibility for this.
As communities progress further into recovery these offers could be taken up.
Two free phone telephone lines should be arranged to capture donated goods and
donated services and voluntary help.
A lead organisation should take responsibility for co-ordination of volunteers at a
local or county wide level; this responsibility should be recognised in the Cumbria
emergency and recovery structure.
A system for collecting, storing and distributing donated goods by Impact Housing
should be recognised as an essential service. This system should be agreed and
documented so that it can be repeated in the future.
Welfare support for volunteers should be considered by third sector organisations
that rely on volunteering capacity. The immediate nature of having to deal with
households undergoing trauma can be a challenging experience for even the most
experienced volunteers.
Data protection

5.

•

•

Clarity is required on data protection during an emergency situation, allowing for
recognition that the level of data required by third sector organisations to distribute
services is limited to contact details.
A database of personal details created, given voluntarily, of anyone who wishes to
register with it should be created to ensure anyone at risk will receive support.
Funding

6.

•

•
•

•

Blanket emergency funding should be viewed as necessary to support households
in the first few days of recovery. There should be consistency in how this is applied,
with households receiving equal levels of funding in all areas that have experienced
the emergency.
Means tested funding should be readily available in the short, medium and long
term.
Flood Action Groups or other representative community groups should be kept
informed regarding:
1. the level of funding received across their communities
2. justification of spend, and
3. how the funds will be spent
A protocol to encourage the sharing of information on spend should be developed
across all third sector organisation that receive donations via national or county
wide networks.
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Community well being

7.

•

•

•

•

•

•

Households living in areas that have been or are likely to be flooded, need to take
some degree of personal responsibility. By registering to receive Environment
Agency flood warnings they will be aware of the likely risks and changing weather
patterns in their local area.
There should be recognition of the importance of the third sector in providing
emotional support and practical help throughout recovery. Associated with this is
a need to acknowledge that a community will never return to absolute normality
following such an emergency, and to strive for such is unnecessary.
Communities continue to experience trauma long after an emergency event.
Mainstream support services provided by statutory and third sector organisations
should to be aware of this, and tailor support services accordingly.
Informal on-going community support should be encouraged to help people who do
not access formal support. Churches Together Street Angels provide an informal
support service that is ongoing and closely connected to the flood advice centre.
This system should be agreed and documented so that it can be repeated in the
future.
Media attention should be controlled to ensure a balance between promoting the
damage to ensure access to funding and the intrusiveness of this kind of attention
and how it can affect people.
Local knowledge and views must be harnessed to help recovery.
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The role of the third sector in helping communities in
Cumbria recover from the November 2009 floods
Introduction
Cumbria CVS (Council for Voluntary Service) is an infrastructure organisation that
supports third sector groups throughout Cumbria. By third sector we mean voluntary and
community groups, faith groups, sports groups and social enterprises – in fact any nonstatutory group or organisation1. The voluntary and community sector is a vital and vibrant
part of civil society that deserves a strong voice and the best support, to inspire people to
make positive differences within their communities independently2.
In November 2009, parts of Cumbria suffered
extremely heavy rainfall on to saturated ground,
and the resulting flooding was unprecedented
with homes and businesses flooded and
infrastructure damaged. Third sector
organisations, both local and national, played
a significant role, not just in the immediate
emergency response to the flooding, but also in
the long term recovery work that followed
Honister Pass, November 2009 -

courtesy of Action with Communities in Cumbria (ACT)
The Big Lottery Fund Reaching Communities
programme worked with Cumbria CVS and
the third sector in Cumbria to create a project to directly benefit Cumbrian communities
affected by the devastating floods. Cumbria CVS acted as the lead organisation supported
by Cumbria Community Foundation (CCF), Active Cumbria, Young Cumbria and Action
with Communities in Cumbria (ACT).

The project arose from a need for partners, who provide infrastructure support to third
sector organisations in Cumbria, to work together strategically and secure resources to
help voluntary and community groups recover from flooding, leaving them stronger and
more resilient when disasters occur.
This research into the role of the third sector in Cumbria flood recovery is part of a two
year Big Lottery Fund project to deliver Cumbria Flood Recovery and Community
Resilience programme. Total funding across all organisations equates to just short of
£500,000.
Within Cumbria CVS the funding is being used to employ three part-time officers. Two posts
are Development Officers based within South and North Cumbria. They are working with third
sector organisations in flood-affected areas in order to build their capacity. The final post is a
Research/Partnership Officer undertaking research to establish and raise awareness of the
importance of the third sector in helping communities recover from the November 2009 floods.
1. Support offered helps organisations build their capacity and includes: funding advice, human resources, financial
services, information and communications technology, business planning, governance, training and workforce
development and support for people who volunteer and organisations who manage volunteers.
2. National Council for Voluntary Organisations ‘giving voice and support to civil society’ www.ncvo-vol.org.uk
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At this point Cumbria CVS and partner third sector organisations would like to thank the
Big Lottery Fund for providing funding to help communities in Cumbria recover from the
November 2009 floods.
Literature review
A report by the Met Office entitled ‘’Cumbrian floods November 2009 - a look back’’, states
that the Lake District was the worst hit area in the North West, experiencing prolonged
heavy rainfall from the evening of Wednesday 18 November through to the early morning
on Friday 20 November, the wettest 24 hours on record. An advisory warning of severe
weather was issued for Thursday 19 November. In addition high river flows and flooding
problems were made worse by already saturated ground. There was severe travel
disruption on both roads and railways. Several bridges collapsed and others were closed3.
Across Cumbria 2,239 properties were flooded. 80% were people’s homes, 20% were
shops and businesses. Allerdale was hardest hit with 1,721 properties flooded (77% of the
total), followed by South Lakeland with 402 flooded properties, Eden with 79, Copeland
with 22 and Carlisle 15. In Cumbria, Cockermouth was the worst affected town where the
depths of floodwaters reached 2.5 metres, resulting in 691 homes and 226 businesses
flooded4.
One view of the ‘Big Society’ is that it is what happens whenever people work together
for the common good, achieving collective goals in ways which are more diverse, more
local and more personal5. Following the floods, the Big Society of Cumbria moved into
the forefront, with family, friends, neighbours and the voluntary sector working towards a
common goal to get their towns and villages recovered from the devastation left behind.
"To overcome and thrive in the challenges our county throws at us, we have developed a
strong sense of community – built on steely self sufficiency and a readiness to help those
in need."
Jim Buchanan, Leader Cumbria County Council to March 20104
Cumbria has been largely successful in bouncing back from the floods thanks to
the combined efforts of the public and private sectors, voluntary organisations and
communities themselves. The multi- agency response to the floods which hit the county
on 19 November 2009 has been a massive operation resulting in significant progress in not
only restoring affected areas back to normal, but also making improvements to the
county’s infrastructure and future resilience6.

3

Met Office, Cumbrian floods November 2009 – a look back,
http://www.metoffice.gov.uk/about-us/who/how/case-studies/cumbria-floods
Met Office, Heavy rain and gales 18-20 November 2009,
http://www.metoffice.gov.uk/corporate/pressoffice/2009/ht20091123.html

4

After the flood…the case for Cumbria, February 2010, Cumbria County Council www.cumbria.gov.uk)

5

HM Government, Decentralisation and the Localism Bill: an essential guide, Department for Communities and Local
Government, December 2010, www.communities.gov.uk/localgovernment/decentralisation/localismbill/
Cumbria Resilience – Cumbrian floods November 2009 – Learning from experience – Recovery phase de-brief
report – April 2011 – Marie Fallon, Corporate Director Environment Cumbria County Council, Chair Recovery
Co-ordinating Group. http://www.cumbria.gov.uk/eLibrary/Content/Internet/533/561/4066711109.pdf
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Cumbria County Council led on the infrastructure recovery and the district councils led on
the community recovery in their areas6. There is little doubt that the responding agencies
fulfilled their roles and responsibilities extremely well during the emergency phase of the
Cumbrian floods.
In recovery, the way in which communities in Cumbria rallied round to help each other and
volunteers quickly offered their support in times of need was extraordinary. The floods
placed enormous demand on public and voluntary agencies, stretching resources and
creating significant budget pressures. Flood support centres were established in Keswick,
Cockermouth, Workington and Ulverston. These were set up immediately after the floods
by a range of public sector and voluntary agencies, including the British Red Cross and
Churches Together. They provided a range of support and advice to people affected by the
floods. Then operations moved to the flood recovery centres and ran for as long as they
were needed, providing essential support, information and advice.
The Department for Communities and Local Government provided £1m in Community
Recovery Grants. These funds were intended to help families and individuals in
hardship, and were allocated to district councils in proportion to the number of floodaffected premises in each. Cumbria Community Foundation managed the Cumbria Flood
Recovery fund, set up in the immediate aftermath of the floods. By February 2010 it had
raised £2m and grants were paid out to individuals, communities, and businesses in need.
The fund has also been used to help voluntary groups who suffered extensive losses
during the rescue and recovery effort4.
"The contribution of third sector agencies through the floods has been exemplary and
reflects the strength of the sector in Cumbria."4
Cumbria Resilience Unit published a recovery phase de-brief report in April 2011, called
“Cumbria floods November 2009, Learning from experience”6 which concluded there was
little evidence of the statutory agencies commissioning the third sector to work on their
behalf. The sector worked independently in an organised way, getting on with doing work
they thought or knew would be useful. A third sector recovery group was established to
co-ordinate the work of voluntary agencies ‘in the absence of strong co-ordination on the
ground’6.
For households and communities affected by flooding, the journey of recovery continues
long after the rain and flood waters have gone. "It is an experience marked in part by
coming to terms with the impact of the flood event itself’’ and "the struggle of rebuilding
social and physical fabric of homes and communities, that the impact is most felt"7. The
third sector - voluntary and community groups - have been pivotal in working within their
communities during this journey and without their involvement the largely successful
‘bounce back’ of Cumbria would not have been as remarkable.

7

Whittle et al. (2010) After the Rain – learning the lessons from flood recovery in Hull, final project report for ‘Flood,
Vulnerability and Urban Resilience: a real-time study of local recovery following the floods of June 2007 in Hull’,
Lancaster University, Lancaster UK. www.lec.lancs.ac.uk/.../Hull%20Floods%20Project/HFP_%20outputs.php
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Methodology
Stage 1 of this project reflected discussions that identified a need to illustrate the vital role
of third sector organisations in recovery, both in the immediate emergency response and
longer term recovery. The intention was to ensure lessons learnt are incorporated into
future planning by statutory agencies, third sector organisations and local communities.
A steering group was established to inform and direct the research with key third sector
and statutory partners:
Action with Communities in Cumbria (ACT)
Active Cumbria
Age UK West Cumbria
British Red Cross
Cumbria Community Foundation (CCF)
Cumbria County Council
Cumbria CVS
Derwent & Solway Housing Association (Harvest Group)
Voluntary Sector North West (VSNW)
A questionnaire was sent to 128 third sector organisations and community groups working
within flood-affected communities. The questionnaire was split into two sections. Section
1 sought to establish the role of third sector respondents during the initial emergency
response and into recovery. Section 2 sought to establish the impact of the floods on third
sector organisations. A copy of the questionnaire is available in Appendix 1 at the back of
this report.
Questionnaires were completed independently, in person or over the phone. Not all
respondents answered all questions, leaving blank sections of the questionnaire that they
did not feel applied to them.
The research received 58 completed questionnaires, a return rate of 45%. Three
organisations inputted into the research, without completing the questionnaire. Eight
organisations responded to advise they did not feel the research was relevant to them.
Repeated attempts were made to involve the remaining 46% of contacts.
Table 1 overleaf breaks down geographical coverage of respondents to the questionnaire.
Three respondents worked across two district authorities, Carlisle and Eden or West
Cumbria, which accounts for the slight variation in figures for questionnaires returned and
geographical spread. A full list of organisations that inputted into the findings can be found
in Appendix 2 at the back of this report.
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Table 1: Geographical coverage of completed questionnaires
Coverage

Number

National/Regional

2

Cumbria wide remit

18

Allerdale

25

Carlisle

1

Copeland

9

Eden

2

South Lakeland

4

Total

61

During stage 2 a series of focus groups met to discuss in detail emerging findings and
lessons learnt. The aim of the focus groups was to gather evidence directly from third
sector organisations and the public on their experience of third sector support and to
test out the emerging findings. Four meetings were arranged in Workington, Keswick,
Ulverston and Cockermouth. They were attended by individuals who had been affected
by flooding within the main town and neighbouring rural parishes, representatives from
the local Flood Action Group, parish councils, third sector organisations that had become
involved in recovery and Area Engagement Officers from Cumbria County Council. A
separate focus group was arranged with young people in Cockermouth with the support of
Young Cumbria and Kirkgate Youth Theatre.
Tenants of Derwent and Solway Housing Association and Copeland Homes were given
an opportunity to feed into the research findings and were contacted by letter with a short
feedback sheet. A total of 20 letters were sent out, with one being returned.
Following the focus groups it became apparent there was an additional need to take the
research findings to rural parishes that had been affected by flooding. A total of 25 rural
parish councils were written to and eight feedback sheets were received.
Running alongside the focus groups, we asked a number of people to complete personal
reflections. Individuals were chosen for their pivotal role in helping their communities in
flood recovery. Either through circumstance or accident they were placed in a position
where their experience and knowledge were needed to offer support, make decisions and
undertake tasks immediately without necessarily having time to plan and prepare. The
personal reflections are placed throughout the report.
•

The first personal reflection is from a Neighbourhood Development Officer with
Cumbria County Council and Cockermouth resident. The role became part of the
County Council’s frontline recovery staff and she was charged with helping the
community recover, pull partnerships and organisations together to work jointly.
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•

The second is from a Grants Development Officer, Cumbria Community Foundation,
who could never have imagined, when she agreed to become Acting Director of the
Foundation, the challenge that was to face her. This was recognised in 2010 when
she became Cumbrian Woman of the Year.

•

The third is from a local volunteer with Cockermouth Lions. Circumstance meant she
had time available to give due to retirement. She worked solely to help others under
the direction of the British Red Cross.

•

The fourth is from a resident of a traditional terrace of nine properties in Cockermouth.
She, along with her neighbours, found her property flooded and they worked together
to source funding to better protect their properties.

•

The final personal reflection considers the impact of flooding from a rural perspective
and is from a family who farm at St John’s in the Vale, near Keswick. Over the years
they have seen severe flooding and have slowly evolved farm practices to help their
business and environment cope with the impact.
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1.

The first 12 months of recovery

1.1

Clear role for locally based third sector organisations

1.1.1 The research sought to
establish the role of third sector
organisations within their
communities, as a result of
the floods, and in helping their
local area recover. In general,
respondents who have contributed
to the research feel the statutory
sector has recognised the
importance of the third sector in
helping communities recover from
the November 2009 floods.

Rescue boat Cockermouth High Street - courtesy of ACT

1.1.2 Three respondents provided emergency rescue services; Cockermouth Mountain
Rescue, British Red Cross and South Lakes Search and Rescue.
1.1.3 Twenty respondents felt their help and assistance was needed by communities
throughout the flooding and into recovery. These were locally based third sector
organisations that provided essential services: housing associations, Rotary, Lions,
Churches Together, Food Bank, Cumbria Community Foundation and the British
Red Cross.
1.1.4 The remaining thirty-six respondents felt their services became relevant to
households and communities when they were starting to recover and plan to move
back into their own homes. This group included larger third sector infrastructure
support organisations that had accessed funding to provide recovery support
services, for example; Cumbria Youth Alliance, Age UK, Resolve Mediation Service,
CADAS, Action with Communities in Cumbria, and Citizens Advice Bureau. It also
included Flood Action Groups, established after the flooding as a response to the
need to create a community group to liaise with statutory agencies.
1.1.5 The majority of third sector organisations helped all ages. Chart I details
organisations that provided services for specific age groups.
1.1.6 Organisations catering for specific age groups had clear charitable aims to do
so. For example, Young Cumbria sought to help young people aged between 16
and 24. Cockermouth Guides helped their members affected by flooding. Age
UK focussed on householders 60 years and older. Organisations that separately
picked out different age groups were residents’ associations and Flood Action
Groups who depicted the separate age groups they helped based on the age of the
main householder.

