Diarists’ Recommendations for Flood Recovery
The following list was compiled by the diarists taking part in our project – it is their list of 4 things:

· Things that they found to be helpful during flood recovery

· Things that they found unhelpful during flood recovery

· Changes they would like to see in the event of a future flood

· Changes they would like to see being made now, in the community more generally

Things that helped during the recovery:

1. Workers who responded quickly and flexibly to the situation 
What people valued most in the immediate aftermath of the floods were people who were quickly on the scene and able to provide practical help – for example, the fire service, police, community wardens, bin men doing extra collections etc.
“One of our neighbours, she had three children in a caravan...  She had nowhere for washing, but we managed through finding out different things that she got a second hand washing machine delivered so that she could actually get the kids’ clothes washed…  It’s the little things – you don’t want a brand new washing machine replacing whilst you are in the middle because you don’t know what’s going to go into your house when you are back.  You just need something cheap that works, that will go into a temporary situation.” [group discussion]
“At the beginning of the flood… everybody was chucking their stuff out and the estate was a mess and they brought some prisoners with their warden and they really did work. They did a fantastic job and cleaned the estate brilliantly.” [group discussion]
“A wonderful policewoman who lives at the other side of the estate… wasn’t affected by the flooding but couldn’t get her car out.  So she decided to police the area, stop the traffic coming in and out and look after everything.  She was absolutely brilliant and I’ve written to the Chief Constable asking that she be commended.” [group discussion]
2. Supportive neighbours and community groups/local residents’ committees 
People really appreciated the support of their neighbours and community groups. Lots of people said the floods helped them get to know neighbours that they had not spoken to before.
“We’ve made friends with a neighbour who has lived there as long as we have and, other than wave to him in the morning, I’ve never spoken to him… Now we are best of friends.” [group discussion]
“Everybody was really friendly… I got to speak to neighbours that I’ve never really spoken to before and they were all really friendly, really helpful.  And living in the caravan I had more there than when I was in the house.  People would just come and knock on the window and say, “How are you doing?” [group discussion]
3. Employing your own builders and making sure the building work was good quality.
Some people had good experiences with their builders – this tended to be those who got a cash settlement from their insurers and who employed their own local builders. However, others experienced problems and felt that they had to put up with poor-quality workmanship, particularly if they allowed their insurance company to appoint for them, 
“Employing your own builders… is a good thing… our builder had worked for a friend previously and I’d seen some of his work, so we were lucky in getting that… And our neighbours, as I say, have had three builders, supplied by the insurance company and two of them have been sacked. They’ve only just got their house finished now and they started it before… ours.” [group discussion]
4. The flood archive. 
People like the idea of the archive that is being created for this project. They want to make sure that what they have been through is not forgotten and that lessons will be learnt from their experiences. They also find the group discussion sessions really helpful in enabling them to compare notes and share experiences. Several people have expressed an interest in taking things a stage further by having politicians/decision-makers along to group discussion meetings so that they can talk to them directly.
“I think the meetings are really good, I get a lot from them.” [group discussion]
“It’s the flood meeting; it’s my counselling session! Even using my diary, I’m using that as therapy. It’s awesome” [group discussion]
5. Appropriate use of the media. 
There are mixed feelings about this – many people say that the local radio was a lifeline during the floods because it kept them in touch with what was going on. However, there is anger over the way that the national media handled the floods – many people feel that Hull was forgotten in comparison to Gloucester, while others think that much of the media coverage within the city has focused on Kingswood at the expense of other areas (e.g. Orchard Park and East Ella Drive areas).
“I think Radio Humberside was excellent really… I knew that my husband was stuck on Willerby Road… and I knew because of the radio - I knew he was safe because there were… no major disasters reported or anything… It did tie up a lot of things and it did co-ordinate – you know, if people needed to know, ‘how’s my granny in a particular area?’, it was coming on constantly what areas had been affected – it was useful.” [group discussion]
“There’s been nothing for us. Orchard Park has just been wiped off the face; there’s been no coverage about Orchard Park and what we’ve had to go through…. Yes, Kingswood – Bransholme, yes, but where’s Orchard Park when all this was going on, where are we?”  [group discussion]
Things that didn’t help

