Your Voice Stakeholder Sub Group
21 March 2025

Meeting Minutes

Present In Attendance
Jo Lappin Chair Chris Matthews
Bernice Law Rachael Dingle
Peter Fitzhenry Derek Briggs
James Copeland Emma Dennett
Steve Parry Julie McGovern
Andy Hulme

Introduction and apologises.

Jo Lappin (JL) opened the meeting by welcoming all attendees and thanking them for
their attendance. The actions from previous meetings were either on the agenda forward
plan or currently part of UU officers and Sub Group members offline discussions.

e JL asked that the Fylde and Wirral bathing waters improvements be the subject of
a future Sub Group report. (complete)

e Update around details of the brand tracker. (future agenda item)

e The Sub Group remained keen to understand the new investment plan and the
value for money implications/drivers. (complete)

e The Sub Group would like to understand why there are streetworks performance
challenges with some specific authorities. (future agenda item)

e The Sub Group would like a future report into the outcomes from the Developer
Day event. (pending)

e JL asked if the lack of UK water testing laboratories could impact upon the
industry’s ability to evaluate the quality of water. (further report to the Chairs
Group)

The Chair invited Bernice Law (BL) to provide an overview of key water sector issues. BL
advised the Sub Group that the ICG Chair’s Group is awaiting a follow up meeting with
the regulator to confirm its views regarding the role of independent ICGs and the new
regional customer engagement initiatives.

The ICG’s Chair Group consensus is that there is much work involved in setting up and
running regional customer engagement panels. JL said that it was important to ensure
that these events represented the interests of the majority rather than the minority.
More information is due shortly.

Water Industry Landscape.

Chris Matthews (CM) set out six prominent themes currently affecting the water sector
including:




e Water (Special Measures) Act (accountability, annual pollution reduction report
and CEO responsibilities)

e Water Industry Commission (WIC) chaired by John Cunliffe. (report due in
May/June 2025)

e Storm overflows 2024 performance

e High profile issue - Windermere including a recent Secretary of State visit.

e Thames Water including the BBC documentary.

e HARP investment procurement update

Q. James Copeland (JC) asked about the recent Thames Water documentary. (JL) added
that the documentary raised issues associated with people, capacity/capability, and
morale across the sector. (See later agenda item).

A. Chris Matthews (CM) stated that the documentary highlighted Thames Water
employee’s dedication and sense of frustration with the current situation and that some
viewers might conclude that concerns about Thames apply to the whole sector.

Q. Steve Parry (SP) asked about the use of the Storm Overflow data.
A. (CM) advised that the data was in use at a regional, county, and granular levels. The
data is being used to underpin partnership, investment, and operational decisions.

Q. (JL) asked if there is a risk that the focus upon a “rainwater only” Windermere could
distort other regional investment decisions.

A. (CM) stated that it is important to ensure that investment decisions/proposed
solutions are balanced, proportionate and achievable.

Q. (JL) asked if (CM) could share the link to the CEQ’s attendance at the recent select
committee. BM asked that this was forwarded to all Sub Groups. (Action).

Deep Dive: Bathing Waters

Rachael Dingle (RD) set out the development of the North West’s Bathing Waters sites.
The presentation covered:

e The North West 34 designated bathing waters

e Historical bathing water performance (Defra classification)

e ODI bathing water performance measures (Ofwat classification) 2024

e ODI bathing water performance measures (Ofwat classification) 2019-2024

e Useful regional facts for 2024 Bathing Season (rainfall v spills)

e Communications and engagement (Cumbria, Lancashire, Merseyside)

e Communications and engagement: regional storm overflow map

e AMP8 WINEP bathing water scheme locations — summary

e AMP8 WINEP bathing water scheme locations - details

Q. (JL) questioned the decision to increase the North West’s Bathing Water sites as this
could distort overall investment decisions.

A. (RD) advised that the decision to designate a Bathing Water site is outside UU’s
control and the drive for more bathing sites can come from local groups or councils.




Q. (JC) asked how the amendments to the Bathing Water Regulations could affect UU’s
investment plans.

A. (RD) advised that the decision to extend the bathing season is on a site-by-site basis
and that there are proposed changes to the “de-designation” of a poor Bathing Water

site.

Q. (JC) referred to the different Ofwat/Defra classifications and measures. (JC) stated
that this seems to create a confused regulatory picture.

A. (CM) commented that the Cunliffe Review is considering the role of the various water
sector regulators and the related regulatory regimes.

Q. (JC) asked if UU was sharing its Bathing Water data/information with other regional
partners, especially the Environment Agency (EA). EA has an important role in ensuring
objectivity within the cost-benefit investment decision making process, helping to
balance costs with local residents’ passion.

A. (DB/RD) advised that UU work in partnership with a range of other agencies and
interested bodies (e.g. Turning Tides partnership). This can include Citizen Scientists. (RD)
will come back to the Sub Group and explain in more detail the role of the EA in
designating and monitoring bathing water sites. The Sub Group report will explain UU’s
specific bathing water role. (Action)

Q. (BL) asked if UU has an opportunity to comment on bathing water site applications.
A. (RD) advised that water companies are part of Defra’s bathing water consultation
process. Recent changes have made the application process more transparent and
applicants are clearer about the success/failure selection criteria.

Q. (JL) suggested that there is a risk that external decisions may have a significant,
distorting impact upon UU’s investment decisions, and it would be helpful to ensure that
this was included in any response to the Cunliffe Review.