20

	
  

	
  

1.2

Prioritising services provided

1.2.1 The third sector was able to prioritise the services it provided and Chart 2 below
illustrates how this was achieved.
1.2.2 For the majority of organisations, their charitable status dictated the services
they were able to provide and gave them a clear remit to engage within their
communities following the disaster. For example, Rotary and Lions Clubs are there
to help the community and during the initial hours before and in the aftermath of the
disaster they were called upon to attend the emergency flood centres to provide the
personnel and support to the emergency, statutory and voluntary sectors. Cumbria
Community Foundation had previous experience of managing recovery funds
gained in the 2005 floods and was requested to manage the Cumbria Recovery
Fund by Gold Command.
1.2.3 A housing association’s primary aim is to make accommodation available and
affordable for all. Many are more than just landlords, and work to provide wider
economic and social public benefit. In Cumbria, two such landlords are Derwent
and Solway Housing Association (part of Harvest Group) and Impact Housing. This
philanthropic approach to their business activities resulted in both organisations
having a fundamental role in helping households recover from the floods.
1.2.4 Derwent and Solway Housing Association has around 3,000 homes in Allerdale, of
which 450 were flood affected. Of the tenants in flooded properties (which were in
areas requiring sandbags and other flood defence measures) 141 householders
were directly affected and had to leave their homes. Another 250 homes were
affected by the bridge collapse on Northside and suffered failure of infrastructure
services such as utility supplies.
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The flooding in 2009 had left a huge impact on my life. Following the flood I was moved
out of my home into a hotel. As I do not drive I had to spend most of the time in the
hotel, which was stressful. However, meals were provided and the accommodation was
satisfactory. I was not allowed to go back to my home for some time due to health and
safety. It was there I saw the devastation of the damage caused, some items were of
sentimental value and could not be replaced. Derwent and Solway Housing Association
supported me throughout this ordeal, working constantly to get me back home. The
caretakers helped move out the flooded items and provided transport to get me back
into my house following completion of works. On return I realised that I was not the only
one going through this turmoil and I was able to share my feelings with others in the
same situation. I had no influence on Flood Recovery Structure or Improving Systems,
as I had suffered a stroke prior to the floods and was limited to what I could do. What
has changed now is that I have developed my own action plan. Items of importance
are moved upstairs, ceramic tiles in the kitchen, and basic furniture downstairs.
Hopefully with the ongoing support of the third sector, Churches Together, Red Cross,
Clothing and Food Bank and many others, too numerous to mention, who supported
me I will survive if this ever happens again.
Nicolette Holmes, High Sand Lane, Cockermouth

Case study 1: Emergency and Recovery plans of Derwent and Solway Housing
Association
Experience gained following the Carlisle floods of 2005 resulted in Derwent and
Solway having an Emergency and Recovery Plan in place in 2009 to deal with critical
incidents or disasters (CID). The plan provides a process for each tier of management
to work through in the event of a disaster including duties of the Director on Call, out
of hours service provider and Operational Manager. The guidance includes a list to
be compiled of known and potential displaced residents which enables the landlord to
keep track of their whereabouts. Intelligence data is kept on vulnerable tenants as part
of the supported people programme, and customer support officers would be contacted
to provide further information on vulnerable households in need of extra support.
Derwent and Solway tenants not picked up initially were picked up at the recovery
centres and by Thursday 19 November they had a full list of displaced residents and
new contact details.
In West Cumbria they had been monitoring flood risk to their properties earlier in the
week and made a decision to sand-bag 450 properties at risk on 18 November. They
then undertook formal efforts to locate all tenants who were likely to be displaced to
ensure they had up to date information on their circumstances and contact details, and
booked out the Sheep and Wool Centre in Cockermouth for emergency evacuation.
This began on the morning of 19 November. Inadvertently the Sheep and Wool
Centre became an emergency centre additional to the designated St Josephs School,
Cockermouth, due to the number of people turning up from the wider community and
agencies and volunteers from the Red Cross, Rotary and Lions basing themselves
there.
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In the short term this gave them time to arrange emergency accommodation at the
Skiddaw Hotel in Keswick which was completely booked out. The Association paid for
the accommodation along with providing £20 per night towards evening meals. They
also re-commissioned a sheltered scheme at Derwent Close, Keswick. Asda provided
soft furnishings and small electrical items. As part of a larger group structure, Harvest
Housing, extra staff resources were readily available, given voluntarily, to support
tenants and the work that the organisations needed to get done quickly.
By Friday 20 November they were able to formally sit down as an organisation and
identify the scale of what was needed and approach insurance companies. In the long
term, they prioritised tenants wanting to return to their homes above those who wanted
to move elsewhere and the first tenants were back in their homes within 21 days of the
disaster. The final household was settled by the end of March 2010. Tenants without
insurance were helped to complete Cumbria Recovery Fund applications.
A community-based text messaging service was established to provide instant
information to tenants and the wider affected communities about the various support
services available. It also provided a way for the housing association to formally keep
in touch with residents. In addition, they secured 50 mobile phones from ASDA,
Vodafone and a private individual who helped pay for them. Extra calling credit was
provided direct by Vodafone and Orange. Phones given to elderly residents were
pre-programmed with emergency numbers and the Careline number. The phones
were also distributed to the wider community. For example, nine phones went to
Cockermouth Flood Recovery Centre for people to use when they were contacting their
insurance companies.
Overall, Derwent and Solway feel they managed the emergency well but there are
always lessons to be learnt. They felt they were lacking in personnel to physically
undertake tasks quickly and succinctly for example, removing belongings from houses,
distributing food parcels and placing sand bags. As a result the contracted-out grounds
maintenance has now come in-house which means that in the event of an emergency
they have 18 members of staff to call on for emergency tasks, and this is incorporated
in the emergency and recovery plans.
Wider community projects operated by Derwent and Solway Housing Association
include; Routes 2 Work helping disadvantaged residents into employment; Project ASIA
(Access to Services Information and Advice) concentrating on issues such as domestic
violence, hate crime, mental health and unemployment and digital inclusion; and,
DRAMA the debt rescue and money advice service which operates under the financial
inclusion and anti-poverty strategy for Cumbria.
www.harvesthousing.org.uk/.../90/derwent-and-solway.aspx

High Sand Lane, Cockermouth during the floods and after flood prevention work,
courtesy of Derwent and Solway Housing Association.

23

1.2.5 There was a willingness from the third sector to work alongside and transfer queries
to relevant partner agencies. Age UK worked in partnership with other agencies to
meet the needs of their older clients and Cumbria CVS accepted volunteer referrals
from Cumbria County Council in order to match them two volunteer opportunities.
Churches Together in Cockermouth made good use of their existing networks and
resources, both during the emergency to get support and into recovery by linking
with Cockermouth Flood Action Plan.
1.2.6 Available staffing and volunteer resources did affect the services provided and
where those services were to be prioritised. For example, Workington Rotary sent
members across to Cockermouth to help out in the flood emergency and recovery
centres.
1.2.7 Where respondents reported no formal approach being adopted to prioritise
services, this tended to be as a result of them being absorbed by larger third
sector organisations who were directing their work on the ground. This included
established flood action groups, Red Cross and Churches Together working at the
flood emergency and recovery centres. In essence demonstrating the flexibility of
the third sector on the ground to do whatever was needed.
"…third sector brought the common sense factor to proceedings…."
1.2.8 Other approaches adopted to prioritise services, arose from groups and
organisations using their networks and partnerships to clarify their roles. North
Lakes Foodbank in Cockermouth has clear charitable aims to give out emergency
food parcels to households in need. It had opened on the 2 November and flooded
on the 19. By 21 November they were up and running again. As a new third sector
organisation in Cockermouth, they were only just establishing their role in the
community and networks to work within.
1.2.9 Keswick Flood Action Group (KFAG) was first established by the community due to
an awareness of the risk of flooding following 2005. Since being established they
received support from Cumbria Resilience Unit and the Environment Agency to help
them develop and improve the service they could provide. Due to this initial work
they had some awareness of areas that would flood and households that would
need support. The group was in an evolving state when the floods happened and
suddenly they had an essential role.
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1.3

Prioritising communities to work within

Chart 3: Prioritising communities worked within?
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1.3.1 All third sector organisations working within communities throughout the emergency
and into recovery used a variety of approaches to ensure they were targeting areas
where their assistance was needed. Chart 3 above details approaches adopted to
ensure they were deploying resources where they were needed most.
"…at the time being flexible and responsive – doing what people needed and
were asking for…"
1.3.2 It is evident that through this flexibility and responsiveness the third sector were
able to bring immediate help to communities during the acute stage and into
recovery. This included providing personnel within the flood emergency and
flood recovery centres, and responding to calls made direct to organisations for
assistance.
1.3.3 In Keswick, the Lions and Rotary, connected to the Flood Action Group and on the
request of the emergency services, went knocking on doors in flood areas, both
before the waters rose and once they had abated, to warn people they needed to
go to the emergency centre, and check everyone was safe.
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1.4

Locating vulnerable households

Chart 4: Households at risk and vulnerable?
30
25
20
15
Emergency

10

Recovery

5
0
Normally pick Partnership Drop in advice Household
up
with relevant
centres
data flood
agencies
affected areas

No formal
approach

1.4.1 Adequate arrangements were put in place to ensure households at risk or
vulnerable were catered for by third sector support organisations. They were able
to use their existing client base and intelligence data on vulnerable households,
as part of the supporting people programme, to ensure all were safe and able to
receive the support they needed. This applied to organisations with a care remit,
for example, Age UK, Action for the Blind, West Cumbria Carers and Derwent and
Solway and Impact Housing Associations.
1.4.2 Chart 4 above illustrates how third sector organisations picked up households who
were at risk and vulnerable. The majority of organisations referred to in 1.20 would
normally pick these households up as part the charitable aims of their organisation
and with partnerships with other relevant support groups including the statutory
sector.
1.4.3 Identifying people at drop in centres or by knocking on doors were practical ways
in which the third sector was able to help to identify vulnerable households. It is
questionable whether these households, not already engaged with third sector
support organisations or referred to mainstream support services, would have been
picked up without the ceaseless work of volunteers from organisations such as
Churches Together, British Red Cross, Rotary and Lions.
1.4.4 Churches Together in Cockermouth provided pastoral support and were able to
make referrals weekly at the recovery meetings organised by Cumbria County
Council Community Unit (now Area Support Team for Allerdale). Working with the
County Council they also created ‘Street Angels’ in Cockermouth, a unique way of
providing tailored help and support to people returning to their homes. Teams of
local volunteers visit local residents in their area to find the best help and support if
they need it.
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1.4.5 Keswick Flood Action Group had tried to identify vulnerable households by age and
other circumstances, prior to the flooding, by using their own local knowledge and
by people registering voluntarily. Hours before the emergency evacuation, as the
flood waters hit Keswick, they had been asked by Fire and Rescue and the Police
to knock on doors to warn them of the need to leave their properties, to tell them
where the emergency centres were, and offer help such as moving furniture and
belongings upstairs or out of properties.
1.5

Bringing communities back together
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1.5.1 We asked respondents to consider how important they felt their work was in
bringing their communities back together during the emergency and into recovery.
Chart 5 above reflects the impact volunteers felt their work had made.
1.5.2 Based on questionnaires returned, during the emergency 31% of respondents felt
they had played a very important role in bringing their communities back together
and 16% felt they had a moderate impact. Variation could be down to modesty and
responses from organisations that were one step removed from the front line.
1.5.3 During the recovery phase 55% of respondents felt their role was very important
and 20% felt they had had a moderate impact in bringing the community back
together. Organisations which felt they had had no impact on bringing the
community back together were infra-structure support organisations for the third
sector such as Cumbria CVS Volunteer Network, and information networks such as
Action for Health and Cumbria Social Enterprise Partnership.
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1.6

Providing what was needed?
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1.6.1 In providing services to help communities affected by flooding, there should be
some kind of assessment to ensure that what is being provided is what is needed.
Chart 6 above illustrates approaches adopted by third sector organisations to
ensure this was happening.
1.6.2 Few organisations used information from user satisfaction surveys to inform the
work they undertook in the emergency and into recovery. Those organisations that
did had some prior knowledge of the services they would need to provide in the
immediate emergency response and recovery.
1.6.3 Neighbourhood Watch accessed funding to provide marking kits where belongings
were going into storage to discourage looting and to make it easier for people
to recover their property if stolen. In addition to their website, Neighbourhood
Watch encourages feedback via a number of means including surveys undertaken
on behalf of the Police and a messaging service that goes out regularly to
neighbourhood watch membership, ‘Voice Connect’. During recovery the remit of
local agents was to continue to provide Neighbourhood Watch at a community level
to reduce looting while the owners were unable to occupy their homes.
1.6.4 Derwent and Solway Housing Association had experience from the Carlisle Floods
in 2005 so had a degree of knowledge as to what would be required before, during
and after the flooding. They polled all affected tenants after they had returned to
their homes to see if anything could or should be done differently in future.
1.6.5 A number of organisations reported relying heavily on feedback from volunteers
and staff on the ground to direct or improve services they were able to offer. In
recovery Action for Blind, Age UK, ACT, Churches Together, Flood Action Groups,
Cockermouth Civic Trust and CADAS directed their services, based on client
interviews, to identify need and respond accordingly, responding to referrals
between partner organisations in terms of who was more suitable to provide
assistance and information sessions.
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1.6.6 Other examples given were either individually focussed on meeting immediate need
or were as a result of groups or organisations still finding their feet. For example,
Lions, Rotary and Churches Together responded to individuals’ requests and
requirements for assistance that came through the flood emergency and recovery
centres. Impact Housing Association worked in partnership with Workington
Rotary to distribute donated goods. This again was very much a client based
approach where people were provided with what was needed directly to their home,
temporary address or flood support centre.
1.6.7 Keswick Flood Action Group created Keswick Flood Recovery Group to focus their
efforts on services the community needed for recovery. Services were provided
by volunteers and professionals working together to understand the needs of those
affected. There was no formal arrangement to decide what was needed.
"…..from soup kitchens to transport arrangements…"
The flood recovery group held open public meetings that anyone could attend to let
the group know about the problems they were facing and ask for help.
1.7

Communicating services available
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1.7.1 The third sector had the ability during the emergency and into recovery to use a
variety of approaches to communicate services available which ranged from local
community networks, poster, leaflets and letters to websites, social networking sites,
Twitter and Facebook, and text messaging. Chart 7 above gives a snap shot of the
variety of approaches used by the third sector to communicate the help available.
1.7.2 Cumbria Community Foundation (CCF) is part of a national network of community
foundations that seek to support people and organisations wishing to invest in the
local community. CCF managed Cumbria Recovery Fund that received donations
to support flood affected communities and households. In order to promote
available funding they used a number of communication routes including local
information networks, buckets, poster and leaflets in places where people would
come for support, media articles in local and national papers, TV appearances,
website and social networking sites.
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1.7.3 For service groups, such as Churches Together, Rotary and Lions, local community
networks were an essential means to communicate what was available. In addition
Cumbria County Council convened weekly recovery meetings where all third sector
partners met to discuss support available.
1.7.4 The Lions and Rotary established links with the British Red Cross at the flood
emergency and recovery centres and this worked well for them, as it meant
individual support they could offer was communicated and expended.
1.7.5 Cumbria County Council (within a couple of days of the flood) produced an
e-bulletin, ‘Cumbria Flood Bulletin’ for each community (Cockermouth, Keswick,
Ulverston and Workington) which contained local information updates. These
were welcomed by all respondents to the questionnaire and attendees at the focus
groups and were viewed as a simple and effective way of providing updates and
communicating services available. Newsletters produced by Flood Action Groups
and temporary soups kitchens were also welcomed.
1.7.6 Local newspapers were widely used to pick up stories and place adverts for
assistance – West Cumberland Times and Star, Westmorland Gazette and Keswick
Reminder. Many respondents felt that in the first few days this was the avenue for
communication that most people would use.
1.7.7 Volunteers at the recovery centres felt inundated with leaflets promoting services
that were available. To absorb all this information and pass it onto affected
households was a challenge. In addition those affected by flooding were not
necessarily in a state of mind to sift through leaflets on services they could access.
1.7.8 People attending the flood recovery centre were concerned about neighbours,
friends and relatives and wanted to know if they were safe. Due to concerns over
data protection volunteers and staff felt unable to give out personal information. A
suggestion was made to have a notice board where people could post up a note
saying all was well and contact information at their own discretion.
1.7.9 CADAS Centre in Workington utilised staff, volunteers who work with current service
users, established communication networks to support families and neighbours, and
any other member of the general public.
1.7.10 Derwent and Solway Housing Association established a community based text
messaging service for tenants, which was opened up to the wider community with
the assistance of Cumbria County Council Community Unit. Residents could sign
up for alerts on services available and advice. This continued throughout recovery
and is on-going.
1.7.11 Third sector infrastructure support organisations provide communication and
signposting service for their members. For example Voluntary Sector North West,
Cumbria LINK and Action for Health use their websites and contact databases to
inform the wider voluntary sector within and outside Cumbria.
1.7.12 In many areas following the floods in 2009 Flood Action Groups were set up to
act as a credible flood warning to local residents and represented a practical
community based communication group for statutory agencies, such as the
Environment Agency and United Utilities to work with. It was difficult to gauge the
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level of empowerment some groups felt they had. Some were in need of funding
and support with governance and business planning skills, whereas others were
well advanced and organised.
1.7.13 In Ulverston the South Ulverston Flood Action Group was quickly established
following the floods to act as a forum to bring the community together to work with
statutory agencies. Two years on they have achieved their two main aims to get the
drains repaired and renewed, and secure funding to carry out surveys of people’s
homes to install flood protection equipment. Membership is dwindling but there
is still concern that the drains are not cleared regularly and a need to liaise with
statutory agencies. The case study below tells their story.

Case study 2: South Ulverston Flood Action Group – SUFLAG
Residents and agencies met immediately after the floods at a Town Council Meeting.
Residents were clear about the factors that caused the flooding, namely poor drainage.
Little of what was said by Agencies responsible for drainage helped those affected to
restore their confidence that things would improve.
SUFAG was established with the support of the Environment Agency through the
National Flood Forum in 2010 with two main aims:
1. To secure funding to carry out surveys to enable residents of the flooded area to
install flood protection equipment.
To date every property flooded will now shortly be provided with flood gates, NRV’s (to
stop flash flood sewage backflow), air brick covers, and where necessary pumps and
generators.
2. To work with agencies (Highways, Environment Agency, United Utilities, South
Lakeland District Council) to repair and improve the drainage infrastructure in South
Ulverston, the poor state of which was a primary cause of the flooding.
Drains have been repaired and renewed in the area. Improved drainage of flood water
from adjoining fields into the becks.
The group has made progress with agencies to resolve their concerns. As time has
passed the initial impetus for the group to work towards improvements has diminished
and the number of SUFLAG members has reduced. There have been no recent
meetings between the group and the agencies.
The drains have been cleaned and improved, but it is not apparent that they are
regularly cleaned. The river is still considerably silted, particularly between Fitz Bridge
and Low Mill Bridge.
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1.8

Links established and support given

1.8.1 We asked respondents about the links they had established and support they
received from organisations and community groups from both within and outside
of Cumbria. We asked them to define where the link and support applied to;
emergency, recovery and into the future. Table 2 overleaf summarises the wide
variety of networks and links established and the type of support given by the third
sector within and outside Cumbria.
1.8.2 In the space available on the questionnaire, it would be impossible for respondents
to include all the reasons why they engaged with these partners. However, the
table does illustrate the key partners and support received.
1.8.3 Links and support across all three stages (acute, recovery and future) tended to
be with organisations that had a clear remit to work within communities. There
is some overlap in the support that organisations gave, which could indicate
close partnership working. For example British Red Cross, Churches Together
in Cockermouth, Cumbria Community Foundation and Cumbria County Council
had similar roles in; encouraging partnership working, giving advice, fundraising,
signposting and managing flood recovery centres.
1.8.4 Voluntary community groups such as Rotary, Lions Round Table and Churches
Together established links throughout the acute stage, recovery and into the
future. Statutory sector organisations included Cumbria County Council, Cumbria
Resilience Unit and the Environment Agency.
1.8.5 Links established during the initial acute stage into recovery that have not continued
into the future include utility providers, for example British Telecom, United Utilities,
gas and electricity suppliers and statutory and third sector emergency rescue
services.
1.8.6 Links established during recovery and into the longer term appear to be with
larger third sector infrastructure and support organisations such as Citizens Advice
Bureau, ACT (Action with Communities in Cumbria) and Cumbria CVS.
1.8.7 One organisation was reported as having a link solely connected to the acute stage
and this was the Met office providing a local early warning system.
1.8.8 Organisations with solely a recovery link tended to have specific tasks attached
to the support they offered. For example, the BBC brought Songs of Praise to All
Saints Church in Cockermouth, National Rail provided support for visually impaired
passengers, Government Office NW arranged ministerial and VIP visits, Morpeth
Lions provided examples of funding application forms to Keswick Lions.
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Partnership working and signposting. Part of Big Lottery Fund bid. ACT drew
on good practice available through the national network of Rural Community
Councils, primarily Gloucestershire, to find out how they dealt with flood
recovery and community support

Action with Communities in Cumbria

BBC

Barnardo’s
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Brought Songs of Praise to All Saints Church in Cockermouth

Used as avenue to promote supply and distribution of donated goods

Supported and facilitated services avilable in the town. Supported work of
flood action and flood recovery groups. Referral though personal contact.
Statutory body for re-housing.

Supported work of flood action and flood recovery groups. Encouraged
partnership working. Organisation supported by Age UK in other areas of the
country via donations and fundraising activities.

