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Present In Attendance

Jo Lappin Chair Chris Matthews
Bernice Law Paul Stelfox

Peter Fitzhenry Matt Postlethwaite
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Steve Parry
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Introduction and apologises.

Jo Lappin (JL) opened the meeting by welcoming all attendees and thanking them for
their attendance. Apologises from Damien Waters. (BL) advised that Damien had a new
role with wider geographic responsibilities.

The March 2025 actions are either on the agenda forward plan or currently part of
United Utilities Officers and Sub Group Members offline discussions.

Chris Matthews (CM) to arrange for Steve Parry (SP) to meet with relevant UU officers to
discuss development related issues. (Action).

The Chair invited Bernice Law (BL) to provide an overview of key water sector issues. BL

advised the Sub Group that:

e The Cunliffe Review interim report is now available. It would appear to be light on
the role of ICGs. The final report is scheduled for release in the near future.

e (BL) and Dave Thompson (DT) are meeting with the Ofwat Board to discuss how
United Utilities supports vulnerable customers and how the company helps
households with their water bills.

e On 18 June 2025, (BL) presented to the United Utilities Board. The presentation and
subsequent discussion focused upon YourVoice’s view of United Utilities AMP7
performance. The Board asked that (BL) pass on their thanks to YourVoice members
for their contribution towards improving water provision across the North West.

Q. James Copeland (JC) stated that Energy Utilities and United Utilities have conducted
work to improve customer access to Priority Services Register. Is the Ofwat Board invite
linked to this sector leading work?

A. (BL) is unaware of any direct link, rather the Ofwat Board appear to want to
understand the customer impact of the company’s support policies and strategies.

A. (CM) suggested that the Ofwat Board is keen to understand customers reactions to
the water bill increases and the related planned customer service improvements.

Q. Jo Lappin (JL) suggested that removing ICGs would not help these three water
companies improve their reputations with their customer base.

A. (BL) agreed and believes that Ofwat’s actions/priorities will drive water companies’
customer engagement structures.




Water Industry Landscape.

(CM) set out six prominent themes currently affecting the water sector including:
e Water (Special Measures) Act
e Water Industry Commission (WIC) chaired by John Cunliffe.
o EFRA Select Committee
e Dry weather
e UU performance results
e PFAS

Q. (BL) asked if United Utilities is measuring stakeholder use of the overflow monitoring
sites.

A. (CM) advised that initial interest in the monitoring site data had tailed off. However,
site hits vary depending on specific circumstances such as weather events. More
information will be provided within the next Storm Overflow update (Action).

United Utilities had responded to the Defra Committee consultation exercise and (CM)
will circulate United Utilities” written respond to Your Voice members (Action).

Q. (BL) advised the Environmental and Social Capital Sub Group has a strong focus upon
PFAS issue as an area of emerging concern.

Deep Dive: Business market services

Paul Stelfox (PS) set out how United Utilities seeks to engage with the retail sector
especially around the issue of dry weather measures. The presentation covered:

e The competitive business retail market and the major retailers UU serves

e UU v Retailers responsibilities

e UU’s business customers

e Market engagement

e The Market service team

e Dry weather and retailer and NAV engagement

e Dry weather engagement and collaboration

Q. (JL) asked for information about the rationale for the wider retail sector business
market as the model appeared to fragment the sector.

A. (PS) advised that the current retail sector model emerged from a desire to bring in
more competition within the water sector. The current retail market arrangements were
introduced around 2017, and the retail market is maturing and developing.

Q. (SP) asked if retail profit margin impacted upon United Utilities turnover and if there
are operational savings from only dealing with a limited number of water retailers rather
than 200,000+ North West businesses.

A. (PS) advised that Ofwat had introduced a clear functional split between water
wholesalers and Retailers and that the financial impact for UU is financially neutral.




Q. (JC) asked if there is a pattern of longer standing water retailers losing high volume
customers to new market entrants.

A. (PS) advised that there are very few examples of water retailers failing (one company
since 2017); some had benefitted from the nationwide market by winning work.

Q. (JC) asked if United Utilities customer satisfaction ratings could be affected by failures
elsewhere within the water sector (NAV’s, Water Retailers etc).

A. (PS) advised that United Utilities keeps a close eye on the relevant customer
satisfaction scores (BRMEX). Whilst United Utilities does not control other water sector
players, it does use its influence to ensure customers get an effective resolution.

Q. Andy Hulme (AH) suggested that change/innovation across the water retail sector has
taken a long time to emerge (8 years).

A. (PS) stated that current retailer satisfaction levels are like those seen in 2017 and that
business customer complaint levels are declining. New players are entering the water
retail sector, and they are helping to raise service standards.

Q. (JC) asked about water retail sector data collection methodology and that generic data
collection types meant it is hard to see how service can be tailored to specific customer
needs.