1. It wasn’t clear what funding was available. 
People were confused about what help/funding was available, and from which bodies. There are stories of people becoming upset because others were given greater assistance with no apparent reason or explanation. For example, some people reported responding to adverts about free trips and holiday activities for school children, only to find that they were not eligible. Many people also did not realise that they could ask for refunds on things like council tax and TV licences if they were out of their properties. They would have liked to have been told that they could claim for these things too.
“All flood victims should have received council cash, not grouped into gold, silver and bronze - I found it difficult to understand how they decided who was silver and gold and bronze.” [group discussion comment]
“You can be left out of pocket as a result of lots of little things that you don’t realise you might be entitled to claim for e.g. child minding expenses. It would help in future if people were given some information to let them know/remind them that they can claim for these things.” [group discussion]
2. Duplication of information collection. 
In the immediate aftermath of the floods, people talk about lots of different organisations coming round with questionnaires and forms and they found it frustrating to have to keep repeating personal information.
“Would it not have been possible to give people some kind of card/pass number to avoid having to fill in the same information on forms over and over again?” [group discussion]
3. Impersonal approaches/insensitive handling of belongings. 
Many people were upset by how their flood-damaged possessions were handled during the disposal process. They were told that their items were “contaminated” and were distressed to see their belongings getting “chucked” into skips. They would have liked a more sensitive approach where workers recognised that these items had a lot of sentimental value.
Olivia
I’ll never forget Bruce, Beccy, he said to the chap who turned the kitchen table on the side, “It unscrews underneath”.

Bruce
I said, “The legs unscrew”.  He said, “Don’t worry” – crunch, he just broke them off!
Olivia
He broke the leg off the table, the kitchen table… It just went in the van, he just chucked it in.

Bruce
Well the legs had been contaminated, but I said, “If you turn it on the side, the legs unscrew”.

Olivia
He said, “We’re not moving house, Bruce, we are chucking it”.  [group discussion]
4. No continuity of service 
People were very frustrated by having to deal with different people all the time. For example, some residents kept being allocated new loss adjustors, while others were told that they couldn’t see their usual GP because their temporary rented home was out of the catchment area for the surgery, so they had to register with a new practice.
“It was awful. We kept getting passed onto another phone line after waiting and then had to go over everything we had said in the 1st place” [group discussion comment]
5. Disrespect for property. 
People were upset by workmen treating their house disrespectfully e.g. leaving rubbish on the floor, leaving doors and windows open/losing keys (i.e. security problems), making a mess when they use the bathroom and tampering with personal possessions. They feel there needs to be some recognition that, although that house is the builders’ workplace, it is also somebody’s home!
“Tradesmen’s comments like ‘It’s insurance paying for it so it’s good enough’ is the wrong attitude to have.” [group discussion comment]
“I hated having to barter over prices with loss adjustors” [group discussion comment]
“Security was a big problem – builders kept leaving doors open and passing keys around different people – we didn’t know who had the keys to our house and eventually had to get the locks changed.” [group discussion comment]
6. Unhelpful estate agents 
Many people have had bad experiences with estate agents (for example, hiking the prices on rented houses because they believe that insurance companies are paying, being very unhelpful to families with children and pets, making appointments for viewings and then letting houses to other people without warning etc.)
“People were profiting from others’ misery” [group discussion comment]
“I went through the Yellow Pages, day after day after day – sometimes 16 calls a day and that was an average.  And I would set up a viewing and you know, ‘Yes, a week on Wednesday we are viewing you know, 12 Acacia Avenue’ – whatever.  And my name was on the list and just before the viewing I would ring… to confirm, ‘Oh we let that last week’.  That absolutely floored me, it was twice within an hour on the same day – two that I had been promised, they’d done that.  And never have I felt more like a non-person than that particular day.  I thought ‘you don’t know me, you don’t know my circumstances’… I was gutted… When we did get a property… it was an exorbitant rent and the house has been nothing but problems since we moved in.  And I just feel somebody has really taken us for a ride, I’m absolutely certain that we are not the only ones.” [group discussion]
7. Unhelpful utilities companies and other services 
People spoke of having trouble with re-directing/ receiving refunds on basic household services such as council tax, broadband, home phone, Sky TV etc. For example, one participant had to keep paying council tax despite living in her garage, while another was threatened with legal action for not paying bills because a company had not updated its details after the family had moved into temporary accommodation. Others were given reconnection charges upon moving back in and found that the companies involved behaved in obstructive ways that showed no sympathy for their situation.
“All these services should have given us some leeway in acknowledgement of the difficult circumstances we were in – they just didn’t seem to understand what we were going through” [group discussion comment]
“We had to pay more Council Tax with our rented property – could that go down as a recommendation that the councils give you a bit of leeway, because we had to fork out for that?” [group discussion]
“There was a general lack of communication between services – for example, the transfer of addresses to temporary accommodation and back again.” [group discussion]
“I wrote them [TV licensing] a hand note and said ‘how dare you send me this letter [threatening legal action for cancellation of TV licence] - I have no internal walls let alone a television set!’” [group discussion]
8. Resentment between owner occupiers and council tenants 
Resentment is harmful for community spirit but problems have arisen where there have been perceived discrepancies in the level of help and support provided.