Age UK West Cumbria

Allerdale Borough Council

Pupose of relationship

Organisation or community group

Table 2: Links established and support given
Acute

Recovery

Future

British Red Cross

Churches Together in Cockermouth
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Used premises as flood recovery centre and facilitated drop-in centres and
advice. Street Angels helped households throughout. Encouraged partnership
working to help those affected. Attended flood liaison meetings. Supported
work of flood action group. Used as avenue to promote supply and distribution
of donated goods. Received on-going messages of support. Concern about
organisations with their own agendas using the disaster to promote their beliefs.

Service providers

Assisted to set up and run emergency flood centres. Experience of flooding
in Morpeth. As people began to feel able to consider recovery and what
they needed they tended to approach the Red Cross. This included verifying
households in need of assistance. Directed work of third sector groups.
Distributed food vouchers provided by Cockermouth Food Bank. Facilitated help
and assistance available for individuals. Used as avenue to promote supply
and distribution of donated goods. Partnership work and attended flood liaison
meetings run by the County Council. Supported work of flood action and flood
recovery groups. Charity was supported by other staff and volunteers out of the
area. Pulled in equipment and expertise from other territories.

British Telecom

Pupose of relationship

Organisation or community
group
Acute

Recovery

Future

Ran soup kitchen. Supported work of flood action and flood recovery groups.
Used as an avenue to promote supply and distribution of donated goods.
Encouraged partnership working to help those affected.

Churches Together in Keswick

Copeland BC

Cockermouth Kirkgate Centre

Cockermouth Food Bank

Cockermouth Flood Action Group
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Came to meetings of FAG and advised on what could and could not do. Hosted
social events in public venues.

Use of premises. Community and social contact.

Dropped off food parcels

Co-ordinated recovery response and created future action plan.

Referred clients experiencing debt issues and in need of money advice

Pulled network together for information and moral support for residents during
difficult time. Facilitated drop-in centres and advice. Received donations and
messages of support from communities and churches outside Cumbria.

Churches Together in Cumbria

Citizens Advice Bureau

Pupose of relationship

Organisation or community
group
Acute

Recovery

Future

Funding and grant advice. Used as avenue to promote supply and distribution
of donated goods. Publicised third sector services that were available. Sought
advice from Community Foundation Network and National Flood Forum
following their experiences in Hull, Morperth and Carlisle. Following the floods
they were consulted by DEFRA and have advised Cornwall, Salford, Northern
Ireland and provided information to several PhD students.

Information on safety. Advice on local early warning. Directed Keswick Lions
and Rotary groups to go door to door knocking and when bridges closed
following collapse of bridge in Workington for safety checks groups staffed
them. Assisted at flood recovery centre. Closely affiliated to Neighbourhhod
Watch service to protect flooded, empty properties. Support work of flood action
and flood recovery group.

Library staff and Neighbourhood Development Officers provided grant
application support to CCF. Referred volunteers to Cumbria CVS. Supported
and facilitated services provided by third sector. Organised flood recovery
partnership and flood liaison meetings that worked to direct recovery in the
town. Kept people up to date. Facilitated activities for families. Supported
work of flood action and flood recovery groups.

Cumbria Community Foundation

Cumbria Constabulary

Cumbria County Council
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Pupose of relationship

Organisation or community
group
Acute

Recovery

Future

Emergency rescue. Informal contact during emergency phase to keep up to
date on the situation and safety advice.

Advice on local early warning, sharing information and sign posting. Shaping
local debate on community planning

Signposting to each other and communication service

Supporting tenants who were affected by flooding, re-housing and ensuring
accessible for their needs. Used as avenue to promote supply and distribution
of donated goods. Part of Harvest Group Structure therefore able to pull in
resources from elsewhere.

Advice on local early warning. Attend Flood Action Group (FAG) meetings and
advised on what could and could not do. Had worked with Keswick FAG to set
up emergency plan before emergency.

Directed help third sector could give in initial hours of the emergency.
Supported the work of the flood action and flood recovery groups.

Mutual support and information sharing

Enabled communication with other agencies offering support and sharing
information

Service providers

Political tasks undertaken such as arranging VIP visits

Cockermouth Mountain Rescue

Cumbria Resilience Forum

Cumbria Youth Alliance

Derwent and Solway Housing
Association

Environment Agency

Fire and Rescue

Flood Action Groups - Lorton, Keswick,
Cockermouth, Workington, Morpeth

Flood Rescue Centres

Gas and electricity suppliers

GONW
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Funding and business planning advice. Partnership working and signposting.
Communicating and networking. Information sharing between third sector
agencies during recovery. Part of Big Lottery Fund bid.

Pupose of relationship

Cumbria CVS

Organisation or community
group
Acute

Recovery

Future

Where possible provided extended service.

Lions Groups

Local schools

Morpeth Lions
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Application forms used by Lions locally to receive requests for funding.

Local early warning

Provided volunteers and went to advice centres to offer support to victims.
Voluntary organisation that worked with the emergency services. Supported
work of flood action and flood recovery groups. Used as avenue to promote
supply and distribution of donated goods. Gave out grants to all households.
Lions Clubs elsewhere undertook fundraising activities and sent money to Lions
Clubs in Cumbria. Clubs were also given access to the district emergency fund.

Met Office

Joint advice giving

Support work of flood action and flood recovery groups

Keswick Town Council

Law Centre

Support work of flood action and flood recovery groups

Keswick Tourism Association

Flood recovery partnership was established fairly quickly before the flooding
and brought all the relevant agencies together. Created Keswick Flood Action
Plan. Group undertook presentations in East Sussex and Ambleside on behalf
of the National Flood Forum in terms of the work they have done.

Stored and distributed donated goods. Worked to acquire whatever was
needed at that time, for example mattresses for emergency centre. Support
work of flood action and flood recovery groups

Impact Housing Association

Keswick Flood Action and Recovery
Group

Pupose of relationship

Organisation or community
group
Acute

Recovery

Future

Advice, guidance, support. Issued a challenge to guide units across the country
to ‘Come back to Cockermouth’.

Neighbourhood Watch is a national organisation with regional and local coordinators.

National Girl Guilding

Neighbourhood Watch

Rotary Club in Tewksbury and Hull

Northside Community Centre

Northern Rail
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Advice on using the funds that were being donated

Delivered food and nappies supplied by Cockermouth Food Bank to residents.

Provided access support for visually impared passengers

Provided radio based care line units for Derwent and Solway Housing
Association.

Support to set up flood action groups. Helped groups to develop thinking on
flood resilience and provide gaps in support in some parts of the county. Advice
on advantages of community having a flood action group.

National Flood Forum

New Progress Housing Association

Encouraged to apply for grant to employ worker to support farmers

Pupose of relationship

National Farmers Union

Organisation or community
group
Acute

Recovery

Future

Bringing in funding and grant making

Rotary Groups

Round Table

Clubs around the UK and the world sent donations and messages of support.

Soroptimists International

Support for young people. Partnership working and signposting. Part of Big
Lottery Fund bid.

Young Cumbria
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Mutual support and information sharing of experiences.

Offered help, Befriending service, Emotional support

Service providers. Came to meetings and advised on what can and cannot do.

Wider community

Volunteers

United Utilities

Partnership has been strengthened

Helped care organisations to locate missing persons and ensure support given
included respite care

Social Services

Sports Development Teams in local
authorities

Used as avenue to promote supply and distribution of donated goods

Salvation Army

Hosted fund raising event

Provided immediate voluntary support in the community. Supported work of
flood action and flood recovery group. Voluntary organisation that worked with
the emergency services. Brought in funding and distributed it. Used as an
avenue to promote supply and distribution of help - goods and services. Rotary
district elsewhere were offering assistance from outside the area, but group
was concerned local knowledge can be lost quickly and seeing a familiar face is
important.

Rugby football union

Pupose of relationship

Organisation or community
group
Acute

Recovery

Future

1.9

Business support and advice

1.9.1 Seven respondents to the survey provided some degree of business support and
advice. Two respondents were infrastructure support organisations catering for the
needs of specific client groups. Action for Blind People provided information to local
visually impaired business owners on support available from Environment Agency,
Business Link and local solicitors. AWAZ Cumbria, an organisation representing
BME Cumbrian communities undertook a needs assessment of BME businesses
affected by flood.
1.9.2 Business funding queries received by CCF were passed onto the Chamber of
Commerce. With Business Link Northwest advisers they provided support to flood
affected businesses using the Business Recovery Grant Scheme established
by Cumbria Chamber of Commerce and Cumbria County Council. The funding
utilised Northwest Development Agency (NWDA) funding, and helped a total of
214 businesses and approved offers of £1,081,000 to small and medium sized
businesses. In Cockermouth a flood recovery co-ordinator was appointed and has
been working with private business owners.
(http://www.cumbria.gov.uk/floods/oneyearon/businessandeconomy.asp)
1.9.3 Cockermouth Civic Trust provided business support with shop front design and repair
assisted by Allerdale Borough Council and CCF distributing £125,000 to shop keepers.
1.9.4 Churches Together gave practical and moral support to businesses which included
regular visits to see how they were coping and help in clearing out premises. In
Cockermouth they gave £150 to every small business that reopened. Keswick FAG
supported bed and breakfasts due to the types of businesses in the areas that were
flooded. Impact furniture services provided furniture.
1.9.5 Lions in Cockermouth did not differentiate between residential and business. If
people needed help they helped them. In practical terms they saw their role very
much as trying to sustain and invigorate the local economy and gave out vouchers
for local businesses to ensure the funding generated was being used to support
local suppliers and retailers. For example, cash grants were given for kitchen
equipment to be spent in the local electrical shop.
1.9.6 Respondents commented that donations received were very generous. A knockon effect of this generosity meant local businesses lost out on trade. Even though
many shops had been flooded, they were trading in shared premises or on market
stalls. For example, before Christmas a lorry full of toys turned up at Cockermouth,
but the toy shop in town had been unaffected by floods.
1.9.7 A website, www.cockermouthisopen.co.uk, was created to inform everyone that
the market town of Cockermouth was still open for business despite the recent
flooding and that many retailers in the town were small independents and they
needed continued support.
1.9.8 The return of local businesses and shops was important for young people. This
triggered recovery as it meant the landscape and landmarks they recognised were
returning. However, Blockbusters is sorely missed in Cockermouth. Young people
were also aware that larger shops were able to return quite quickly or re-opened
temporarily elsewhere, but smaller independent shops, like the Old Sweet Shop
took a long time to return.
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1.9.9 The remit of this research is limited to the role of the third sector in helping
communities recover from the flooding. However, a piece of research looking at the
role of businesses in helping communities recover would be interesting. It would
need to pick up on the support businesses received and gave to communities and
also on the visual, practical and emotional importance that returning high street
traders have on recovering communities.
1.10

Meeting housing needs
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1.10.1

Third sector respondents felt their organisations had an active role in helping
flood affected households find temporary accommodation in the short term
and more permanent accommodation in the longer term.

1.10.2

Organisations catering for specific vulnerable client groups such as Age UK West
Cumbria, West Cumbria Carers and Action for Blind People, had a clear role to
ensure that temporary accommodation provided met their clients’ needs.

1.10.3

Action for Blind People supported visually impaired tenants requiring re-housing
to ensure accommodation was offered in their local area, in order to make it
easier for them to find their way around and be close to support networks. They
worked with Housing Associations to ensure their tenants were re-housed in
accessible local accommodation, and worked with home owners to find suitable
alternative accommodation within budget and close to home/work. Temporary
accommodation needed to take into account the need of visually impaired people
to have safe access in and around the property and using equipment. West
Cumbria Carers assisted in evacuation of their clients and pets to residential care
and family members' homes.

1.10.4

Third sector care and support organisations provided services to enable
clients to manage their temporary and permanent accommodation. Age UK
make direct contact with elderly householders to offer advice on dealing with
insurance companies, utility providers and getting homes refurbished. Action
for Blind People dealt with similar house management issues. For example,
they contacted utility companies to ensure no duplication of charges, provided
replacement bins that had been washed away and arranged calls to home
telephone lines to be transferred to mobile phones to maintain contact with the
outside world and reduce isolation.
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1.10.5

In the short term, Copeland homes arranged temporary accommodation for their
customers in B & B and with relatives. They then worked to provide a medium
term solution by housing customers in homes from their own stock, with other
registered providers of accommodation or the private rented sector until they were
able to return to their own homes. Payment was offered to relatives for allowing
customers to stay with them on a longer basis.

1.10.6

Derwent and Solway Housing Association booked out the Sheep and Wool
Centre, Cockermouth before the severe flooding occurred and all tenants
were evacuated there. The Skiddaw Hotel in Keswick and a re-commissioned
sheltered scheme was used to provide emergency move-on accommodation. All
accommodation costs were met by the landlord and an additional £20 for evening
meals was allowed. The first tenants were back in their homes within 21 days of
the floods.

1.10.7

Meeting housing need also included structural repair to damaged buildings.
Cockermouth Civic Trust investigated structural damage to buildings.

1.10.8

Hotel accommodation, vacant holiday and private lets were used by many
individuals and organisations in the medium and long term. Many had
vacancies due to the poor weather as those booked in had cancelled or left
early. Unfortunately it was reported that deposits were kept when households left
properties to return home, with no recognition as to the circumstances in which
they took up the tenancy. Households using empty holiday lets were moved
several times with one family being moved four times due to holiday lets over
prime periods such as Christmas and New Year.

1.10.9

Signposting and housing advice was also provided by third sector organisations
based within the flood emergency and recovery centres, namely British Red
Cross, Churches Together the Rotary and Lions. Citizens Advice Bureau also
reported picking up advice to clients on their rights as regards housing provision
following the flooding.
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2.
2.1

2.
Third sector services provided
Third
sector services provided
2.1

Services during the acute stage of recovery

Services during the acute stage of recovery

Chart 9: The third sector emergency services
20
18
16
14
12
10
8
6
4
2
0
Emergency rescue
Awareness raising support available
Advice services - housing, health, insurance, financial
Assisting with managing emergency flood centres
Identifying flooded properties
Emergency clean up
Emergency shelter
Continuing educational needs
Storage facilities
Catering
Food bank
Clothing bank
Community support
Other

2.1.1 Twenty
of thetwo
organisations
that responded
felt they
clear
remitremit
to provide
2.1.1 two
Twenty
of the organisations
that responded
felthad
theyahad
a clear
services during
the services
emergency
period.
These services
needed
once the
to provide
during
the emergency
period. were
Thesestill
services
were
waters had
subsided
and households
were
thinking
recovery.
still
needed once
the waters had
subsided
andabout
households
were thinking
about recovery.

2.1.2 "Charities were heavily involved in the rescue effort. Volunteers from RNLI picked
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vehicles and provided hot drinks, food and medical supplies at County
Council run emergency reception centres’’
(www.thirdsector.co.uk/news/Atricle/979198/emeregncy-response-cumbria-floods)
(www.thirdsector.co.uk/news/Atricle/979198/emeregncy-responsecumbria-floods)
2.1.3 Six respondents
to the questionnaire provided or assisted with emergency rescue.

This included Cockermouth Mountain Rescue, British Red Cross and South Lakes
2.1.3 Six respondents to the questionnaire provided or assisted with emergency
Search and Rescue.
rescue. This included Cockermouth Mountain Rescue, British Red Cross
and South Lakes Search and Rescue.

Photographs – caption - Rescue Boat, Cockermouth High Street and checking
houses – courtesy of ACT
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Rescue Boat, Cockermouth High Street and checking houses – courtesy of ACT
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2.1.4 Volunteers from organisations such as the British Red Cross, Churches Together,
Rotary and Lions were amongst the first to attend the flood rescue centres when
they were opened up. The care and support they were able to give as a first point
of contact cannot be overlooked and must be regarded as an essential role to
inform future planning for unforeseen disasters. They acted as a shoulder to cry on,
doing whatever was within their power to help people suddenly faced with the fact
that their homes and belongings were under water.
2.1.5 In effect they provided the personnel to support the emergency services and were
willing to take direction from the County Council, emergency services and larger
third sector organisations such as British Red Cross and Churches Together.
"As people were still being rescued from their homes, volunteers from Churches
Together in Cockermouth worked non-stop, giving out food and visiting homes and
premises with trollies to deliver much-needed supplies to flood victims…"
2.1.6 In Keswick, volunteers from Keswick FAG and Lions advised statutory agencies as
to the level of the water locally and assisted people prior to the floods by removing
their belongings. When the order came to evacuate, under the instruction of the
police, they knocked on all doors to advise people they needed to leave their homes
and helped as many people as they could. They also knew their limitations as a
voluntary organisation and withdrew before the water levels rose and let the fire and
rescue services do their work. When Workington Northside Bridge collapsed the
Lions were requested to staff all the road and foot bridges to stop people going over
them until the County Council were able to seal them off.
2.1.7 In Workington the Rotary club did anything that was necessary to support
householders waiting at the emergency reception centre to see if they could
return to their own homes, including going out to get goods from local supplies to
arranging equipment to help them when they returned to their own homes. In the
first few hours from the emergency centre opening they contacted Impact Furniture
Service to get a supply of mattresses, bedding and toiletries for people. This
included sending Rotary members from Workington to Cockermouth to help meet
the deficit of volunteers needed on the ground.
2.1.8 In Ulverston the flood resource centre was initially set up in the library in the
town centre, a long distance from the floods. After a few days another centre
was opened close to the flooded area in SLDC joiner shop. This became a vital
community resource with electrical appliances supplied by Impact Furniture
Services and donations from local charities. It was open for 24 hours a day
accessed by a key code lock which all residents knew. It became a centre for
residents to sit down and speak to people about what had happened and how they
were getting on. A notice board was used by organisations to advertise services
available.
2.1.9 During the acute stage of the emergency, the reception and recovery centres were
managed by district authorities. Cumbria County Council Community Engagement
Officers working within each district were treated as recovery staff with a remit to
help the community into recovery.
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2.1.10

Respondents reported that the British Red Cross were also based at the entrance
to emergency reception and recovery centres as the first point of contact.

2.1.11

The presence of the British Red Cross and local and county authority staff at the
emergency reception and recovery centres was welcomed. However, there was
confusion amongst volunteers as to whom they should report to – the British Red
Cross or local and county authority staff. Respondents felt this confusion led to
vague direction and co-ordination of their resources in the initial recovery stages.

2.1.12

Where there was already established partnership working between local third
sector and statutory networks, there was a general feeling that the British
Red Cross were slow to change their approach to better reflect these local
circumstances and work alongside networks, as opposed to co-ordinating them.

2.1.13

In other areas where there appeared to be no active partnership between third
sector and statutory agencies to support households following the floods and
attend the flood recovery centres, the presence of the British Red Cross and
Churches Together in Cumbria was well received. In Ulverston, the British Red
Cross and Churches Together in Cumbria were the organisations that regularly
attended the centre from November until July/August 2010 and that gave
emotional and moral support including signposting to others for help and support.

2.1.14

In the absence of strong co-ordination on the ground third sector support
organisations established a recovery group separate to the local flood recovery
partnerships, to co-ordinate the work of voluntary agencies in longer term
recovery. The group was chaired by Cumbria CVS with the support of Cumbria
Community Foundation.