A. (PS) advised that there are subcategories within the datasets that will allow water
retailers to provide a more tailored customer service. United Utilities is working with the
water retail sector to improve data collection methodologies.

Q. (SP) asked if housing estates supplied via a NAV are subject to the water sector price
cap. A NAV refers to New Appointments and Variations and are limited companies which
provide a water and/or sewerage service to customers in an area which was previously
provided by the incumbent monopoly provider (Ofwat definition).

A. (PS) advised that the relevant Ofwat licence terms means that NAV customers cannot
be worse off under NAV arrangements than United Utilities supplied neighbours.

Stakeholder engagement — county model

(CM) took the group through the county communications model highlighting:

e regional stakeholder engagement, project specific engagement, regional public
affairs, local and devolved authorities, projects such as HARP and Vyrnwy, and the
seventy-four regional MP’s

e joining up UU’s approach across the teams

e The stakeholder landscape and four categories of county stakeholders

e Communications tracker

Monitoring and reporting progress

Q. (JC) asked what insight or learning is emerging from the county level customer
research. (JC) also asked about how United Utilities is managing to balance competing
customer demands and investment priorities at a local level.

A. (CM) advised that county level data is being used alongside regional priorities to
ensure an effective balance of priorities. For example, each County team reflects upon
examples of poor service and how we can learn from them.




Q. (JL) asked why some Merseyside MPs engage less with United Utilities.
A. (CM) suggested that might be influenced in part by a MP’s view on water sector
ownership.

A. (SP) suggested that this should be theme led with MPs likely to be interested in
Merseyside’s water and waste issues (age of the infrastructure and combined sewers
etc) as these are important to local MPs and their constituents.

Q. (JL) asked if the subgroup could have a future update about United Utilities
communication engagement work with national stakeholders and how this aligns with
local activity. (Action).

Stakeholder engagement — HARP

The HARP project represents a major investment (£2.9 billion) affecting customers in
three of the five North West counties. Matt Postlethwaite (MP) took the subgroup
through the HARP project, highlighting:

e The Haweswater Aqueduct resilience programme (HARP)

e The scale and regional importance of the Haweswater Aqueduct

e A profile view of the Aqueduct from end to end.

e HARP as a DPC project (direct procurement for customers)

e Stakeholder engagement

e Scale of the consultation project

Q. (JC) asked how United Utilities is planning to manage this new, innovative form (DPC)
of contract delivery and how it is ensuring that the actions of third parties do not reflect
badly upon United Utilities customer satisfaction scores.

A. (MP) advised that United Utilities has developed a strong procurement model that
incorporates all tenderers proposals, social value commitments and these will be
monitored via a series of monthly KPI contractual meetings.

Q. (JC) asked if (MP) could share the HARP contractual KPIs.
A. (MP) will share these KPIs after the contracts are signed. (Action).

Regional economic growth
Paul Tipper (PT), United Utilities Wastewater Strategic Planner, took the subgroup
through a presentation about how United Utilities is supporting and delivering regional
growth. (PT) highlighted:

e The regional growth ambition and links to UU

e Current plan for 2025-2030

e Proposal for acceleration

Q. (AH) asked how United Utilities is planning to balance anticipated growth alongside
the reality of actual growth.

A. (PT) advised that United Utilities is checking potential growth over a ten-year planning
timescale rather than the usual five-year planning timeframe. This planning period is the
basis for any related accelerated investment plans. The growth and direction of the
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industrial sector remains the area of greatest uncertainty and therefore represents a
major planning challenge for United Utilities.

A. (CM) advised that United Utilities had recently recruited a new lead officer to help
improve the company’s understanding of the North West’s growth plans and to help
influence internal planning arrangements.

Q. (SP) asked how United Utilities is working to manage the water and waste demand
impact from the large-scale housing growth proposals.

A. (PT) advised that United Utilities internal planning team ensure that the company has
a clear understanding of all planning applications from across the North West. United
Utilities aims to balance its support for regional housing growth with the need to
critically appraise the impact that specific housing schemes may have on the North West
region’s water and waste resources.

Q. (JL) asked how United Utilities is seeking to sustain the long-term economic,
environmental, and social benefits of its investment plans, as impact extended beyond
growth in demand for water services.

A. (PT) advised that United Utilities is looking to work closely with local, smaller scale
businesses to ensure that there is a long-term regional legacy from its investment. The
company is also collaborating closely with local stakeholders and communities to
safeguard the long-term future of these developments.

Performance update

(CM) took the subgroup through the AMP7 performance report. Overall, there has been
substantial performance gains alongside a number of challenging performance measures
including water consumption, leakage and street works.

Q. (BL) highlighted the areas of under and over performance and the resultant AMP7
financial gains/losses.

The Chair thanked (BL) for her update, all attendees for their contributions and insights,
(CM) and UU colleagues for their updates and (PF) for servicing the meeting so
effectively.

Date and Time of Next Meeting
26 September 2025 (10.00-12.00)