“Some of the houses are council houses on our little estate.  Our next-door neighbour is still a council property and they are almost a bit bitter about the amount of work that we’ve had done… The council houses have had nothing done, they fought to have skirting boards taken off and put back on again. They’ve had no drying process, they’ve had no redecoration, they’ve had to pay for it themselves.” [group discussion]
9. People being ignored/missed out

Many people felt that they received no help whatsoever – they seemed to have been missed off the list of those receiving visits from the council, community wardens etc. 
“No one came” [group discussion comment]
“We saw no one, we still haven’t seen anyone for a year, no one has been near, contacted us or anything.” [group discussion]
“I never saw Councillor xxx come round my estate and knock on the door or come to our committee meetings… and say: ‘Now what can be done for Orchard Park?’  He didn’t come anywhere near, he never saw nought, he was tucked up in his little office, not with his wellie boots on walking round.” [group discussion]
Changes people would like to see in the event of a future flood
1. Having a supportive intermediary who could explain the process and give advice 
For example, someone who could help people manage their insurance claim and provide some continuity of contact over time. People talk a lot about how the floods involved a very steep learning curve – they had to become experts in how to make insurance claims, deal with builders etc. and they wished that someone had been on hand to tell them how to do it.
“We have so many skills now e.g. project management” [group discussion comment]
“If we could have had someone who had been through it at the time, who could help direct us and actually say ‘Look, you are going to go through this, you are going to go through that, you are going to go through the other, don’t just agree to it, or don’t just say yes to that, don’t just say no to that.  What you need to think about is this, this and this’.  That would really benefit for future events.” [group discussion]
“It’s almost like a sort of disaster co-ordinator or something - the Council or someone employs a specific person to then appoint, you know, to different areas and have meetings as quickly as possible.” [group discussion]
“It doesn’t actually need to be anyone employed, it can be a voluntary organisation that could do it.  It just needs to be someone who’s got the right skills because they’ve been through it.” [group discussion]
2. Someone to inspect the building work 
This is a big issue. People think there should be someone to inspect the building work and to make sure that things are being done properly. This is also something that people would like to see being done now. Several people want the reinstatement work to come with a guarantee, so that if you want to sell your house in the future, you have documentation to prove that the repairs have been done properly. People also want the companies to come back after 8-12 months to check the décor and deal with any snagging issues. Many are concerned that they do not know how much their builders are being paid to do the work and they are unsure sure if what is being done reflects this level of payment. They think that there should be a similar system to car insurance where you know how much your claim has cost and how the work that has been done compares to that. This was an issue for both owner occupiers and council tenants (see quotes below)
Owner occupiers
“It’s important to have someone you can trust and who is fully qualified to inspect the work because you often aren’t in a fit state to decide.” [group discussion comment]
“You sometimes just give in and accept substandard work because you just want it to be finished.” [group discussion comment]
“We’d really like somebody independent to check all the work because we don’t know what we should have to put up with.” [group discussion]
”Will I ever know how much they’ve been paid? Because I want the insurance company to say if it is worth that” [group discussion]
“I would have thought when they paid this money out, they would at least have thought ‘Oh I’ll come and check to see what has been done’.” [group discussion]
“Nobody gets houses inspected if it’s been redone by the insurance companies as long as the builders have got some affiliation – some paperwork to say that they are builders. They don’t have to – even if they are being paid £30,000 – they don’t have to be inspected afterwards. How many houses in Hull in the next five to ten years are going to find out that they’ve got leaks, they’ve got damp, the electrics have not been done properly? Because there’s been lots and lots [of builders] that should not have been used.” [group discussion]
“Perhaps cheques could be sent direct to householders to give to the builders when they are happy with the work that has been done – this might help residents feel more in control of the process and improve the quality of work that is being done?” [group discussion]
Council tenants