2.1.15

At the time of the floods there was no protocol or guidelines of control in place in
relation to how national and local voluntary organisations should engage with the
District and County authorities.

2.1.16

There is a recovery structure in Cumbria which clearly defines the role of statutory
organisations during recovery, but it is not clear from this diagram where the third
sector resources fit in. If work were to be done to engage the third sector in the
existing structure and give out clearly defined roles and lines of accountability, this
should help to solve the lack of direction and confusion on the ground.

2.1.17

Protocols should be developed to clearly define lines of accountability and
leadership to man reception centres during the acute stage and at the recovery
centres. Guidance for this protocol is already in existence as part of Cumbria
Emergency Assistance Plan, prepared by Cumbria County Council. Although
it refers to the acute stage, it has a role in defining responsibilities as recovery
begins. The guidance is attached in Appendix 3 of this report.
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2.2

2.2
2.2

Practically supporting people in recovery
Practically supporting people in recovery

Practically supporting people in recovery

Chart 10a: Practical services during the emergency
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Chart 10b: Practical services during recovery
Chart 10b: Practical services during recovery
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Lions, Churches Together, Soroptimists, Womens Institute and WRVS. They helped
to raise awareness of support that was 48
available at the flood emergency and
48
recovery centres, signpost people to agencies that would offer advice on housing,
utilities, health, mortgage payments, insurance and financial assistance. They
made soup, sandwiches, cups of tea and did the cleaning. Even the RSPCA were
involved, helping people who were temporarily unable to look after their pets.
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2.2.3 In Workington following the collapse of Northside Bridge, Northside Community
Centre became the focal point for flood recovery. Along with advice agencies,
they had NHS facilities and a doctors’ surgery on site. The centre had Sure Start
facilities and began to provide after school care as many households faced longer
journeys to get to and from work, shop and visit relatives. The internet was made
available by a lorry with computer facilities and Northside Motors provided a
community bus to take residents into town. In effect the centre suddenly had to
provide the community with as wide a range of services as possible. In Barepot, St
Pauls Church became the main focus point for recovery.
2.2.4 The emphasis was firmly on partnership working with the statutory and private
sector. For example, the Bridge Café in Cockermouth was set up with the help of
the police, Cumbria Churches Together, Cumbria County Council and Sir Robert
McAlpine. Christ Church ran it from Friday 20 in the morning just giving out teas
and coffees but it soon became the flood recovery centre, via a partnership with
Cumbria County Council.

Personal reflection Sally Scales, Cumbria County Council
The first realisation that Cockermouth was flooding on November 19 was a call from
Fairfield School to pick up my children. This was (unknown to me at the time) the
beginning of the biggest, most intense 18 month period of my life.
While the emergency was in the acute, blue light phase. I was helping friends and
my elderly mother-in-law who was aged 87 at the time. My house was opened up to
feed & shelter friends whose houses and businesses were flooded and lost so much. I
kept walking to the flood line feeling frustration that I wasn’t doing enough to help. The
view from my house, which sits up on Mayo Street, was one of a disaster zone. Water
everywhere, helicopters circling but also a town of stunned residents. There were those
who had been flooded and those who had not and wanted to help their neighbours
but didn’t know how. In the first three days, Sky News was permanently on my TV as
everyone was hungry for information to know what was going on then the scale of the
situation started to unfold across neighbouring towns.
Then came a call from my manager to discuss flood support arrangements for
Cockermouth. We were approaching the end of the blue light phase and beginning of
the recovery phase when, unknown to us at the time, my small team of Community
Engagement Officers (the public face of CCC) become frontline recovery staff. No one
had ever explained this part of our role. Ironically, I was only covering Cockermouth for
a colleague who was on long-term sick.
My role in community recovery was about to begin. The first thing to do was establish
a support centre where a triage arrangement could be put into operation. We decided
from the options available at the time that we would approach Christ Church, being the
most appropriate. One of the great things was they had recently removed their pews
so the space was really flexible. We filled it with support departments & organisations
and opened on Monday morning. This was some achievement considering many of
the support staff couldn’t get in due to infrastructure problems. However, supported by
some of my local contacts support/help was offered for many and varied issues. This
was the beginning of a wonderful relationship with the Churches.
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The first person through the door was one of my children’s teachers - she was in a
terrible state, she’d lost everything. I looked at her and put my arms around her and
gave her a hug. Nothing else was appropriate at that point. That was the first of so
many hugs and small offers of affection over the next 18 months for many different
reasons. Throughout this time I’ve always tried be professional but many affected
were my friends and neighbours as Cockermouth has been my home for 15 years. A
shoulder to cry on or a quiet corner to off load was often needed. Even the strongest
most resilient got to a point over the forthcoming months when they needed to crack
a little and many did that with me, I think because they realised I was going through it
with them.
In those early days, my manager disagreed with me doing this but then over the weeks
to come realised it was the right thing for the time and the people involved including
me.
It was a cold winter with snow and ice and I spent the winter in Christ Church. After the
first 2-3 weeks all the other organisations left, but I stayed for quite some months. All
my memories of that time involve me being very cold and extremely busy.
In the six months that followed, my working capacity exploded the hours I worked and
the intense nature of the work will stay with me for a long time to come. Engagement
on a scale that I find impossible to describe support centre, public meetings, themed
drop-ins, surgeries, one to one advocacy & casework, setting up community flood
recovery partnership (to create a coordinated ‘fix it’ culture among all organisation
locally) establishing and feeding communication & information networks, distribution
of resources/donations, initiating, coordinating & supporting community projects &
organisations.
One of the roles that has continued to consume vast amounts of my time was assisting
individuals with insurance based issues and accessing funding/ assistance. Many were
offering assistance but those flooded found themselves in the uncomfortable position
of having to ask and being judged if they were deserving very difficult. Most people
needed someone to be the ‘glue’ that brought all the strands of support together.
I became aware that people came to me to fix and sort things, individuals and, elected
members, groups & organisations, and I did fix and sort - which in one way was very
liberating, but in another felt like a great weight of responsibility.
One of the addictive features of the early days & weeks was the ability to ‘get stuff
done’. Resources were offered without question, red tape disappeared. One of the
frustrations for me was when organisations returned to their pre -flood ways of working
and justification was needed for requests I was making. Comments like ’are you not
back to normal yet’ and ‘you can’t do that’ began to creep in and the flexibility leaked
away. Great projects e.g. The Bridge café & Clothes bank came from brokering and
shaping contributions.
As time went on I became part of a new team, a small number who stood up to fight,
work and campaign to resolve all the different issues in Cockermouth for the long haul.
They came from different parts of the community and a loyalty and trust was formed
between us that still exists and will continue to exist. Those who took a championing
role because they knew it was necessary for Cockermouth recover.
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Some great entrepreneurial projects/solutions came from being able to ask & get and get
quickly without ‘blockages’. Being able to have an idea and bring it to fruition quickly and
be able to tap into funding and resources easily, and to enable others to do the same and
being able to direct resources available to meet changing needs of the community.
It was, in hindsight, one of the skills that was most useful. I could broker solutions
using all sectors including the commercial sector who as well as public and voluntary
contributed massively for me. (Sainsbury, Bluefin, Alfred McAlpines etc) due to my local
knowledge and connectivity and the ability to assess the situation, identify the need and
then identify what & who I need to deliver services/products to meet those needs.
However, one of the things I found difficult was not being part of my usual team.
Because the floods were widespread, we were split up to cover Keswick & Workington.
We didn’t see each other for months. The support we would normally offer each other
was not possible. We tried with occasional late night calls.
One element of my role that at times could be challenging was trying to encourage a
more coordinated approach by some of the third sector/community organisations which
is necessary to avoid duplication and waste. To demonstrate how isolated actions can
impact in ways they may not realise. Also, recovery is a long process and community
needs change over time so sometimes the help and assistance needs to be kept till
later. This was necessary to stop some being inundated and some being forgotten.
Most welcomed this support especially those based locally but there was some
resistance which felt uncomfortable at times.
Also the impact on my family was huge. For months they rarely saw me, but also if they
tried to go anywhere with me it took hours as everyone wanted something: information,
money, support, help advice. I used to call it ‘Brown Cow Surgeries’ as I could never get
past the Brown Cow corner without having a queue of people waiting to talk no matter
what day or time, and Sainsbury’s became a no go for me!
There are things I would do differently:
•

I would pace myself … It’s been a long road that had needed a great deal of
stamina and energy (still does at certain times)

•

Networks would not have to be formed. They are still there and would step up
immediately.

•

If it happened somewhere else, the experience would be different. It wouldn’t
be my home and so the balance between personal and professional might be
easier.

•

I would be more assertive with some.

•

I would demand more support from others including my organisation.

•

I would look after myself better.

•

I would be more resilient.

•

I would trust my own instincts more when those around are questioning.

•

The list could go on as we always want to be better
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However, out of something so bad has come something special - almost magical.
Primarily, built on strong relationships strengthened during flood recovery. Great
projects I am very proud of and bonds with people some of whom are still working at
continuing to support the town and its resident’s recovery. Some will be life time bonds
and some lifetime friendships.
The legacy is a continuing network of individuals who will support the town as
challenges continue to be presented and I feel part of that. People who have a great
deal of respect for each other, who if it happened again, would call on each other,
without hesitation, and know would ‘come up trumps’. I now walk through the town
where I live feeling very connected and very proud. I feel people care
I find it difficult to complete my reflection as the story has not come to a conclusion. My
story carries on both as a professional and as a resident.

2.2.5 During recovery the third sector has been able to readily make accessible venues
available. In Ulverston the area of the town flooded was a distance from the flood
recovery centre. As a result, with the help of South Lakeland District Council it was
moved to their joiners yard near people’s homes. In Workington with the collapse
of the Northside Bridge, Northside Community Centre was readily available to offer
support. In Cockermouth and Keswick Churches Together readily supplied venues
that were accessible and suitable for their purpose – Christchurch and Bridge Café,
Cockermouth and St Herberts, Keswick.
2.2.6 Churches Together now have a list of venues which inform Flood Action Groups’
emergency plans in Cockermouth and Keswick. In the event of an emergency, this
list with facilities and key holders is readily available for each town.
"The soup kitchen was warm. People could meet people just to talk and find out
what was going on…"
2.2.7 Cockermouth Lions facilitated the services of a handyman who undertook all sorts
of jobs for people, such as putting up curtain rails.
2.3

Funding for recovery

2.3.1 An important advantage of local third sector community groups, associated with
larger networks, such as Lions and Soroptimists is their ability to access funds from
wider networks. Funding tended to be given out as small amounts ranging from
£150 to £250 to all households affected by flooding. Keswick Lions published a
letter in the local paper the Keswick Reminder, asking everyone affected by flooding
to write to them, advising what they needed money for, and leaving their replies with
the Reminder.
2.3.2 In Keswick, £90,000 funding came in from Rotary Clubs all over the UK. One of
the first tasks was to offer the 160 affected households a grant of £200. The bulk
of the funding was given out before Christmas with a letter from the President of
Rotary asking if people felt they didn't need it to give it back. The rest of the money
was used to restore local parks, sporting clubs and help local societies, helping the
community to return to some kind of normality.
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“People were absolutely delighted to be offered it…”
2.3.3 Cockermouth Lions adapted forms received from Morpeth Lions, with help from
the British Red Cross, to suit the funding circumstances in Cockermouth. The
grant application forms were distributed throughout the flood recovery centres
and returned to Milburns Solicitors. Funding was available to anyone who had
been affected by flooding. All applicants received a £150 flat sum. The funding
was available for six months and ran to October 2010. In all they helped 430
households, a total of £64,500.
2.3.4 Christ Church, Cockermouth also gave out £150 to each flooded household
regardless of need.
2.3.5 It was generally felt that blanket funding, given to all households affected by
flooding, provided by national charities with local branches such as the Rotary and
Lions was welcomed. It encouraged registration of households and the non-means
tested approach meant everyone was helped.
2.3.6 Funding came from a variety of events and collections to local charities such as
the Soroptimists, Rotary and Lions, and into the Cumbrian Flood Recovery Fund.
Businesses made generous donations in terms of money and practical assistance
to support recovery, Lions in Keswick organised buckets on supermarket tills and
street collections, Cockermouth Amateur Dramatic Sociaty donated all proceeds
from the April in Paris performance ticket sales to the Cumbria Recovery Fund.

Personal reflection Deb Muscat, Cumbria Community Foundation
Raising £3m is a pretty good headline for any local Emergency Appeal. However
looking back there are a couple of things that will stick with me.
These are:
•

the value of being prepared

•

the incredible support the Community Foundation had from supporters and grant
recipients and

•

the important role of families and friends.

The Foundation had run two very different emergency appeals previously in response
to foot and mouth and the storms of 2005. As a result it had an Emergency Fund tool
kit and half of the staff had been involved in one or both of these appeals.
Early in the week we were hearing stories of big storms. I dug out the tool kit and read
it through. I contacted the Emergency Planning Unit to say “if you want us to launch a
fund we’re ready.” Gold Command called late on the Thursday night to say that it was
not looking good but they did not have a complete picture and were not sure of the
extent of the damage. The following morning staff were updating application forms and
drafting press releases …just in case.
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Around 9am the following morning an existing CCF partner, NMP confirmed that they
would make a founding donation of £50,000. We managed to phone Tony Cunningham
MP just before he went live on TV and asked if he could launch the fund. He did.
Meanwhile staff met and agreed the broad areas of activity that would need to be
carried out. Each member of staff was given a specific responsibility that related to the
Emergency Appeal or to our normal day to day business, a “restructure” that was in
place for many weeks. Those working as part of the emergency are kept going by an
adrenalin high but staff left with the day to day business need a special mention as they
carry on doing the “ordinary stuff” and a lot more of it!
Previous experience paid off as the Foundation, staff, Trustees and supporters knew
exactly what their role was and almost without asking people did what was needed.
•

Trustees phoned their business connections and mustered up donations

•

Staff used CCF networks and private connections to get application forms and
information distributed to people who had been flooded.

•

Ex-CCF staff asked to come in to the office “and do what I did last time”

•

Businesses and charities offered staff to help us – the finance team went from
1.5 staff to 3.5 overnight thanks to Barnados and Sellafield Ltd.

•

Donors past and present sent in cheques.

Without much organisation the wheels began to turn smoothly. As the Acting Director
this gave me time to think calmly about issues that arose. As we reached our target of
£1m in 10 days we also began to consider ways of providing support that would provide
longer term benefits. A few examples of this are:
•

The Foundation called together a group of third sector organisations in Allerdale.
It briefed them all on what role they might play, how long for and explained
that the Appeal would be used to help them deliver the service that would be
over and above what they had fundraised for. In particular we knew that there
would be a need for emotional support from about 6 months after the event, at
a time when all the statutory services would be withdrawing. Grants were given
to several organisations to provide the range of support from simple chats to
counselling.

•

We agreed with the Cumbria Chamber of Commerce that CCF funded
personal hardship and the Chamber would seek donations for grants to
support businesses get back on their feet. Furthermore we met with Service
organisations and agreed how we could make grant making complementary.

•

Staff and Trustees identified that the impact on farmers and their families was
being overlooked. Isolated by bad weather, loss of roads and the need to be
at home lambing they were not accessing the town based flood centres. In
addition there were very complex legal issues relating to the loss of land and
removal of debris and stones requiring liaison with many different agencies.
CCF encouraged NFU to establish a post to provide support to these farmers to
help fill out forms and make phone calls. Although late starting it had excellent
results.
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•

We knew that communities would need help bringing together the different
agencies to talk about flooding problems e.g. flood damage, blocked drains,
so we encouraged National Flood Forum to work in the county. They helped
establish over 15 new local flood groups.

•
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Case study 3: Managing Cumbria Flood Recovery Fund
On Monday 21 November at 10am Cumbria Recovery Fund Appeal 2009 was jointly
launched by Cumbria Community Foundation and Workington MP Tony Cunningham,
to focus on providing money for those experiencing financial hardship as a result of
the floods. In less than 48 hours the fund received more than £140,000. Nuclear
Management Partners started the appeal with £50,000, Cumbria County Council
promised £50,000, Allerdale Borough Council £25,000, trustees of the Cumbria
Community Foundation pledged £15,000. Jennings Brewery pledged 10p per pint sold
and in February 2010 donated £178,000 to the appeal.
The initial success of the fund was due to CCF being quick and efficient at exploiting all
media and communication opportunities to request donations and raise awareness of the
fund as soon as it was launched. Staff had experience of live broadcasting and journalism
and were able to present confidently to the media. Press releases were sent out quickly;
the website was set up for on-line donations and applications forms; other support websites
carried links to the CCF website; on-line media and social networking sites were used;
national and international news coverage on BBC, Channel 4 and Sky; live broadcast
to every single radio station in the UK on the day the fund was launched; and, regular
sessions on local radio stations – Lakeland, BBC Radio Cumbria, CFM and Bay Radio.
CCF is an independent grant-making charity committed to supporting projects that
engage local people in making communities in Cumbria better places to live. As part
of the Community Foundation Network, they exist to bring communities together by
facilitating involvement from local philanthropists and businesses who wish to give
money to support and enable their community to work collectively to help themselves.
During the appeal they doubly benefited from being a locally based organisation with
good networking links with other local organisations in the affected communities. The
first phase of grant making concentrated on older people, disabled people and families
with under fives. The fund also helped community groups that were helping out with
advice, information, counselling, and providing activities for children and young people.
Funding came in from a wide range of people across Cumbria and the UK. One of
the first donations received was from a local school which had run a sponsored event
selling cakes. This started the flow of cash from concerts, pub quizzes, sponsored
runs, head shaving and collection buckets were placed in supermarkets, businesses
and banks. Together, the people of Cumbria raised over £1 million. In addition funding
was received from local and national Charitable Trusts. Radio interviews precipitated
donations from people and businesses around the UK. In addition the service
organisations, eg. Rotary and Lions also received donations from their member clubs
from around the UK. The Foundation worked with these organisations to ensure that
their support to the communities was complementary.
In February 2010, CCF reached its £2m target for the Cumbria Flood Recovery Fund
Appeal and took the unprecedented step of asking people to stop making donations
and arranging events to raise money. It was seen as very important they did not collect
more money than was required. The charity was able to assess the amount of money
it needed to help victims of the floods and were confident this money could be spent to
help households and community groups in need.
Grants were processed quickly building on the existing systems and procedures in place,
both those in regular use and those used previously in emergency appeals, for example
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the Carlisle Floods in 2005. In recognition of their work, Deborah Muscat Acting Director
during the flood appeal was awarded Cumbrian Woman of the Year 2010.
To date just under £3m has gone directly into helping households and community
groups. This includes structural surveys and repairs to properties and flood alleviation
measures. A total of 5,000 donations has been made to households and individuals of
varying amounts based on need and whether or not they were insured. Funding to 114
groups, some applying more than once, ranged from paying for services and support
provided by organisations, facilitating storage of donated goods, replacing and updating
equipment and reimbursing charities for lost income.
It is necessary for any fundraising charity to allow an amount for administration of
the fund. The cost to administer Cumbria Recovery Fund covers; ability to process
applications quickly; opportunities to promote the
fund being exploited; monitoring and evaluation work
to feed back to donors; production of local literature;
and time spent lobbying on behalf of the third sector
and the people and issues the fund were supporting.
This cost does not take into account the additional
hours given up voluntarily by staff and trustees.
www.cumbriafoundation.org
2.4

