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Falmouth Tourist Information Centre 

Ensuring business continuity after flooding 





Overview





Falmouth Tourist Information Centre (TIC) flooded on Thursday 23rd September 2010 with in the region of five to six inches of raw sewerage throughout the building.  Prior to this there was an excess surface water incident on the Quay and surrounding area on August 25th.





The incident on 25th August did not involve water or sewerage entering the TIC building.  However, as on the 23rd September, there was widespread disruption to the TIC service and surrounding shops and premises.  





Whilst the 2 incidents were not necessarily linked to climate change, they highlighted the vulnerability of the business to disruption from weather-related events.  Risks from intense rainfall and flooding are expected to increase as the climate changes, making it even more important to ensure that the TIC is as resilient as possible to future events.





Effect on TIC building and contents:





The flood was attended by Cornwall Council Acting Senior Building Surveyor and Cornwall Development Company (CDC) Corporate Services Administrator.  The ingress of sewerage resulted in 5-6” of raw sewage throughout the office.  This was drained and removed during the day of the 23rd and a fuller assessment of the damage undertaken over the next few days.





From this it transpired that:





There was damage to floors, skirting boards including the walls behind them, wall and floor mounted fixtures and fittings were also affected.


The main front desk computers were on the floor and had been  affected.


There was some loss of literature and a small amount of saleable stock estimated to be between £500 and £750 retail.


The building environment was sub standard with a danger of contamination from spores and bacteria to people entering the office.


There was damage to the main phone line wall box in the TIC front office.











Future adaptation actions:





Whilst there is no guarantee this incident will not be repeated in rare combinations of severe weather/ tide conditions, it is clear that South West Water (SWW) has identified and are rectifying a major fault with the outfall which contributed substantially to the severity of the flood. 





It should be noted the building has been occupied as a TIC for 6 years and these are the only recorded incidents of water entering the building.  Most people occupying seafront buildings are aware of tides and take measures to prevent water entering their property.





There were no measures taken by the TIC or Cornwall Council properties staff to protect the building by means of flood boards and seals around doors etc. even though tides, particularly high tides, are predictable and known of in advance. 





It would appear that had flood boards been in place the severity of the incident would have been reduced substantially.  It is recommended that CDC Facilities / Cornwall Council Properties investigate new flood boards for the TIC building as a matter of urgency and a procedure for the placement of flood boards in front of all entrances at all times when the building is empty be instigated.





The incident has made us more aware of seaside locations as high risk.





























Business response and challenges





In the interim the TIC staff  have re-located to the Public Library on the Moor in Falmouth as a temporary measure.  There is limited coverage of e-mails through web based servers and a personal service to visitors re-directed by signage on the TIC door.  The TIC staff have been co-operative in this.  However, whilst we are extremely grateful for the accommodation provided by the Library service, the temporary nature of the accommodation and lack of access to information visitors require (stored in the TIC building) has meant the service is severely limited.





All telephone calls have been diverted to an external answering service via Visit Cornwall’s fulfilment contractor Carrier Direct.  This has provided an extended service with calls being answered as “Falmouth Tourist Information Centre” and all transactions and contacts recorded through the Cornwall Enquiry Management System (part of the Cornwall Destination Management System) from 9 am to 9 pm 7 days a week.  





The following remedial action has been carried out on the TIC building;





Over the ensuing days and weeks the TIC has been successfully de-contaminated including all literature, stock, fixture and fittings and staff areas. 


The sealed nature of the commercial vinyl floor covering contained the spill and there was no permanent damage to floors, walls, doors or walkways. All of these areas have been cleaned and show no signs of permanent damage.


All fixtures and fittings and furniture has now been replaced in their original positions and show no signs of permanent or residual damage.


The TIC has been thoroughly cleaned and dried.


All IT equipment except the two main computers is back online and working including back office phone lines and computers, fax and franking machine.


The two main computers have been dried with reinstallation in the TIC due soon.


The TIC is ready for occupation pending agreement from CDC.





This was achieved using reliable suppliers and staff in a difficult situation and capitalising on excellent individual professional relationships.








Further thoughts





Further discussions regarding the permanent relocation of the TIC in Falmouth Library are scheduled to take place in the near future.  There is enthusiasm to co-locate the TIC and Library service – an option supported verbally but not yet financially by Falmouth Town Council.  Issues of budget and HR involving seconded staff and Library staff remain outstanding, as does IT provision, areas of space and display within the Moor building.





There is no doubt the risk of regular climate related or flood related issues with a waterfront business have brought home the need to take precautions when leaving the building empty or unoccupied, and have spurred on the requirement to relocate the Tourist Information Centre.











Contact: 


Name: Steve Kessell


Email: � HYPERLINK "mailto:Steve.Kessell@cornwall.gov.uk" ��Steve.Kessell@cornwall.gov.uk� 


Telephone: 01208 265632
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