“Hull City Council management to come to all its tenants to check if everything’s OK.” [group discussion comment]
“I think Connaught has got all that money but they haven’t done the work.  So where’s the council housing manager? Why hasn’t he ever been? Why hasn’t he ever surfaced and said ‘How are you getting on in your house?’ or ‘Have they done this for you?’ But no.” [group discussion]
3. Greater use of local building companies, rather than ‘cowboy’ firms from outside the local area. 
People wanted to use local tradesmen as they felt they were more trustworthy and diligent – plus it was easier to call them back if there was a problem with the workmanship. However, we have been told that local builders could not get work from the insurance companies because their quotes were always being undercut by firms from outside the local area.
“Why didn’t they use local builders? I mean we’ve got some good builders in this town but yet they wouldn’t use local builders, they said, ‘We don’t want to employ local builders, we want to get people from out of town’.  And they come in from Sheffield and down south.” [group discussion]
“I heard that the estimates, they were just passed to the lowest ones out of town.  And so the local builders were getting missed out altogether and the insurance companies were bringing in who they wanted because they said they were more reliable because they’ve always worked for them.” [group discussion]
“They were passing on the estimates from local builders to their builders in all the different towns. So the builders in our particular area weren’t getting the jobs. They undercut them straight away, so they didn’t get jobs.” [group discussion]
4. Having a local office in each neighbourhood where people could go for advice. 
This is something that the council’s mobile flood advice service did and yet few people in our project seem to have taken advantage of this – people wanted more of this kind of service at a very local level. There was also a demand for simple, practical tips on how to cope during the reinstatement work – for example, telling people to mask doors to stop dust when dehumidifiers and fans are in use.
“I think there should have been someone in each little area, you know, there should have been a mobile home… Because near me, where I live, there’s quite a lot of pensioners and bungalows and none of them knew what they were doing.” [group discussion]
5. Someone to provide reliable and consistent advice. 
Again, it is really important for people to have consistent information sources that they can trust. Hearing lots of conflicting messages can be very confusing and frustrating for people.
“Perhaps there should be… some kind of leaflet or information on how to deal with insurance… To most people it is almost like it [the insurance] has been a closed book.  I mean how many times do you deal with insurance on this scale in your own lifetime? And you know, [people have] lots of different experiences – some people have… appointed builders who are rubbish.” [group discussion]
6. Better management of insurance claims 
Two things that would have really helped people would have been a) prompt settlements of claims and b) covering costs upfront (rather than people having to pay for things themselves and then claim them back). Residents have had problems with insurance companies constantly disputing details of claims and thus dragging out the whole process. Delays in cheques arriving from insurance companies have also resulted in builders being called off jobs (or in residents having to borrow the money in order to cover the shortfall and pay their builders).
“We paid so much money out - it cost us so much money at the beginning of the flood for like, getting the caravan – we had to pay for that ourselves and tried to claim it back, even though… they’d only give us half of it back.  We paid for plumbing so we could have water in the caravan and I’ve never been able to claim back off the insurance because like everything we have said, ‘we needed this, needed that’, they’ve sort of just brushed it away, brushed it away all the time.” [group discussion]
“[company name] was a nightmare for the buildings… we had four different assessors and they were all nightmares and none of them worked in the same way and they wanted us to start from scratch, everything we’d done each time.  So it drove me up the wall and some days I was tearing my hair out and I was pacing up and down this caravan going mad, that’s how it’s affected.” [group discussion]
7. Sensitivity to people's situations. 