Chief Executive of James Walker giving a cheque to Deb Muscat,
Cumbria Community Foundation (CCF) - courtesy of CCF

Clothing and Food Banks

2.4.1 Churches Together took a strong lead in providing food banks to supply
refreshments to all households affected by flooding and the emergency services.
These centres remained for as long as was needed when communities started to
recover. Venues included The Sanctuary, Christ Church Cockermouth, St Herberts
Church Keswick and Bridge Cafe, Cockermouth to help those north of the river left
cut off when the footbridge to the town was destroyed.
2.4.2 Clothing banks had a role in the first few days but once donations of money and
new items started to be received and distributed, the number of second hand goods
and clothes became a challenge to deal with. Christ Church reported every day
having bags of second hand clothes left at their doors. These had to be stored,
sorted and distributed to flood emergency and resource centers. This also applied
to unwanted new goods, for example Sainsbury’s delivered 700 wellington boots;
many were the wrong size as most wanted size 5.
2.4.3 The British Red Cross helped to distribute food and clothing vouchers to
households that registered with them at the emergency recovery centres.
2.4.4 To replace everyday household essentials, local community based third sector
organisations gave small donations or vouchers. Cockermouth Lions gave out
vouchers for local businesses. An important consideration for them was to ensure
the Lions funding generated was used to support local suppliers, help to invigorate
the local economy by ensuring households sourced local goods. Donations being
received in Cumbria were very generous, but it meant that the efforts of local
businesses still trading or temporarily trading jointly with other local traders in their
shops or joint market stalls, were hampered.
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Case study 4 : North Lakes Foodbank, Cockermouth
"There was a willingness for partner agencies, statutory and third sector, to
share information and work together at the local level"
The North Lakes Foodbank, Cockermouth opened on the 2 November 2009. By the 19
November their warehouse was flooded and they lost all stock when eight feet of water
swamped their premises – just 17 days after they opened. Thanks to donations from
other foodbanks and businesses across the Country the charity was up and running
again by 21 November.
The Foodbank was one of the first relief agencies on the ground giving out emergency
food in the worst hit areas of Cumbria. As a fairly new organisation, they still needed
to "find their feet" and were hampered by an initial lack of information and co-ordination
on the ground. With a remit to help as many households as possible, initially they used
‘self assessment’ which worked well until the system started to be abused by a few
individuals.
Relationships between third sector and statutory agencies were quickly established and
they were able to prioritise working with agencies that were helping
flood affected households. Food parcels to last up to threee days
were given out to households identified by care professionals such
as British Red Cross, Health Visitors, Doctors, Social Workers,
Church and Community Workers.
The North Lakes Foodbank is part of the work of Cockermouth
Christian Centre and supported by Churches Together.
www.thefoodbank.org.uk

2.5

Volunteering

2.5.1 Co-ordination and management of volunteers is one area where there was room for
improvement in the way third sector and statutory organisations operated. Initially
a telephone line was set up within Cumbria County Council which allowed offers of
help to be collated, sifted and information sent to the relevant agencies. However
the volume of calls and removed nature of the service made it impossible to coordinate activity.
2.5.2 In the early days Cumbria Community Foundation as the Cumbria Recovery Fund
launched reported receiving daily calls from people wanting to help or lorry loads
of donated goods on the M6 and where should they be taken to. This diverted
their resources away from processing funding applications quickly. From the
questionnaires and the focus groups there was a general feeling in the first few
days that opportunities were missed to capture offers of voluntary help in the short
term and plan for the medium and longer term recovery. One attendee at the focus
group reported a local builder had offered 5 days free time to help people, but this
offer was never realised.
2.5.3 This was highlighted by Cumbria Resilience Unit recovery debrief report into the
Cumbrian floods, November 20096 that reported there was no process in place
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to collect and co-ordinate the substantial numbers (nearly 1,700) of offers of help
quickly enough both in the immediate aftermath of the floods and over the first few
weeks6.
2.5.4 Organisations were inundated with volunteers, ad hoc individuals and groups
turning up to offer help. Cumbria CVS were contacted by Cumbria County Council
to help place volunteers, but this approach came too late and the way CVS
operated was not sufficient to deal with large numbers at a local level.
2.5.5 At the flood recovery centres Rotary, Lions and Church volunteers took direction
from the British Red Cross and Churches Together to respond to requests from
flooded households to help with initial clean up of their homes.
2.5.6 Churches Together in Cockermouth reported by Friday 20 November they had
facilitated 250 voluntary offers of help. 150 of these were people providing warm
food and comfort in the emergency reception centres in Christ Church Rooms on
South Street Cockermouth and Lorton Street Methodist Church. They also liaised
with Kirkgate Centre, Cockermouth, who also had a list of volunteers and were
directing volunteering tasks to ensure efforts did not overlap.
2.5.7 The importance of the flexibility of the third sector in being able to move volunteers
where more resources were required was
commented on by several attendees at the
focus group. Rotary and the British Red
Cross were both able to quickly mobilise
volunteers around the county, for example
Workington Rotary members were asked
to help in the Cockermouth emergency and
then recovery centres. The British Red
Cross mobilised volunteers from Blackpool
and Preston as Cumbrian volunteers
moved to north and west Cumbria.
2.6

Handling of donated goods

Christ Church, Cockermouth food donations
courtesy of Churches Together in Cockermouth.

2.6.1 A regular feature of emergencies is the arrival of toys, clothes and other donated
gifts. A very good means of accepting and distributing these was set up in
Workington run by Impact Housing Association and Workington Rotary.
2.6.2 During the Carlisle floods Impact Furniture Service provided a service which stored
and distributed goods to people whose homes had been flooded. Local knowledge
of the work of Impact Furniture Service meant this experience was quickly utilised
during the November 2009 floods.
2.6.3 Within two weeks working jointly with Workington Rotary they had set up a separate
temporary project in Workington with donated storage facilities to receive donated
goods and a delivery van. Goods ranged from bags of crisps to sofas. The service
covered all flood areas across Cumbria. Case study 5, receiving and distributing
donated goods, Impact Furniture Service, provides further information.
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Case study 5: Receiving and distributing donated goods – Impact Furniture Service
Wider community projects Impact Housing operates include Greenways to Work that
extends employment opportunities and raises workforce skills; and, Impact Furniture
Services, a furniture and white goods recycling project which collects donated re-usable
furniture for recycling in Cumbrian communities.
Impact Furniture Services (IFS) has been in operation since 1995 as a large recycling
business selling pre-owned furniture for homes and offices throughout Cumbria with
offices in South Lakes, Carlisle, West Coast and Eden. During the Carlisle floods in
2005 the organisation provided a service which stored and distributed goods to people
whose homes had been flooded.
Local knowledge of the work of IFS meant this experience was quickly utilised during
the November 2009 floods. On the morning of Friday 20 November Workington
Rotary, assisting at the flood centre, contacted the service to request basic supplies
to be delivered. They responded by providing mattresses, bedding, clothing, toiletries
and basic electrical items from furniture stores on the West Coast. Over the weekend,
Impact obtained funding from the Cumbria Community Foundation, arranged premises
and transport and had their Flood Recovery Service up and running by the following
Monday morning. They set up a separate temporary project in Workington with donated
storage facilities to receive donated goods and a delivery van. Goods ranged from
bags of crisps to sofas. The service covered all flood areas across Cumbria.
Fortuitously the experience, systems and infrastructure were already in place to
create a temporary service to assist flooded households. A database was created for
collection and delivery tickets of donated items, and when items were finished with,
it was requested they were returned to the depots, to be recycled via the furniture
project. Identification needed to obtain goods was a utility bill and one other form of
ID. Workington Rotary helped to staff the unit when it was open and distributed goods
throughout Cumbria to flood affected households. The original storage unit was provided
free of charge due to contacts through Workington Rotary. However, it was for sale and
when it was sold alternative accommodation had to be found. Funding from Keswick and
Cockermouth Rotary Clubs and Cumbria Recovery Fund kept the project going.
The service had the flexibility to be individually client-based where people were provided
with what they needed. Additional services had to be employed to facilitate donated
goods. For example, a carpet fitter had to be employed to fit donated carpets as, had it
been fitted wrongly, the Furniture Service could potentially have been sued.
www.impacthousing.org.uk
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2.7

Data Protection

2.7.1 A significant barrier to partnership working between the voluntary and the statutory
sectors has been the handling and processing of personal data. Fustration was
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2.9.2 Cumbria Resilience Unit recovery debrief report into the Cumbrian floods,
November 20096 reports there appears to have been a difference in the support
64statutory and third sector groups. Some
offered to different communities by the
communities had community emergency plans which worked well, other were less
developed or not in existence6.
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2.9.3 During the first few days and weeks the third sector regularly attended the flood
emergency and recovery centres, being organised by the British Red Cross,
Churches Together and County Council. This support continued as long as the
recovery centres were open.
…"I had the time to give up to listen to people and comfort them. I was lucky in that
I had just given up work so was able to undertake this work"….
Personal reflection Elizabeth Silman, Cockermouth Lions
My principal role in Cockermouth’s flood recovery was through Cockermouth Lions
Club, of which I became a member in 2008. At times I also wore other “hats” – as an
individual in the community and as a member of the United Reformed Church, which is
a member of Churches Together in Cockermouth.
I had never experienced an event quite like the flooding. The only thing in my
background with any similarity was living in Brixton during the riots in 1981. Although
that left a great deal of physical and emotional damage it was a completely different
type of event so did not equip me to help in Cockermouth.
When I realised the extent of what had happened my reactions, like those of many
others, were shock, deep sadness and what I can only describe as a need to do as
much as I could out of simple human compassion to help those affected. The main
difficulty was not knowing where to start.
At an emergency Lions meeting on the Sunday following the flood we assessed the
amount of money we had available (not much in view of the devastation) and put our
heads together to think of what was the immediate need. We concluded that small
cash grants to help people replace essential items to get them through the first few
days was the first thing to do. We also agreed a simple approval process to avoid
delay. Before long we were given access to the emergency fund for the North West
District and were able to increase our support.
A key change came when organisation became slightly clearer and I began to
understand how to tap in more easily to those in need.
This came about through the establishment of the flood centre in Christ Church and the
work of the Red Cross. We were able to rely on Red Cross due diligence to check the
validity of claimants and this, combined with our local knowledge and contacts, meant
we could proceed with little risk of money being given to the wrong people.
It never ceases to amaze me how, without formal planning, the various voluntary
agencies slotted around each other so that we did not double up on the support we
gave. The Lions approach was not to give large or standard grants but to deal with
individuals directly and their precise needs. Combined with our lack of “red tape” this
meant I was able to talk to people and assess what they really needed at that time. In
some cases this resulted in us giving grants to people who may not strictly speaking
have needed them but who were feeling unloved, angry or resentful. As an example,
In January I started working in the flood office once a week, principally through my
church connections. As well as helping with the administration I was able to reach
people with Lions help. One of my greatest feelings of satisfaction was when a woman
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came in fired up and resentful because “X gets everything – she’s even just got a
voucher for a beauty treatment”. I was able to sit her down, explain why the Lions had
given that individual a beauty voucher and get her to talk to me about what she needed.
It transpired she didn’t want a beauty voucher at all but being able to give her the time
to tell me her story (which was quite traumatic and had already been relayed to me
on the grapevine) and to probe what she really felt would help her meant I was able
to respond to her particular need at the time. She went out of the door half an hour
later with a smile on her face. I was exhausted but felt I had done something really
worthwhile!
This approach by Lions meant that although we may not have been the greatest
contributor financially I was able to have quite an influence at a personal level and I like
to think that being able to listen to people and not just give them a standard response
meant I may have helped to keep them on the right side of the fine line between coping
and depression in the really difficult early months. I was also able to respond without
delay after an initial contact. Being out and about regularly in town meant I was able to
continue to provide support through talking and listening to people I bumped into. How
wonderful to see how eventually the traumatised “grey” faces became more normal –
and of course, I am still able to see and chat to these people.
I have never thought of myself as a “people person” and had a reputation at work for
being quite hard. It therefore came as a bit of a surprise to me that, with the motivation
of simple human compassion for my fellow townspeople and the skills I had not realised
that I had learned in the workplace for dealing with people, combined with a fair amount
of pragmatism, common sense and determination, I was able to do some good.
What were the main things that helped me provide relief?
•

Availability - fortunately I gave up work in 2008 and was therefore able to devote
myself to flood relief, which became a full-time occupation for quite a while.

•

Local knowledge and networks – if I could not help I generally knew who could
or where I could find out

•

Cockermouth’s own sense of community – there was a great willingness
to work together and a sense that we had a responsibility to use our own
resourcefulness in the recovery

•

Being almost “unofficial” though with the backing of the Lions – flood survivors
got fed up dealing with agencies, however well-meaning, and the inevitable red
tape – I was able to deal with them on a personal level

•

The support of my fellow Lions who trusted my judgement on what was needed,
though some things might have been regarded as unconventional – I had a great
deal of flexibility to meet individual needs

•

Compassion and common sense

•

A “can do” approach and an ability to analyse and focus on what people really
needed

•

Determination and a strong sense of survival

•

The long-term involvement simply because I live here
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Personally, now I can look back, I got a great deal out of my involvement. Yes, it was
heart-breaking – but it was incredibly rewarding. Yes, I had to make it up as I went
along – but life experiences and common sense can take you a long way if you are
motivated to put your own life on hold and do whatever is needed to help each person
you come across. I met a huge range of people, some of whom I probably would not
have met otherwise. Almost all were inspiring in their determination to get through and
to think of others in worse positions.
Now that I understand more about emergency planning and the organisations involved
I would be much better equipped to help in similar events. Whether the Lions would
have the money is quite another matter. However, I would use my network to get in
there somewhere to do my bit and I would be able to get started much more quickly.
2.9.4 Closely connected to the emotional support households received, practical support
to enable households to return to their homes is also very important. This ranges
from providing help with dealing with insurance and utility companies, to physically
helping them clean their homes and complete funding applications for assistance.
2.9.5 Many organisations used funding from the Cumbria Recovery Fund, Lions and
Rotary to organise events and trips for flood affected households, to give them
a break from the pressures they were under. Informal tea and chat sessions,
aromatherapy sessions, fears and phobias workshops, coffee mornings and
lunches were run regularly. The purpose of such events was to divert people’s
attentions away temporarily from the pressures they were under.
2.9.6 Back at Home events were important and that recognition of the stress, trauma and
work households had been through.
2.9.7 Churches Together ensured all regular services were run and where church venues
had been flooded, venues were shared. They maintained all their community
activities and supported events by churches, for example carol and Christmas
services that saw all churches coming together. With a grant from Cumbria
Recovery Fund they initiated two projects which have had a big impact on flood
recovery in Cockermouth. The first, Street Angels, whose role it is to provide
pastoral support and keep in contact with those who are returning to their homes
offering a listening ear and continuing to point them in the direction of additional
support. They liaise closely with the second project, to open and run the flood office
in Cockermouth that continues to offer support and advice.
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Case Study 6: Churches Together in Cockermouth
The significance of the presence and work of
Churches Together in Cumbria (CTiC) through the
flooding and helping their communities recover
must be regarded as a vital element in planning for
future recovery from any emergency. The range of
readily available venues with refreshment facilities
throughout flood affected communities coupled with
the dedication and commitment of members to help
others, resulted in the work of CTiC becoming a
focal point for help, advice and assistance.

Support being given at Christ Church Flood Support Centre courtesy of Derwent and Solway Housing Association.

As a member of Cumbria Emergency Unit’s (EPU) and Cumbria Voluntary Agencies
Committee (CVAC), CTiC were on alert from the morning of 19 November 2009 to
provide support at emergency reception centres. As the emergency centres opened
in Cockermouth, Workington, Ulverston and Keswick, members attended to provide
whatever was needed, from serving teas and coffees to gathering blankets and
providing pastoral comfort. Members were from all denominations; Roman Catholic,
Methodist, Church of England, URC and Free Churches.
On the Sunday after the floods churches in all areas held acts of worship for the
communities affected. The Churches that were themselves flooded relocated into other
churches. For example, in Cockermouth, Roman Catholic to Christ Church and URC to
Lorton St, Methodist.
In the days, weeks and months that followed churches throughout Cumbria opened
to provide hot drinks and food to the emergency services and all persons affected by
flooding in Cockermouth, Keswick and Workington. This included households that
were not flooded but had lost heating and light and consequently were unable to get hot
food.
In Ulverston the Flood Forum had taken control of relief and a portacabin furnished with
washing machine and drier meant that people had a purpose built centre for support
and CTiC in the Ulverston area provided help there as volunteers.
With the collapse of the Northside Bridge Workington was cut in two. At the Northside
Community Centre church members worked with the community to ensure all need was
met. The Bridge Church opened as a café and became a base for gathering people
who had been flooded out. This later became the Advice Centre for those affected by
the floods and an outlet for the Food Bank.
In Keswick Southey Street Methodist Church opened their premises spontaneously.
Parish rooms at Crossthwaite & St John and St Herberts opened to provide hot food and
drinks to affected communities. The Soup Kitchen at St Herberts became a focal point
for people to meet and catch up and find the whereabouts of friends and neighbours.
In Cockermouth Christ Church was strategically placed and it became a focal point for
recovery advice and information with organisations attending the centre daily to offer
help. For example British Red Cross, Flood Forum, CAB, Allerdale Borough Council
and Cumbria County Council. The Local Library also re-located here after they were
flooded out. The Church rooms were opened on the morning after the flood and began
serving hot drinks and refreshments. This rapidly escalated until they were serving 1,000
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sandwiches a day and providing warmth and shelter for all those affected by floods.
Trolley Dollies with shopping trollies from Sainsbury’s supplied hot drinks, soup and
sandwiches to households without electricity and to the emergency services working
throughout the days and nights immediately following the flooding. Lorton Street Methodist
Church provided hot soup and became the storage facility for the North Lakes Food Bank.
Kings Church started to run a mini bus from one side of Cockermouth to the other and the
North Lakes Food Bank began issuing basic food supplies to those affected. As recovery
continued, Churches Together in Cockermouth then introduced Street Angels whose role it is
to provide pastoral support and keep in contact with those who are returning to their homes
offering a listening ear and continuing to point them in the direction of additional support.
Christ Church became known as the place to volunteer and people were coming in
to volunteer to help with the clear up. CTiC members at all levels acted as a filter for
information and offers of volunteering and passed these onto organisations such as the
British Red Cross, Cumbria County Council or Cumbria CVS.
As a recognition of the importance of Christ Church as a focal venue for flood recovery,
the BBC broadcast their Sunday Morning Service from Christ Church, Cockermouth on
Sunday 10 January 2010.
www.churchestogethercumbria.co.uk
2.9.8 The refurbishment of communal and sports buildings is an important element of
community recovery. Active Cumbria have supported clubs and groups to re-open
and run ‘community re-engagement’ events, such as open days, taster sessions,
membership drives and club development evenings.
2.9.9 Larger third sector support organisations increased the level of service they were
able to provide to existing and new clients. Age UK and Young Cumbria continued
to provide their support services throughout recovery. Age UK continued to run day
centres, ensuring they were open the week after the floods, even if in different venues.
Young Cumbria provided band evenings for young people and supported an enhanced
programme of activities which included Youth Work sessions held at the Kirkgate Centre
and the mobile white youth van visiting the Cockermouth area on a regular basis.
2.9.10 CADAS, MIND, Hospice at Home and Action for Blind People all increased the level of
services they were able to offer on a temporary basis with funding from the Cumbria
Recovery Fund, while the need was there. This included advocacy, counselling,
nursing care and advice services which have all now returned to normal activity with
in-built sensitivities to pick up people still suffering from the trauma of flooding.
2.9.11 A strong message to come from the focus groups concerned the continued effect trauma
from flooding is still having on community members. Attendees gave examples of neighbours
and friends who they felt have never recovered and never will. They are withdrawn and
nervous. Reports were given, of there being an anxious feeling in the community when it
rains heavily, with households continually checking river levels and drains.
2.9.12 The floods and dealing with households experiencing trauma will also have had an
impact on volunteers. Employers and third sector organisations that rely on this
volunteering capacity should recognise this and put in measures to support staff
and volunteer welfare.
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2.9.13

It was felt these community members and volunteers would not access formal
support services due to a fear of being labelled ‘needing help’. Informal support
that has a light hearted element to it, for example alternative therapy evenings
(aromatherapy and Indian head massages) were cited as a good example of
services that can be provided and appreciated.

