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Introduction and objectives

• Operating an interactive incident room for 
highways/flooding

• Utilising traffic technology and social media to 
manage the Council’s response

• Understanding the communication mix; contact 
centre, variable messaging signs, social media etc. 



Telford & Wrekin Council

• Unitary authority

• Located in the West 
Midlands

• Population 173,000

• Home to the Ironbridge 
Gorge World Heritage 
Site

• 1007km road network

• 437km gritting network 



Severn Trent Pipe Burst

• September 2017

• Incident affecting 20,000 residents

• Pipe burst was located just off A442 
requiring closure of the A442 s/b slip 
road

• No activation of the emergency plan

• But significant input from highways 
and network management

• No overall way to manage/co-ordinate 
our response and control 
communications



Highways Incident Room
• Designation of UTMC as Incident room

• Focal point during any major event on the highway

• Use of available technology and data to manage and co-ordinate the
council’s response

• Hot desking arrangement to facilitate specialists, network management,
comms team, contact centre, civil resilience to base themselves there

• Can be used for any severe weather or planned/unplanned event which
has an impact on the highway

• No built into the Council’s emergency plan

• First time used for Winter 2018



Urban Traffic Management Centre

• Recently upgraded to ImCity

• Monitor (crowd sourced) journey 
times, 

• Provide traffic signal fault 
management, 

• Remote management of signal 
timings,

• CCTV,

• Static and mobile Variable 
messaging signs,

• Visual screens



Other Web based data



Snow Event 10th December 2017

• Initial snow Friday 8th December

• Significant snow early hours of 10th

December

• Opened incident room 6am on 
Sunday morning and it operated 
throughout the day on the Sunday

• Used to co-ordinate our response, 
manage staff resources, co-ordinate 
contractors, manage road closures 
and engage with the public





Beast from the East – 1st March

• Beast from the East arrived from 26th

February, cold but very dry

• Reports of snow accumulations 
around 5cm 1st March

• However, significant drifting with 
strong easterly winds

• Led to Ok conditions in the urban area 
but significant issues in the rural area

• 2nd time operating the Incident room





Feedback

• Council’s presence was visible

• Information was often instantaneous

• Able to use social media to 
understand issues as well as 
communicate – two way dialogue

• Statistics showed huge impact

• Excellent feedback from Senior 
Management, Members and the public

• Recognition in local media





Other benefits

• Provided a central hub/base for the team to operate from

• Available 24hrs a day, 365 days a year

• Used data, tools, communications to manage resources and improve our 
response to these kind of events

Future improvements
• Upgrades to VMS signs

• Car park management

• Increase in CCTV in known hotspots



Thank you

Any questions?