While the gold, silver and bronze system did attempt to provide extra help to vulnerable groups, people have examples of where this could have been improved by implementing an extra sensitivity to people’s circumstances. For example, council tenants told us that repairs were being undertaken alphabetically by street name, whereas many people felt that the houses of the elderly, the disabled and young families should have been done first. Others felt that planned improvements to council housing under the Decent Homes Act should have been undertaken at the same time as the flooding repairs in order to minimise disruption for vulnerable residents.
“I cannot see why, if they were doing the floor and the doors and the skirting boards, why they couldn’t have just done and concentrated on the kitchen.  Because now one or two of the pensioners are back in the bungalows, now they are being contacted by workmen again, rewiring for the kitchen, upheaval again, and these pensioners cannot take it.  They are very distressed… one or two of them have completely refused them… these pensioners are adamant they do not want their kitchen.  Maybe, say, in a year’s time they might feel like it but at the moment they can’t do with the upheaval.”  [group discussion]
8. Emotional support/recognition of emotional impacts. 
People have found the recovery process incredibly stressful and think that the authorities should have acknowledged this. They also feel that some form of emotional support should be available to people who are affected by flooding in future.
“Have people fully recovered? The psychological and emotional impacts continue.” [group discussion comment]
“People should be made aware of the emotional consequences of the flooding – for example, I’m only just starting to feel that all this new furniture is really mine – it takes a while to adjust and get used to it and nobody tells you that you will feel like this.” [group discussion comment]
“Many people seem to have more illness, lack of confidence and fear of future floods” [group discussion comment]
“Need for central places for people to go in both the long and short term where they can receive empathy and emotional support to help them know where to start with it all – gym passes, punch bags and relaxation classes are more helpful later on when you’re in the middle of dealing with builders etc!” [group discussion comment]
9. A rapid, practical response. 
What people wanted most in the days following the flood were people who could provide immediate help with practical tasks – for example, getting temporary washing and cooking facilities set up quickly. Instead, lots of residents found that they had to fill in many different forms before they could get this help.
“It would help to have a door-knocking exercise immediately after the floods, not just to gather statistics but to refer people on to others who could help them.” [group discussion comment]
“Dettol and cleaning products delivered direct to people’s homes would be more helpful than just taking a load on a van and telling people to come and help themselves – what about housebound people?” [group discussion comment]
10. Having a local office for the insurance company. 
People report real problems with trying to get in touch with insurers over the phone and felt that it would have been much easier had more local offices been set up so that people could talk to someone about their claim face-to-face.
“Did your insurance company in Hull – did you have somewhere to go to?... We didn’t, it was all on the telephone, which is a nightmare in itself because you can’t get hold of people… Only one person in our close, who were with [company name], I think it was – they opened a small office in Hull, so they had somewhere to go.” [group discussion]
11. Need for flood resilience measures, not just expensive reinstatement. 
Some people were concerned that their homes were being put back as before, thus leaving them vulnerable to future floods. Instead, they wanted to see changes being made which would help make their homes more resilient to future flooding.
“What they could have done then, is really put in some measures – proper flood resilient measures. They could have lifted the foundations up a foot, which I was saying they want higher foundations or they want the flood plain areas to have three storey houses where the ground floor is a utility and garage and the accommodation is above.” [group discussion]
12. Employers need to have some kind of national system to allow people time off in the event of a disaster (for example, along the lines of compassionate leave).
Many participants had supportive employers but were concerned about those whose employers may not have been so understanding. It was suggested that time off for employees could perhaps be covered as a component of insurance policies?