2.10

Media attention

2.10.1

Co-ordinating statutory and voluntary organisations went to some effort to keep
the floods on people’s minds to keep the money rolling in. This was very effectual
and by February 2010 Cumbria Recovery Fund had reached its £2 million target.

2.10.2

During the focus groups concern was expressed as to the level of control of the
media circus. They accepted that the level of flooding would result in media
attention and they would have expected to see their local area on at least the local
TV channels.

2.10.3

In Workington the continued media attention on the collapsed bridges to ensure
Cumbria remained in the spotlight, with no attention given to flooded homes sitting
behind the cameras, caused a great deal of resentment amongst the community.

2.10.4

A key element for the young people in terms of when they felt they were
recovering was when they stopped seeing their town on national TV. Many
of them commented they knew to stay away from the town centre as they just
checked the 24 hour news programmes to see if the town was open.
“It is very sad as the only time Cockermouth gets heard of is because of the floods
and people seeing it on TV. It is now on the map!”

2.11

Capturing Local knowledge

2.11.1

In Keswick, Ulverston and Workington focus groups it was reported that there was
a general feeling that the community struggled to get acceptance as to the impact
of the floods on their community along with recognition of the importance of local
views and harnessing local help in directing recovery.

2.11.2

In Keswick the community had been self sufficient since Thursday 19 November.
The Mayor had been vital in acting as a catalyst in bringing the community together
and arranging meetings to discuss what needed to be done over the weekend. The
County Council arrived on the Monday morning and held a separate meeting in
the Library without involving any members of the community. An ironic situation as
Cumbria Resilience Unit, Cumbria County Council, had been working with Keswick
to create a Flood Action Group and Community Emergency Plan.

2.11.3

In Ulverston, a town council meeting was held immediately after the floods.
Residents were clear about factors that caused the flooding, namely drainage.
Agencies, on the other hand were defensive, and little of what was said helped
those affected to restore confidence that things would improve.

2.11.4

In Workington, the community feels even now that the problems in the town
are still viewed as an infrastructure problem, and that the effect of flooding and
economic impact on the town has been largely ignored.
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2.12.3

Cross and Churches Together, supported households with flood clearance
and cleaning of their homes.

Many third sector groups suffered flooding
of their own premises and were helped
71
by members of the wider community to clean up communal buildings, for example,
Cockermouth Guides, Ambleside Bowling
Club and Egremont Rugby Union Club.
71
North Lakes Food Bank first opened on 2 November 2009. By 19 November,
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their warehouse was flooded and under eight feet of water. Without the help of
volunteers and food donations they would not have been able to re-open for
business on 22 November.
2.12.4

Derwent and Solway Housing Association reported that many of their sheltered
communal areas were completely destroyed and needed to be restored and
planting areas re-instated. Residents from a hostel in Carlisle managed by
Impact Housing went to Keswick to help clear up pavements and communal
areas. Cockermouth guides planted spring bulbs in pots and gave them out to all
households that had been flooded.

2.12.5

Cumbria Community Fund, managing the Cumbria Recovery Fund funded
numerous organisations to undertake physical repair and improvement works.
This included resurfacing and clearance of sports facilities, restoring bowling
greens, communal buildings and associated facilities and replacing equipment
such as aerators and lawn mowers. The fund was used to pay for surveys of
properties to establish domestic resilience measures which could be incorporated
to lessen the risk of future flooding.

2.12.6

Local voluntary and community groups affiliated with national organisations,
such as the Lions, Rotary and Soroptimists are significant fund-raisers for local
causes. This funding played an important role in helping the physical environment
to recover, for example Cockermouth Lions and Rotary clubs donated £10,000
to Fairfield Junior School, Cockermouth to repair the sports field used as the
landing areas for the rescue helicopters. The playing fields are also an important
community asset.

2.12.7

Third sector organisations that represent the wider community have a particularly
important role in informing and influencing the restoration of a ‘places’ physical
environment. Derwent and Solway Housing Association provided input into
infrastructure decisions and various Flood Action Groups have been proactive at
driving forward flood prevention measures within their communities.

2.12.8

Dacre and Pooley Bridge FAG have taken responsibility for driving forward
micro works such as advice on floodgates and funding available. They have
also advised the Environment Agency on works required to reduce flooding
risk such as heightening existing walls near a bridge where the Eden flows into
Ullswater, as when the water level is high water soon flows over and into village.
In Egremont the community comes to the Flood Action Group (FAG) group
meetings to report areas of concern and the group works collectively to get the
issues solved. Finsthwaite FAG lobbied Highways and Environment departments
to unblock and re-route drains and undertake work to investigate the sources of
flooding.
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Personal reflection Lucy Graham, Cockermouth
As the flood occurred, we were in our house and had made a valiant attempt to defend
the yard in which our house sits as well as the house itself. We worked with our
neighbour to achieve this and so began a realisation that you can take things into your
own hands with better results than you might otherwise obtain.
After the flood, together with our neighbours we realised that we needed better
protection against possible future floods. I was aware that grants were available for
this kind of work. As one of the house owners who lives in the property (as opposed
to letting it out) and as someone who works for an organisation who relies on grants
for much of their work (though my role is not to apply for them), I felt motivated and
comfortable to do this.
In addition, my parents’ home flooded a few years previously and I was aware of the
different defence options and that you can make a plan yourself to install them.
I was happy to call the grant bodies and ask their advice as to what we should do in our
situation, which was as a group who shared buildings insurance and responsibility for
its excess.
Though busy with other charity work, work itself and as newly weds, it felt important
to make time to secure grants, enlist the help of flood surveyors and then apply for
funds based on their recommendations. I was thus using transferable skills that I have
developed in my working life – communicating with people, general people skills,
organising time, fund management/budgeting and new ones – strangely – water flow
movement.
This essentially boiled down to communicating with other house owners, thinking about
and responding to questions asked by the grant applications, understanding the flood
survey, then sourcing products for communal use and letting other house owners know
what was available for their personal use.
In addition, I felt I needed patience to deal with neighbours and had to take on the role
of questioning some suppliers of work to ensure that they weren’t taking advantage of
grant money availability.
There was also a certain amount of liaising with the insurers and contractors as the
central point in the yard. Lately this has meant also acting as a middle point between
house owners and the insurers/contractors regarding disputes, to try and ensure both
sides understood one another’s difficulties and representing one to the other in an
attempt to progress matters.
What would I do differently? On the practical side, I would get a flood survey earlier so
we could apply flood alleviation measures to all our homes during their reconstruction.
I would also be firmer with insurers, loss adjusters and contractors as to how the
properties should be reconstructed and how this reconstruction was managed.
Ideally, it would also be good to have more time, as following up grant applications
and sourcing products took longer than it would have done if I had more time. I would
question whether a flood survey was required at all.
I would also make it clearer to neighbours/fellow house owners that they could help in
the process of applying for grants and sourcing products.
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2.13

The experience of rural areas

2.13.1

As a follow up arising from the focus groups it became apparent that there was a
need to capture the experiences of rural parishes that were affected by flooding.
Eight parishes provided information to the research.

2.13.2

Within the parishes that responded the number of homes flooded was fairly small
in comparison with other larger towns. The real impact of the floods within the
rural areas has been on bridges, (foot and road), being unsafe and closed or
destroyed. The length of time it has taken to restore these vital communication
links has had a significant impact on residents; the farming community, children
going to school and residents trying to access local services. One parish reported
having their bridge restored in January 2011, another reported work had only
begun to re-instate the bridge in August 2011.

2.13.3

One parish reported being without telephone or internet access for 72 days and
this lack of communication badly affected their recovery. There was no offer of
mobile phones received by residents in the towns.
"Rural needs are more specialised and affect fewer people, but we should be
helped too"

2.13.4

The majority of respondents reported that in their village there was little or
no involvement of the third sector within their community. The needs of the
community, was met by the community, friends and neighbours.
"…perhaps we should be the fourth sector"

2.13.5

Third sector involvement during the emergency phase was from the British Red
Cross and Lions. Respondents were impressed by the British Red Cross during
the emergency planning stage and welcomed their professional input. One parish
reported they had contacted them to see if any help was needed and sent a small
contribution. Penrith Lions had made a donation ‘on trust’ to one parish to help
them work towards flood defence for the village.

2.13.6

Respondents were asked what needed to be provided in the future for rural
areas if such a disaster were to occur again. As with households in the towns,
practical help and advice with services and insurance queries along with help
to clear our flooded properties were seen as important. One suggestion was to
consider establishing a Community Emergency Response Team and developing
a database of personal details, given voluntarily, of anyone who wishes to register
with it, to ensure anyone who might be at risk will receive support.

2.13.7

Land and road drainage, managing gravel build up in rivers and keeping
reservoirs at a level to absorb rain water, were cited as ways to help rural
parishes. Prevention is ‘key’ to managing flood problems with regular
maintenance of drainage systems and achieving a compromise between
environmental issues, impinging on flood protection and prevention.
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‘’We are fortunate to live in a cherished landscape. It has among the highest
environmental and cultural benefits for residents and for visitors. Tourism and
farming are the lifeblood of our Parish and are closely interwoven. When they are
threatened or damaged, the economic impact is immediate’’
Personal reflection
Graham and Sarah Chaplin-Brice,
Low Bridge End Farm, St John’s in the Vale.
....“to be followed by another band of low pressure...”
1985, 1995, 2005, 2009, are the intervals now getting shorter?
Plus an Environment Agency warning of a 20% increase in rainfall!
We farm in St. John’s-in-the-Vale and we have seen severe and what can only be
described as catastrophic flooding for many years. We have to cope with the actual
flooding and the distressing and time consuming aftermath of so much environmental
damage. Slowly we are evolving farm practices that help us to cope with the impact,
for example not replacing fencing in some fields and changing our land use patterns.
And we are always keeping a constant lookout for the weather forecasts and above all,
keeping ourselves and others aware of the daily water level at Thirlmere. Thus we know
our flood risk to an inch of rain or so.
(We even know the flood risk from catastrophic dam failure at Thirlmere, almost a state
secret until now. But do we have a warning siren on the house? No. You have to live in
France to get that!)
Our farm damage threatens livestock, our farm access (scoured out to a depth of nine
feet or so), brings down walls, scatters debris everywhere but recently has covered our
meadows in huge amounts of stone. All has to be repaired and made good again over
time, in addition to the daily farming workload. This damage has an easily identified
impact on our visitors and all those who use the footpaths etc.
We also own a flat in Keswick, which belonged to my father. He was flooded out for a
year in 2005, losing most of his personal possessions and then the flat was effectively
destroyed again by sewage flooding, to window level, in 2009. So our personal
reflections are affected on two fronts, town and country.
Recognising the flood risk, seeing the flashy nature of our rivers and realising that we
will have to “live with it” has all resulted in a huge amount of our time being spent with
all the interested parties and agencies trying to push for improvements. We realised
many years ago that so many of the bodies involved would be rightly concentrating on
town dwellings and businesses but the rural areas need a voice and a say in finding
solutions too.
So we have dealt on an individual and a group basis with many people including:
Cumbria County Council, Allerdale Borough Council, Keswick Town Council, St. John’s,
Castlerigg & Wythburn Parish Council and the County Emergency Planners. United
Utilities, the Environment Agency, the Lake District National Park Authority, Defra and
Natural England and the NFU.
The Keswick Flood Action Group, Lord Campbell-Savours Working Group, Government
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Ministers and local Members of Parliament and National Flood Groups. The Insurers
and their representatives. And of course the media, local newspapers, the television
and radio etc etc.
We have lost count of the number of meetings, tea and cakes involved, generally at our
expense.
Was it all in vain? No, because now here is great news of progress!
•

Warnings, very much improved (so long as the phone lines, mobiles and
electricity supply stay on!)

•

Internet access to River Levels, very helpful indeed.

•

General communication, vastly improved. There is an identifiable willingness to
consult and inform.

•

River defence work in Keswick.

•

Renewal of sewage system in Keswick

•

Defence of empty properties in Keswick, a local firm will erect flood barriers,
install toilet locks etc. in the absence of the home owner.

•

Lake level at Thirlmere, much more detail available but this needs the final push
to get it on the KFAG website.

Opportunities lost:
River Greta by pass channel at High Hill Keswick, to go under the vacant Ravensfield
site.
Proper “joined up” evaluation of intermediate water releases from Thirlmere and
consequent new engineering at the lake.
However, we are deeply concerned that whilst we accept that the rainfall is the cause of
the flooding, there are many people who are paid to manage that rainfall. And that work
has simply not been done adequately or timely until now. Talk to any country person
and they will say “The becks need cleaning out!” Environment or drainage? This needs
to be planned and not left to chance.
Recent legislation, following calamitous flood episodes around the country, does seem
to have helped bring this tragic issue to the table and provides a framework to get
results. If it means generating funds from local taxes, so be it. It is not right for victims
to have to knit teddy bears etc to raise funds for this fundamental protection.
Flooding is frightening, damaging to property and health, disruptive to businesses and
above all very costly, both financially and emotionally. Any civilised society should find
the resources to deal with it to protect their residents and the precious environment.
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3.

Support after the first anniversary

3.1

The third sector continues to help communities recover

3.1.1 Of the 56 respondents who felt their organisations had a role during the 		
emergency period and into recovery, 45 of these have provided support after
the first year anniversary and beyond. Respondents were only asked to fill in
the section of the questionnaire on future involvement if they had specifically
allocated resources to help communities to recover from the November 2009 floods.
3.1.2 Third sector organisations with a role after 12 months ranged form larger third
sector support organisations based in Cumbria, for example Cumbria CVS and
Action with Communities in Cumbria (ACT) to local branches of national third sector
organisations, for example the Rotary and Lions. Cumbria Community Foundation
continued to run the Cumbria Recovery Fund facilitating grants to organisations
to enable them to continue to provide services, and Rotary and Lions groups
continued to provide small amount of funding and emotional support to households
who had still not returned to their homes.
3.1.3 Cumbria Community Foundation reported some organisations returning to them
on more than one occasion to request funding to extend the service as need was
still high, for example Impact Furniture Service continued to provide a facility
for donated goods for as long as they were received. Churches Together in
Cockermouth continues to run Street Angels, providing pastoral support and
keeping in contact with those who were returning to their homes and the flood office
in Cockermouth continues to offer support and advice.
3.1.4 Where personal support is required this appears to being picked up via mainstream
support third sector organisations with a client base accessing Cumbria Recovery
Fund to continue to provide additional services, for example Action for Blind People,
Hospice at Home, West Cumbria Carers and CADAS.
3.1.5 Age UK continued to work with elderly households affected by the flooding to
ensure they were supported in returning their lives to normality. Big Lottery Fund
funding has enabled them to continue to work with elderly people affected by
flooding for three years within Derwent and Greta Communities. Case study 7
below provides further details.
Case study 7: Big Lottery Fund - funding Age UK West Cumbria Derwent and Greta
Communities Action Project
This 3 year Big Lottery Fund, funded project has been designed to work with older
people affected by the November 2009 floods in the Allerdale District, specifically in
Cockermouth, Workington, Keswick and outlying villages.
Each area has a dedicated Community Support Worker whose aims are to provide
information and support; the re-building of social activities; support and co-ordination
of volunteers and the production of a Good Practice Guide at the end of the project to
assist communities in the future.
•

The community support workers visit clubs, societies and activity groups to
provide information on Age UK and other services and to support older people
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to reconnect with social activities where this connection has been lost. In the
first 7 months of the project nearly 200 people have been supported back in to
activities, 19 talks and presentations have been given and 18 activities or groups
have been established.
•
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Chart 14 illustrates the time-scales third sector respondents felt they would be
able to offer the services they delivered. The majority felt they would be able
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3.3.2 Chart 14 illustrates the time-scales third sector respondents felt they would be able
to offer the services they delivered. The majority felt they would be able to offer
the services indefinitely or within a two year period. Some organisations felt their
services were no longer required after 6-12 months.
Chart 14: Services continuing indefinelty to help communities
recover
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3.3.3 The Big Lottery Fund has played an important role funding capacity building
within the voluntary and community sector and continuation of support services.
A partnership of organisations that provide infrastructure support to third sector
organisations is being supported for two years to help voluntary and community
groups recover from flooding. This has seen: community sports and social clubs
restored; continuation of services provided to young people; and, community
groups empowered with resilience planning, funding, and business planning and
governance advice. Case study 8 below provides further details.
Case study 8: Big Lottery Fund - funding capacity within the voluntary and
community sector
The Big Lottery fund is supporting a two year Voluntary and Community sector
partnership to deliver Cumbria Flood Recovery and Community Resilience Programme.
Cumbria CVS is the lead partner assisted by Action with Communities in Cumbria
(ACT), Young Cumbria, Active Cumbria and Cumbria Community Foundation (CCF).
The project arose from the needs of partners, who provide infrastructure support
to third sector organisations in Cumbria, to work together strategically and secure
resources. The need was to help voluntary and community groups recover from
flooding, leaving them stronger and more resilient when disasters occur.
As an infrastructure organisation that supports third sector groups throughout Cumbria,
Cumbria CVS is using the funding to provide advice, training, support, and information
on funding opportunities to community and voluntary groups affected by flooding.
To date Cumbria CVS has helped over 50 groups with funding and income generation
advice. Several groups have been helped to fill volunteering opportunities. Cumbria
CVS has also been working with the Northern Flood Group to access funding and
arrange the Northern Flood Conference.
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Research is also being undertaken to determine and document the work of the
third sector in the emergency response and recovery of communities following the
November 2009 floods. The research will look at the contribution made, partnerships
established and lessons learnt to inform future emergency planning by statutory and
third sector organisations.
"The third sector has been so important in helping communities recover over the past
two years. None of this support was time limited, being provided for as long as was
and is needed. In the first few weeks and months local volunteers gave unlimited
care and support; helping people to clear out their homes, access grants, deal with
insurance companies and ultility providers. As recovery continued larger third sector
organisations sought funding to enhance their services to provide much needed
additional support; including managing donated goods, community support and
specialist advice."
Kirstine Riding, Research/Partnership Officer Cumbria CVS
www.cumbriacvs.org.uk
Following the floods Action with Communities in Cumbria drew on good practice
available through the national network of Rural Community Councils, primarily
Gloucestershire, to find out how they dealt with flood recovery and community support.
As part of the project, they are working with communities in flood affected areas to
develop community resilience plans and a toolkit will be produced around resilience
planning and communities in the future. Flood mitigation work and resilience planning
is about communities increasing their capacity, growing in confidence and community
engagement to take on more and encouraging a ‘bottom up’ approach.
"Multi agency approach of the Big Lottery Fund project
is very important and must be maintained – continuing
information links and information sharing are crucial’’
Terry McCormick, Senior Development Officer
www.activecumbria.org

Flood damage at Workington Cricket Club,
courtesy of Workington Cricket Club.