Liverpool City Region: Memorandum of Understanding

Derek Briggs (DB) took the group through the Liverpool City Region (LCR) Memorandum
of Understanding highlighting:
e the sub-regional joint Integrated Water Management Plan (IWMP)
e UU’s plan for better water management in the LCR
e The launch event to sighn Memorandum of Understanding (UU, Mersey Rivers
Trust, LCR)
e Progress and Next Steps (five-year delivery plan)

Q. (SP) provided a regeneration example (Wirral Waters £50m investment) which would
have benefited from more joined up thinking across UU. (SP) offered to explain in more
detail how UU’s approach can impact upon the North West’s regeneration and regional
growth investment.

A. (DB) advised that the MOU is still in its infancy and that the next step involves working
more closely with specific Merseyside (including Halton) local authorities. Building an




effective local authority partnership is key to turning policy into practical engagement
and integrated working. (DB) as UU’s Merseyside lead officer agreed to meet with (SP) to
discuss this matter further. (Action).

Q. Andy Hulme (AH) welcomed the plan for Merseyside. However, he recognised that the
Mersey catchment areas covers a larger part of the North West, for example the south
bank of the Mersey River forms part of the Cheshire Sub Region. (AH) asked about how
this MOU integrated with any wider upstream catchment area investment plans.

A. (DB) advised that the Merseyside Integrated Water Management Plan (IWP) formed
an integral part of the wider regional IWP. (CM) suggested a future agenda item that
focuses upon the wider Mersey catchment area to provide the Sub Group with a view of
the wider investment picture. (Action).

Q. (BL) asked if the individual local authorities had been consulted about the
development of the five-year Liverpool City Region investment plan.

A. (DB) explained how UU wants to involve and engage with a wide range of sub regional
stakeholders.

Performance Update: ODI Quarterly Report

Chris Matthews (CM) and Emma Dennett (ED) took the Sub Group through the latest
AMP7 performance information and the proposed AMPS8 performance reporting
requirements, highlighting:
e Individual measures such as Per Person Consumption (PCC) levels, Network Leaks
and Street Works
e Water industry comparisons (CMEX, DMEX, PSR, Unplanned Outage, Leakage,)
e AMPS8 performance commitments — a change from AMP7
e Price Control Deliverables (PCDs) — an overview
e Delivery Plans — new for AMP8 and part of Ofwat’s AMP8 monitoring regime.
(Action). (September 2025 agenda item).

Q. (BL) asked about the specific requirements of the new AMP8 CMEX and DMEX ODI’s.
A. (ED) advised that the new CMEX and DMEX requirements are broadly the same as the
AMP7 measures. Ofwat is introducing a new performance measure (BMEX), and that UU
is currently assessing the specific requirements of this indicator. (ED) will provide the Sub
Group with more information about the new AMP8 ODI regime at its next September
2025 meeting. (Action).

Q. (JL) asked if there are internal performance lessons to be learnt from the different
CMEX and DMEX performances.

A. (ED) advised that these measures are quite distinct and there is limited cross-over
information. For example, DMEX is based in specific Developer Service Level Agreements
whereas CMEX is based in UU’s overall customer experience.

Q. (JC) asked if the April Water Bill increases had generated a spike in customer contacts.
A. (ED) advised that there has been an increase in billing related calls and that the
customer service teams are geared up to:




helping customers understand the bill increase.

explaining about the AMPS8 investment plans

take customers through the various water bill support schemes.
explaining the financial benefits of installing a water meter.

setting out how UU are doubling water bill support available to customers.
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Q. (JC) asked if water bill increases had generated an increase in water meter installs.
A. (ED) advised that there has been a significant water meter take up and that the offer
of water bill shadowing or revision to a non-metered supply provides customers with
further reassurance/confidence. UU is planning to install nearly one million Water
Meters across the life of the AMP.

Q. (BL) advised that UU had seen a 21% increase in water meter enquiries. More
information is set out in the Customer Engagement Sub Group slides, which would be
circulated to members. (Action).

Delivering AMPS8: People plan

Julie McGovern (JM), UU’s Head of People, explained how the company and its partners
are planning to ensure there is sufficient investment delivery capacity and capabilities.
This planning is a product of joint work between UU’s HR Team, internal Delivery Teams
and external Partners and Stakeholders.

For example, UU has sought to promote from within its own talent pool, TUPE
transferred capacity from its partners, built its retention offer and developed new
strategic commercial partnerships (up from ten to seventy delivery partners).

Q. (JC) asked if the water sector’s negative public image was having an impact on
recruitment.

A. (JM) advised that apart from a few recruitment hotspots, UU had no shortage of job
and apprenticeship applicants. UU has a positive image as a regional employer and
applicants see UU as making a real difference across the North West.

(JL) thanked (JM), advising that it was helpful and reassuring to understand the action
that was being taken to address capacity and capability.

Any Other Business

Q. (SP) advised that he recently attended a Homes England Developers roundtable
workshop to work with national, strategic partners to discuss how to remove planning
blockages. The issue of the water industry was a topic for discussion.

Q. (AH) also raised the related issue of the new Procurement Act. The government sees
this as a means of supporting economic growth, including social value.

A. (CM) suggested that Dave Watson could explain how UU seeks to support the North
West’s economic growth agenda, which could incorporate these two issues. (Action).
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Date and Time of Next Meeting
19 June 2025 (10.00-12.00)