“I keep saying to my manger, I’m going to need a fortnight off shortly [to move back into the house].  A week to get in the property and a week to sort the other [rented] one out … but that’s two weeks of my holiday where me and [husband] could have done with going away at the end of the year when we’re back in the house, just to have a rest, but that isn’t going to happen because I’ll have used all my holidays up.  You need compassionate leave.” [group discussion]
Changes people would like to see being made now, in the community more generally
1. Information on what actions are being taken in the wider community. 
A year on from the floods, people are still confused as to what is being done across the city to a) prevent and b) prepare for future flooding. They want reassurance so it is important that the various agencies involved tell them what action is being taken.
“Flood victims should be included at any official meetings” [group discussion comment]
“What support is available for people in the community now? People are going back into their shells.” [group discussion comment]
2. Need for a coordinated body that can oversee everything to do with flooding and drainage. 
People are very aware of the fragmented way in which the drainage infrastructure is managed (e.g. lots of different organisations involved, from Hull City Council through to Yorkshire Water and the Environment Agency) and they feel there is a need for a coordinated body which will ensure that these organisations work together and communicate properly.
“Residents need to know who is responsible for cleaning drains etc.” [group discussion comment]
“We need somebody – a group – to police Yorkshire Water, the Environment Agency and the Councils – somebody who could go to all their meetings, so they would take all their comments, record what they promised to do and then make sure it was all going smoothly and was put into action.”  [group discussion]
3. Public participation in policy responses - listening to local people and building confidence. 
In the longer-term, people would like to see residents having more involvement in decisions around drainage, flood and infrastructure management in Hull. There is a feeling that the many agencies involved cannot be trusted to make the necessary improvements on their own and that local residents need to form groups that can liaise with these agencies to communicate their wishes and to make sure that action is taken.
“Some MPs have been good and others not so good – we would like politicians who are actually willing to see people’s houses and who will turn up and get things done away from the TV cameras i.e. not just as a PR exercise.” [group discussion comment]
“We need to build confidence in the infrastructure” [group discussion comment]
4. Street level contingency plans. 
Many people feel there should be street level contingency plans in place across Hull which detail what should be done in the event of a future disaster.
“If anything is being learnt from this then it should be that they do now have a contingency plan – not that I ever want it to happen again.”  [group discussion]
 “Would it be possible to have something along the lines of neighbourhood watch?” [group discussion]
5. A code of practice for estate agents 
Several participants had bad experiences with estate agents (for example, hiking the prices on rented houses because they believe that insurance companies are paying, being unhelpful to families with children and pets, making appointments for viewings and then letting houses to other people without warning etc.) and would like to see a code of practice being implemented to ensure that this does not happen anywhere in future.
“We were treated appallingly by estate agents and if anything comes out of this I would like to see that any area that’s been affected in such a way where people have to move – that there’s an immediate code of practice kicks in where estate agents have to stick to it.” [group discussion]
6. Someone to clean up the neighbourhood after the flooding and building work 
People feel that their neighbourhoods still look dirty and uncared for even though the building work has finished in their areas. (For example, builders’ waste is still lying around and there is dust and dirt everywhere.) They would like to see the streets being cleaned up.
“The estate is still in a mess, there’s rubbish everywhere.” [group discussion]
“All the rubbish – you are getting more punctures in cars because of rubbish on the road… it does seem to be the out of town builders that are doing it and it just feels as though they haven’t got a care [as] to what happens to us.  They are just getting on with the job.” [group discussion]
7. Better community education and preparation about flooding and how to help prevent it. 
People were not prepared because they did not expect the flood to materialise in the way that it did. They are also concerned that the capacity of the drainage system is being reduced by people putting the wrong things down toilets e.g. builders’ waste, nappies and newspaper.
“The flood wasn’t how we expected it” [group discussion comment]
“Would it be possible for a flyer to be sent round with your water bill listing things that should not be put down toilets and drains?” [group discussion comment]
“Could we get local people to agree to a voluntary code whereby, at times where there is a danger of flooding, everyone agrees not to put any more water down the system than is necessary? i.e. don’t run dishwashers, washing machines etc. Like a hosepipe ban but in reverse.” [group discussion]
8. Advice on flood resilience measures and their effectiveness

People want information on what measures they can take to protect their home and how effective they would be.
“You are bound to get loads of companies jumping on the bandwagon and saying ‘we can do this and do that’, but do we know they’d work?” [group discussion]