Young Cumbria works with young people’s
organisations to develop knowledge and skills. A Christmas party in December 2009
for young people that live in and around Cockermouth was so successful that a series
of events and Band Night evenings were held. A youth work programme for young
people was sustained and enhanced during school and holiday times. The lack of a
mobile youth resource was apparent and a proposal was put together to purchase
and equip a mobile youth vehicle. The vehicle known as the ‘White Van’ provides
young people with a meeting area that has a table, flat
screen TV with a PS3 and many interactive games. The
vehicle is driven and staffed by youth workers who can
also provide young people with a range of advice and
information on issues such as sexual health, drugs and
alcohol and volunteering opportunities. Following the
floods the general lack of youth facilities required a rapid
response. The mobile youth unit provided a quick and
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much needed resource that has had a lasting benefit to young people in Allerdale. The
van continues to operate in Cockermouth area and is much used.
www.youngcumbria.org.uk
Cumbria Community Foundation was requested by Gold Command to run the
Cumbria Recovery Fund. The organisation had experience from other disasters that
had affected the County, namely Foot and Mouth and the Cumbrian floods in 2005 and
is part of the Community Foundation Network that works to inspire and support giving
that strengthens communities and enriches local life. During the floods they provided
immediate responsive grant making to ensure organisations could respond quickly. For
example Impact Housing’s Furniture Service needed funding to rent a warehouse to
interactive games. The vehicle is driven and staffed by youth workers who can also provide
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facilities required a rapid response. The mobile youth unit provided a quick and much
needed resource that has had a lasting benefit to young people in Allerdale. The van
continues to operate in Cockermouth area and is much used. www.youngcumbria.org.uk
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They are also working with some of the new major donors to maintain and develop their

www.cumbriafoundation.org
giving and support for communities in Cumbria.
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3.4.2 Since the November 2009 floods, Flood Action Groups have increased in numbers
as communities began to consider how they could work together to reduce flood
risk within their homes. A total of ten community flood action groups have become
involved in the research. These groups have been pivotal in pulling together the
community to enable effective liaison between the community and statutory, third
sector and private businesses.
"Flood Action Groups had a particularly pivotal role in bringing communities
back together. Following the floods in 2005, the Environment Agency instigated
a range of interventions which encouraged residents to prepare for flooding, to
effectively respond to warnings and to aid recovery from future flooding. They
helped communities establish Flood Action Groups which consisted of key voluntary
influencers in the communities.8"
3.4.3 Following the 2009 floods the Environment Agency worked with the National Flood
Forum to establish further community groups throughout Cumbria. The groups had
an important role both during the floods and during recovery: as they provided a
credible flood warning to local residents; advised those affected on how to recover;
and, represented a practical community based group for statutory agencies, such
as the Environment Agency and United Utilities to work with.9
"FAGS were particularly important in driving flood resilience behaviour and
helped establish social norms. Residents believed that FAGs members had a
better understanding of their needs. Therefore, keeping the community at the
heart of flood response interventions may be critical in designing and delivering
interventions.8"
3.4.4 For this role to continue flood action groups need support with governance,
business planning and funding in order to give them defined aims and objectives.
The research has found evidence of groups where numbers had dwindled and the
work carried on by one or two determined individuals. Other groups needed funding
to enable them to engage with the wider community but without business planning
and appropriate governance arrangements they were struggling to understand how
to take the group to this next level. Several FAG’s had received funding from the
Cumbria Recovery Fund.
3.4.5 Only two rural parishes that responded to the research had received some funding
to help them work as a community to tackle flood prevention. One group reported
receiving support from Cumbria CVS to access funding.

8

Environment Agency: Response to flooding survey Cumbria 2010: Dec 2010 www.environment-agency.gov.uk.

9.

National Flood Forum Newsletters Summer 2010 and January 2011 – www.floodforum.org.uk
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a wider Northern Flood Action Group. This group has currently prioritised four key
issues/concerns that affect individuals and communities recovering from flooding.
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Key issues affecting recovery in communities from flooding
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‘Payment for Outcomes’ (PFO) is the new DEFRA strategy for funding of flood

1. Flood
Defence
Funding
defences.
The Environment
Agency is currently in the process of putting bids

together for the 2012/13 flood defence bids. These bids will come under PFO

‘Payment
forCentral
Outcomes’
(PFO)
is allocated
the new depending
DEFRA strategy
for funding
of flood
strategy.
funding
will be
on the number
of houses
that
defences.
The
Environment
is currently
in the £31,000
processper
of putting
fall below
the
one in 75 riskAgency
of flooding;
approximately
property,bids
onlytogether
for the 2012/13 flood defence bids. These bids will come under PFO strategy. Central
funding will be allocated depending on the number of houses that fall below the one in
75 risk of flooding; approximately £31,00087
per property, only houses where water can
cross the threshold will count. Businesses are not part of the count. The shortfall will be
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NFAG is concerned that rural communities in particular will be left with a shortfall that is
impossible to meet and believe this new funding strategy should be challenged. NFAG
would like all FAG to write to their local MPs to voice their concerns.
2. Insurance
The ‘statement for principles’ ends in 2013. There have been a number of flood
summits attended by the Association of British Insurers (ABI), Brokers, Insurance
companies, Nation Flood Forum (NFF) and concerned MP’s. Many areas that have
been flooded are now facing increased premiums and vast excesses. Houses cannot
be sold as new owners cannot obtain home insurance.
NFAG believes that all flood action groups should begin lobbying their MPs regarding
the forthcoming issue of insurance. Morpeth Flood Action Group has proposed an
alternative model for insurance. NFAG asks for FAGs to read this model and comment.
3. Water Act and Land Drainage
The Environment Agency will be handing over responsibility for land drainage to Lead
Local Flood Authorities (LLFAs). Funding will be allocated to LLFAs established under
the Flood and Water Management Act 2010. LLFAs are responsible for local flood risk
management, including surface water. Money will be allocated as Area Based Grant.
Area Based Grant is allocated direct to each local authority. Local authorities will
have complete flexibility to spend the additional funding as they see fit. Amounts are
allocated according to the risk each LLFA is expected to need to manage and each
authority will be expected to under take surface and ground water risk assessments.
Role of NFAG – Encourage community members and if set up Flood Action Groups to
inform their parish councils of land drainage problems in their areas. Parish councils
then charged with taking issues of land drainage to district and county councilors.
4. Restoration/recovery
The purpose is to detail the Best Building Practice standards required for flooded
properties. Purpose to detail process a property will need to go through to be restored,
and standards of repair owners should or should not expect to receive. In effect, a
‘property disaster management plan’. Closely connected to waste as a result of
materials being thrown away due to ‘contamination’.
Role of NFAG – Encourage Universities to undertake research to clarify the extent and
possible limits of ‘contamination’ following flood damage to properties. Campaign for
best building standards to be produced for restoration of property following flooding.

Northern Flood Conference, May 2011 - courtesy of NFAG
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4.

1.

2.

Recommendations to maximise the effectiveness
of the third sector in helping Cumbrian 				
communities in flood recovery
•

Support for flood action groups in towns and rural parishes
Where a flood action group has been established as a practical tool for statutory
agencies to work within communities, these groups should be supported and
empowered to undertake their assumed duties. Support should include guidance on
governance, business planning and funding.

•

Clarity is needed as to whether flood action groups are achieving this overall
purpose to act as a practical tool for external agencies to engage with, and if in
doing so they are representing the needs of the wider community. The Northern
Flood Group has concluded at present there are four common key issues that
communities need help with tackling/lobbying – Insurance, Flood Defence Funding,
Water Act and Drainage and Restoration /Recovery (Best Building Practice
Standards). Flood action groups need to be effectively tackling these issues at a
local level.

•

It is important to ensure rural parishes are treated equally to larger communities and
given opportunities to ensure their environment is protected. Parishes could form
satellite groups connected to the main flood action groups, a natural cluster of rural
parishes or as stand alone groups.

•

Communication
Information regarding the available statutory and third sector services should be
simplified. County Council flood bulletin and e-newsletters are an effective approach
to promoting statutory and third sector services. These should be kept up to date.

•

Local newspapers should be used to pass on information regarding services,
particularly in the first few days following an emergency.

•

In the event of an emergency (acute and recovery phase), local authorities should
continue to ensure nominated Public Service Information Points (PSIP) are set up
within their areas and promoted widely.10

•

Notice boards for neighbours and friends should be established at flood recovery
centres to enable people to leave messages.

•

A community text messaging service should be established to connect households,
and to advise on new flood bulletins and ways that other, complementary
information can be sourced. Neighbourhood Watch has a similar communication
system, ‘Voice Connect’ that goes out regularly.

10 PSIP are established in public premises (libraries, town halls, local authority offices) where people can visit to make
enquiries related to an emergency.

89

3.

4.

5.

•

Leadership and accountability
Protocols should be developed to clearly define lines of accountability and
leadership to staff reception centres, during the acute stage and at the recovery
centres. Guidance for this protocol is already in existence as part of Cumbria
Emergency Assistance Centre plan, prepared by Cumbria County Council.
Although this guidance refers to the acute stage of an emergency it clearly has a
role in defining responsibilities as recovery begins. Appendix 3 contains, Annex A
from Section 1 of this report.

•

The third (voluntary and community) sector needs to work to develop a stronger
presence in strategic planning for community recovery at a County Level.

•

Churches Together’s list of venues with facilities and key holders should be
incorporated into local emergency plans.

•

Co-ordination of volunteers and offers of help
Third sector organisations should co-ordinate themselves to systematically pick up
and deploy all voluntary offers of help. This should be facilitated at a local level and
designed to capture medium and long term voluntary support available in addition to
short term emergency support.

•

Within flood recovery and reception centres there should be a desk that records all
offers and all requests for help, with one organisation taking responsibility for this.
As communities progress further into recovery these offers could be taken up.

•

Two free phone numbers should be arranged to capture donated goods and
donated services and voluntary help.

•

A lead organisation should take responsibility for co-ordination of volunteers at a
local or county wide level; this responsibility should be recognised in the Cumbria
emergency and recovery structure.

•

A system for collecting, storing and distributing donated goods by Impact Housing
should be recognised as an essential service. This system should be agreed and
documented so that it can be repeated in the future.

•

Welfare support for volunteers should be considered by third sector organisations
that rely on volunteering capacity. The immediate nature of having to deal with
households undergoing trauma can be a challenging experience for even the most
experienced volunteers.

•

•

Data protection
Clarity is required on data protection during an emergency situation, allowing for
recognition that the level of data required by third sector organisations to distribute
services is limited to contact details.
A database of personal details given voluntarily, of anyone who wishes to register
with it should be created, to ensure anyone at risk will receive support.
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7.

•

Funding
Blanket emergency funding should be viewed as necessary to support households
in the first few days of recovery. There should be consistency in how this is applied,
with households receiving equal levels of funding in all areas that have experienced
the emergency.

•

Means tested funding should be readily available in the short, medium and long
term.

•

Flood Action Groups or other representative community groups should be kept
informed regarding:
1. the level of funding received across their communities
2. justification of spend, and
3. how the funds will be spent

•

A protocol to encourage the sharing of information on spend should be developed
across all third sector organisation that receive donations via national or county
wide networks.

•

Community well being
Households living in areas that have been or are likely to be flooded, need to take
some degree of personal responsibility. By registering to receive Environment
Agency flood warnings they will be aware of the likely risks and changing weather
patterns in their local area.

•

There should be recognition of the importance of the third sector in providing
emotional support and practical help throughout recovery. Associated with this is
a need to acknowledge that a community will never return to absolute normality
following such an emergency.

•

Communities continue to experience trauma long after an emergency event.
Mainstream support services provided by statutory and third sector organisations
should to be aware of this, and tailor support services accordingly.

•

Informal on-going community support should be encouraged to help people who do
not access formal support. Churches Together Street Angels provide an informal
support service that is ongoing and closely connected to the flood advice centre.
This system should be agreed and documented so that it can be repeated in the
future.

•

Media attention should be controlled to ensure a balance between promoting the
damage to ensure access to funding and the intrusiveness of this kind of attention
and how it can affect people.

•

Local knowledge and views must be harnessed to help recovery.

91

S U P P O R T I N G

Y O U

T O

S U C C E E D

Appendix 1
8th March 2011

Dear Colleague
Research to evaluate the role of the third sector in Cumbria flood recovery since
November 2009
Cumbria CVS are undertaking research to determine and document the role of the
third sector in helping Cumbrian communities recover from the November 2009
floods.
Across Cumbria the third sector includes a very diverse range of organisations:
Voluntary organisations, community groups, tenants and residents groups, faith
groups, Housing Associations, co-operatives and social enterprises, most sports
organisations, grant making trusts and private clubs.
During the emergency caused by the floods and subsequent recovery over the last
year, third sector organisations have been delivering valuable services to the flood
affected communities in Cumbria, promoting and assisting their desire to be ‘value’
driven rather than ‘profit’ driven. We want to capture this.
I am contacting you to see if you would like to take part in this research by
undertaking a questionnaire with us. The findings and emerging lessons learnt will
be used to influence and inform future planning by statutory agencies, third sector
organisations and local communities.
We are keen to get the views of as many groups as possible and one of our project
officers will be contacting you again in the next couple of weeks to establish if you
wish to be involved and to arrange an appropriate time to complete the questionnaire
over the phone or in person.
This research project is part of a Cumbria wide programme funded by the Big Lottery
to assist communities in Cumbria to recover from the devastating floods of November
2009. Cumbria CVS as lead organisation is supported by Cumbria Community
Foundation, Cumbria Sports Partnership, Young Cumbria and Action for Communities
in Cumbria.
The structure of the questionnaire
The questionnaire will take about an hour to complete and is split into two sections.

Section 1 focuses on the work your community group or organisation undertook;
A:

Emergency support and advice i.e. food bank, emergency housing

B:

Supporting the physical environment to return to normality i.e. repair of damaged
property, remedial works.

C:

Supporting individuals or groups in practical ways and equipping them to return to
normality i.e. help with travel, replacing or repairing essential equipment, surveying
damage to properties.

D:

Supporting the general well being of communities i.e. respite for carers, parties and
trips.

Section 2 focuses on the impact of the floods on your community group or organisation,
both financially and on your ability to deliver the service you provide. Is it healthier or
worse off?
Personal reflections and case studies
As we undertake the questionnaires we would like to identify and undertake a series of
case studies and personal reflections.
The case studies will be used to highlight the difference the third sector has made to
people’s lives in helping them recover from the impact of flooding.
The personal reflections will illustrate the personal challenges individuals faced, when
their regular employment or volunteering work pattern changed suddenly, and how they
felt emergency and recovery support has worked on the ground, the positives and barriers
experienced in getting services and support out to those that needed it.
Did you know?
If your group has been affected by the floods in Cumbria or is working to help your
community recover, we have two dedicated Development Officers who will work with you
to access advice, training and support, including information on funding and project
planning.
I look forward to contacting you in the near future. In the meantime if you have any
queries or would like to speak to a Development Officer please do not hesitate to get in
touch either by email, KirstineR@cumbriacvs.org.uk or call me on 01768 800350.
Yours faithfully
Kirstine Riding, Research/Partnerships Officer
Cumbria CVS, Eden Office, 6 Hobson Court, Gillan way, Penrith, Cumbria, CA11 9GQ.
Tel: 01768 800350 Email: KirstineR@cumbriacvs.org.uk
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TION 1: The role of your organisation

SECTION 1: The role of your organisation
STAGE 1: Remit of organisation or community group during the initial emergency 		
response stage
If your organisation or community group didn’t have a role during Stages 1 or 2 please go directly to Stage 3.
General organisation questions
1.

To whom did you provide the service? Please tick all that apply









2.

All age groups
0-14 year olds
15 – 24 year olds
25 – 39 year olds
40 – 49 year olds
50 - 64 year olds
65 – 79 year olds
80 and over

How did you identify/prioritise services you provided? Please tick all that apply






Charitable status dictated services provided
Transferred query to other agencies more able to help
Dependent on staffing/volunteer resources available
No formal approach adopted
Other

If other, please provide further details ___________________________________________________                
3.

How did you locate and assess needs of ‘At Risk’ and ‘Vulnerable’ individuals? Please tick all that
apply







Type of service we provide would normally pick up at risk and vulnerable individuals
Partnership arrangements with most relevant agencies
Identified through drop in advice centres
Used household data from flood affected areas
No formal approach adopted
Other

If other, please provide further details ___________________________________________________         
4.

Did you prioritise the communities you worked within? Please tick all that apply






Responded to calls as they came in
Targeted flooded areas
Where staffing/volunteer resources available
No formal approach adopted
Other

If other, please provide further details ___________________________________________________                
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5.

How important do you feel your work was during this phase in bringing communities back together?
Please tick one box





6.

Very important
Moderate impact
Not really had any significant impact
Not at all

How did you engage with/involve communities in arranging the services you provide so they met their
needs? Please tick all that apply





User satisfaction surveys
Consultation events
Feedback from outreach workers or development officers
Other

If other, please provide further details ___________________________________________________                
7.

What methods did you use to communicate the services you provided? Please tick all that apply








Posters
Mail shot
Local radio
Door to door
Word of mouth
Contact with other agencies/groups
Other

If other, please provide further details ___________________________________________________               
8.

What links did your organisation or community group establish with other communities or providers 		
during the period when there was a need for emergency support and advice? Please tick relevant box
and if applicable complete table below.


Not applicable



Applicable

               

               

               

               

               

               

Future

Purpose of relationship

Recovery

Organisation or community group

Emergency

Please list and at which stage, emergency, recovery or future planning the relationship has been established
or will continue over.
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9.

During the emergency phase did you contact or were you supported by organisations or communities
elsewhere, which had learnt from disasters to provide support on maintaining health and social care
within the community? Please tick relevant box and if yes provide further details.


Yes



No

Further details _____________________________________________________________________               
10.

Did you provide business support and advice to the private sector? Please tick relevant box and if yes
provide further details.


Yes



No

Further details _____________________________________________________________________               
11.

How involved were you in meeting individuals housing needs? Please tick relevant box and provide
further details.




Not applicable
Assisted meeting short term housing need
Assisted meeting long term housing need

Further details if you assisted in meeting households long term or short term housing needs ________
_________________________________________________________________________________
_________________________________________________________________________________
12.

Did you support communities to arrange larger social events or trips? Please tick relevant box and if
yes provide further details.


Yes



No

Further details _____________________________________________________________________                
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A:

Emergency support and advice

1.

What type of service were you able to provide? Please tick all that apply















Emergency rescue
Awareness raising of support available
Advice services – housing, health, insurance, financial
Assisting with managing emergency flood centres
Identifying flooded properties
Emergency clean up
Emergency shelter
Continuation of educational needs
Storage facilities
Catering
Food bank
Clothing bank
Community support
Other

If other, please provide further details ___________________________________________________                
2.

Were you involved in supporting the continuation of regular services ie Education, Health Care, Social
Clubs or groups? Please tick all that apply











Not applicable
Taxi services
Free bus transport
Assisted with managing drop in clinics
Arranging temporary accommodation
After school care
Facilitated funding of nursery places
Facilitated trips or other social events
Day-care for older persons
Other

If other, please provide further details ___________________________________________________
B:

Supporting the physical environment to return to normality

1.

What type of service were you able to provide? Please tick all that apply





Flood clearance
Resurfacing
Regeneration
Other

If other, please provide further details ___________________________________________________                
2.

Did any of the repair and regeneration work you undertook support the continuation of regular services
ie Education, Health Care, Social Clubs or Groups? Please tick all that apply




Not applicable
Clearing premises
Repairing damage

5





Cleaning
Refurbishment
Other

If other, please provide further details ___________________________________________________
C:

Supporting individuals or groups in practical ways and equipping them to return to normality

1.

What type of service were you able to provide? Please tick all that apply











Replace damaged equipment
Run seminars or workshops
Storage of belongings or donated gifts
Extending or replacing services
Advice services – housing, health, insurance, financial
Continuation of education needs
Food bank
Clothing bank
Community support
Other

If other, please provide further details ___________________________________________________
2.

Were you involved in practically supporting the continuation of regular services ie Education, Health,
Social Clubs or groups? Please tick all that apply











Not applicable
Taxi services
Free bus transport
Assisted with managing drop in clinics
Arranging temporary accommodation
After school care
Facilitated funding of nursery places
Facilitated trips or other social events
Day-care for older persons
Other

If other, please provide further details ____________________________________________________
D:

Supporting general well-being of communities

1.

What type of service were you able to provide to support the general well-being of communities? 		
Please tick all that apply









Counselling
Respite care
Advice services – housing, health, insurance, financial
Individual sessions
Financially subsidised activities
Befriending service
Publicity and compiling leaflets
Other

If other, please provide further details ___________________________________________________
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Additional comments
Do you have any additional comments or concerns that you wish to raise?
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STAGE 2: When did you realise your remit had to or was changing from initial response 		
to recovery
Please comment on factors experienced during your work that indicated the remit of the service you provided
need to change from emergency response to assisting communities to recover:
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STAGE 3: Remit during recovery stages
Complete Stage 3 if you feel your organisation or community group has had a defined role in helping
communities recover from the effects of flooding. This section starts with B: Supporting the physical
environment to return to normality.
General organisation questions
1.

To whom did you provide the service? Please tick all that apply









2.

All age groups
0-14 year olds
15 – 24 year olds
25 – 39 year olds
40 – 49 year olds
50 - 64 year olds
65 – 79 year olds
80 and over

How did you identify/prioritise services you provided? Please tick all that apply






Charitable status dictated services provided
Transferred query to other agencies more able to help
Dependent on staffing/volunteer resources available
No formal approach adopted
Other

If other, please provide further details ___________________________________________________
3.

How did you locate and assess needs of ‘At Risk’ and ‘Vulnerable’ individuals? Please tick all that apply







Type of service we provide would normally pick up at risk and vulnerable individuals
Partnership arrangements with most relevant agencies
Identified through drop in advice centres
Used household data from flood affected areas
No formal approach adopted
Other

If other, please provide further details ___________________________________________________
4.

Did you prioritise the communities you worked within? Please tick all that apply






Responded to calls as they came in
Targeted flooded areas
Where staffing/volunteer resources available
No formal approach adopted
Other

If other, please provide further details ___________________________________________________
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5.

How important do you feel your work was during this phase in bringing communities back together?
Please tick one box





6.

Very important
Moderate impact
Not really had any significant impact
Not at all

How did you engage with/involve communities in arranging the services you provide so they met their
needs? Please tick all that apply





User satisfaction surveys
Consultation events
Feedback from outreach workers or development officers
Other

If other, please provide further details                
7.

What methods did you use to communicate the services you provided? Please tick all that apply








Posters
Mail shot
Local radio
Door to door
Word of mouth
Contact with other agencies/groups
Other

If other, please provide further details                
8.

What links did your organisation or community group establish with other communities or providers 		
during the period when there was a need for recovery support and advice? Please tick relevant box
and if applicable complete table below.


Not applicable



Applicable

               

               

               

               

               

               

Future

Purpose of relationship

Recovery

Organisation or community group

Emergency

Please list and at which stage, emergency, recovery or future planning the relationship has been established
or will continue over.
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9.

During the recovery phase did you contact or were you supported by organisations or communities 		
elsewhere, which had learnt from disasters to provide support on maintaining health and social care
within the community? Please tick relevant box and if yes provide further details.


Yes



No

Further details _____________________________________________________________________
10.

Did you provide business support and advice to the private sector? Please tick relevant box and if yes
provide further details.


Yes



No

Further details _____________________________________________________________________
11.

How involved were you in meeting individuals housing needs? Please tick relevant box and provide
further details.




Not applicable
Assisted meeting short term housing need
Assisted meeting long term housing need

Further details if you assisted in meeting households long term or short term housing needs ________
_________________________________________________________________________________
_________________________________________________________________________________
12.

               				
Did you support communities to arrange larger social events or trips? Please tick relevant box and if
yes provide further details.


Yes



No

Further details _____________________________________________________________________               
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B:

Supporting the physical environment to return to normality

1.

What type of service were you able to provide? Please tick all that apply








Flood clearance
Resurfacing
Regeneration
Clearing and cleaning premises
Repairing damage
Refurbishment
Other

If other, please provide further details ___________________________________________________               
C:

Supporting groups in practical ways and equipping them to return to normality

1.

What type of service were you able to provide? Please tick all that apply











Replace damaged equipment
Run seminars or workshops
Storage of belongings or donated gifts
Extending or replacing services
Advice services – housing, health, insurance, financial
Continuation of educational needs
Food bank
Clothing bank
Community support
Other

If other, please provide further details ___________________________________________________                
2.

Were you involved in supporting the continuation of regular services ie Education, Health, Social Clubs
or groups? Please tick all that apply










Taxi services
Free bus transport
Assisted with managing drop in clinics
Arranging temporary accommodation
After school care
Facilitated funding of nursery places
Facilitated trips or other social events
Day-care for older persons
Other

If other, please provide further details ___________________________________________________                
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D:

Supporting the general well-being of communities

1.

What type of service were you able to provide to support the general well-being of communities? 		
Please tick all that apply









Counselling
Respite care
Advice services – housing, health, insurance, financial
Individual sessions
Financially subsidised activities
Befriending service
Publicity and compiling leaflets
Other

If other, please provide further details ___________________________________________________

Additional comments
Do you have any additional comments or concerns that you wish to raise?
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STAGE 4: The future – continuing support
Only complete Stage 4 if your organisation or community group has specifically allocated resources to
provide continuing support in the future.
Future support and advice
1.

What services do you provide and how long will you continue to provide them? Please complete the
table below:
Next 6-12
months
from Nov
2010

Next 12-24
months

Indefinitely
as service
supports
Charitable
status

Emergency support and advice
Support the physical environment to return to normality
Supporting groups in practical ways and equipping
them to return to normality
Support physical and mental health
2.

How will you identify/prioritise services you provide during this phase, and what impact will future
funding cuts have on this service? Please tick all that apply






Charitable status dictates service provide
Consultation with partner organisation or community groups – Statutory and Third Sector
Consultation with community, end users or customers
Dependent on staffing/volunteer resources available
Funding received to continue service

Please provide further details __________________________________________________________
3.

How will you locate and assess needs of ‘At Risk’ and ‘Vulnerable’ individuals? Please tick all that
apply






Partnership arrangements with most relevant agencies
Identified through drop in advice centres
Used household data from flood affected areas
Type of service provide would normally pick up
Other

If other, please provide further details ___________________________________________________
4.

How important do you feel this work will be in helping to continue to bring communities back together?
Please tick one box





Very important
Moderate impact
Not really had any significant impact
Not at all
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5.

How will you engage with/involve communities in arranging the services you will provide so they meet
your needs? Please tick all that apply





User satisfaction surveys
Consultation events
Feedback from outreach workers or development officers
Other

If other, please provide further details                
6.

What methods will you use to communicate the services you are providing? Please tick all that apply







Posters
Mail shot
Local radio
Door to door
Contact with other agencies/groups
Other

If other, please provide further details                
7.

What links will your organisation or community group continue or establish with other providers during
this phase to provide support/services? Please tick relevant box and if applicable complete the table
below.


Not applicable



Applicable

               

               

               

               

               

               

Future

Purpose of relationship

Recovery

Organisation or community group

Emergency

Please list and at which stage, emergency, recovery or future planning the relationship has been established
or will continue over.

Additional comments
Do you have any additional comments or concerns that you wish to raise?

SECTION 2: The impact of the floods on your organisation
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SECTION 2: The impact of the floods on your
organisation
Impact on the organisation or community group
1.

How did providing the service impact on the normal day-to-day activity of your organisation or
community group?




2.

If your normal day-to-day activities were reduced why was this?




3.

All activities continued as usual
Some activities continued as usual
No usual activities took place

Our venue was flooded or inaccessible
Our volunteers and staff could not get to work
Volunteers and staff were working on flood recovery

Please estimate the level of volunteering that made the initial response and later recovery work
possible?
Existing volunteers __________________________________________________________________                
New volunteers _____________________________________________________________________                
Existing volunteers __________________________________________________________________
New volunteers that remained _________________________________________________________                

4.

What organisations gave you practical support?









5a.

Local authority staff
Health staff
Police/Fire/Rescue services
Church
Service groups eg Rotary, Lions, etc
Local charities
Local business
Other community organisations

What practical support did you get from other organisations and community groups?










Advice and Information
Venue
Equipment
Volunteers
Staff
Refreshments
Funding
Storage
Other – please specify__________________________________________________________

16

5b.

Please tell us what support was most valuable to your organisation or community group by order of
preference:
Advice and Information _______________________________________________________________                
Venue ____________________________________________________________________________                
Equipment ________________________________________________________________________      
Volunteers ________________________________________________________________________                
Staff _____________________________________________________________________________                
Refreshments ______________________________________________________________________                
Funding __________________________________________________________________________                
Storage ___________________________________________________________________________                
Other – please specify _______________________________________________________________                

6.

Will your involvement in the flooding impact on your future?


7a.

No

Worse than before the emergency
The same as before the emergency
Better than before the emergency

If worse why?








7c



As a result of the flooding would you say that your organisations or community group’s future is




7b.

Yes

Poor public profile
Poor partnership working
Increased expenditure
Less income
Less activities
Less volunteers
Other – please specify __________________________________________________________                

If better why?








Improved public profile
Improved partnership working
Less expenditure
Increased income
New activities
New volunteers
Other – please specify __________________________________________________________                
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Financial Impact
1.

What effect has responding to the emergency and recovery phase had on your organisation or
community group’s finances?  






2.

If your funds have increased what is the overall impact on your group or organisation’s financial
sustainability?






3.

We will be able to increase the amount of funding in our reserves
We will be able to develop new services and activities
It will have little overall impact
It will help to keep us operating for a couple of years
It will help us survive 2011 but our future is at risk

If your funds have decreased what is the overall impact on your organisation’s financial sustainability?





4.

Increased them significantly
Increased them a little
Made no difference
Decreased them a little
Decreased them significantly

We will have to do more fundraising but it will not have an impact
We will be able to get through 2011 but will have to do more fundraising for the following years
We will have difficulty getting through 2011 and our future is at risk
We have had to stop our activities

Has your organisation worked out how much the service costed?


Yes



No

If yes, please tell us the:
Cost of the activity

£ _____________________________________________________                

Number of volunteer hours ____________________________________________________________                
5.

Did you know that financial support was available to help your organisation?


6.

Yes



No

Did you receive any financial support to help with the costs of providing the service?


Yes



No

If you received financial support
7.

Where did the funding come from?






National branch of your organisation
National charity
Local Authority
Cumbria Community Foundation
Local charitable organisations, e.g. Lions, Rotary, etc
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8.

How much of the costs were covered?






9.

All ready knew about it
Flood support centres
Internet
Radio/Newspaper
Word of mouth
Information from another organisation

How easy was this to access?




12.

Emergency response phase
Recovery phase
Future support

How did you find out about funding available?







11.

All
75-99%
50-74%
25-49%
Less than 25 %

Was the funding for?




10.

Your own fundraising activities
Other – please specify__________________________________________________________

No application form required
Application process easy to complete
Application process difficult to complete

Did you get the money when you needed it?




In advance
During the time you were providing the service
After the service had ended
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In the future
Please consider what support you would need in a future emergency.
1.

Please indicate what support would be most valuable in order of preference:
Advice and Information _______________________________________________________________                
Venue ____________________________________________________________________________                
Equipment ________________________________________________________________________      
Volunteers ________________________________________________________________________                
Staff _____________________________________________________________________________                
Refreshments ______________________________________________________________________                
Funding __________________________________________________________________________                
Storage ___________________________________________________________________________                
Other – please specify _______________________________________________________________

2.

Do you think there should be specific Government funding for community organisations and charities
to cover their costs resulting from the flooding?  


3.



No

If your answer is yes – how much of the costs?







4.

Yes

All
75-99%
50-74%
25-49%
Less than 25 %
None

Who do you think is best to manage funding to assist with the costs of providing additional services to
the community?





The local authority
A national charity
A local charity
Other

If other, please specify _______________________________________________________________                
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Appendix 2

Organisations that contributed to the research
Cumbria CVS would like to thank all organisations which took the time to complete the
questionnaire, attend focus groups and inform the research.
1st Cockermouth Guides
9th Cockermouth Guides
Action with Communities in Cumbria (ACT)
Action for Blind People
Action for Health
Active Cumbria
Age UK - West Cumbria
Ambleside Bowling Club
Ambleside Friends of Guiding
AWAZ Cumbria
Barton Parish Council
Blindbothel Parish Council
British Red Cross
Carlisle Eden MIND
Churches Together in Cockermouth
Churches Together in Cumbria
Citizens Advice Bureau - Workington
Cleator Moor Flood Action Group
Cockermouth Amateur Dramatic Society
Cockermouth Civic Trust
Cockermouth Flood Action Group
Cockermouth Lions
Cockermouth Mountain Rescue
Cockermouth Rotary
Cocktons Yard Management Company Ltd
Colton Parish Council
Copeland Homes
Cumbria Alcohol and Drug Advisory Service (CADAS)
Cumbria Rural Enterprise Agency
Cumbria Social Enterprise Partnership
Cumbria Community Foundation
Cumbria County Council
Cumbria CVS Volunteer Network
Cumbria Neighbourhood Watch Association
Cumbria Youth Alliance
Dacre & Pooley Bridge Flood Action Group
Derwent & Solway Housing Association
Egremont Flood Action Group
Egremont Rugby Union Football Club
Finsthwaite Flood Action Group
Haverthwaite and Backbarrow Parish Council
Hospice at Home
Impact Housing Association
Keswick Extended School Cluster
Keswick Flood Action Group
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Keswick Flood Recovery Group
Keswick Lions
Keswick Rotary
Kirkgate Youth Theatre
Kirkgate Centre
Lorton Parish Council
Michael All Angels Church
National Farmers Union
North Lakes Food Bank
Northern Flood Action Group
Northside Community Centre
Quaker Meeting House
Resolve Mediation Services
Soroptimist
South Lakes Search Rescue
South Ulverston Flood Action Group (SUFLAG)
St John’s Castlerigg and Wythburn Parish Council
Voluntary Services North West (VSNW)
West Cumbria Carers
West Cumbria Rape Crisis
Workington Flood Action Group
Workington Heritage Transport
Workington Rotary
Young Cumbria

115

Appendix 3

Cumbria Emergency Assistance Plan – types of Centres (Annex A, Section1
Cumbria Resilience Unit, Cumbria County Council.
ROLES OF EMERGENCY ASSISTANCE CENTRES
Centre

Purpose

Timescale

Lead Agency

Immediate

Survivor Reception
Centre

Support for
uninjured survivors.
Registration and
evidence gathering

Police
with support from
District Council,
County Council &
Voluntary Sector

Evacuee Reception
Centre

Accommodation,
support and
registration for
evacuees/homeless

Responders
Welfare Centre

(may transfer to
Humanitarian
Assistance Centre).

Immediate

Facilities for briefing,
deployment,
refreshments
Immediate
and if necessary
(may be required for
accommodation
the short to medium
for emergency
term period)
services, armed
forces, volunteers
etc

Family and Friends
Reception Centre

Support for family
and friends of
victims who have
travelled to the
scene of the
emergency

Community
Reception Centre

Support and
practical assistance
to people affected
by the emergency
who are able to
remain in their
homes

Humanitarian
Assistance Centre

Support and
assistance to
anyone affected by
the emergency

Immediate
(may transfer to
Humanitarian
Assistance Centre)

Immediate
(may transfer to
Humanitarian
Assistance Centre)

Longer Term

District Council
& County Council
with support from
the Voluntary Sector

Police
with support from
District Council &
Voluntary Sector

Police
with support from
District Council,
County Council &
Voluntary Sector

Various depending
upon the nature
of the emergency
(likely to be local
authority)

Cumbria County
Council with
support from
Voluntary Sector
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