Your Voice Stakeholder Sub Group
26 February 2026

Meeting Minutes

Present In Attendance
Jo Lappin Chair Chris Matthews
Bernice Law John Martin
Peter Fitzhenry Alice Denholm
James Copeland Jane Clancy
Steve Parry

Andy Hulme (apologies)

Introduction and apologises.

Jo Lappin (JL) opened the meeting by welcoming all attendees and thanking them for
their attendance. (JL) identified progress associated with the outstanding actions from
the previous meetings.

Steve Parry (SP) advised that he is having a series of meetings with UU to discuss how UU
can work with the North West’s Regeneration Industry.

Chair Update

Bernice Law (BL) advised that the new, national Customer Panels (50 residents per
region) are producing monthly Barometer reports. The main emergent issues from these
Barometer reports are around billing and a need for evidence around wider investment
programmes. The North West Customer Panel is holding an Accountability Session on 15
April 2026 involving two UU senior executives. YourVoice Chair has been invited to
attend this session as an observer. The session will focus upon three Customer selected
themes.

The ICG’s independent report has been sent to Defra and the Government. The ICG’s
Chair Group is awaiting a response to this work regarding the future role of ICGs.

Water Industry Landscape.

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

e Water White Paper — government response to Cunliffe

e Dirty Business drama documentary

e 2025 storm overflow performance

e Bill increases

e South East water

e Ongoing media and campaign scrutiny




(CM) advised that UU welcomes the White Paper’s broad direction of travel. In particular
the White Paper (A New Vision for Water) focuses its attention around six key themes:

e New direction for water
e Resetting regulation

e Attracting investment

e Putting customers first
e Clear action for water

e Water security

(CM) advised that the White Paper did not provide for a National Social Tariff or for
Regional Water Authorities, although it does include an element of regional planning.
The Government is committed to producing a Transition Plan as a way of implementing
the Cunliffe recommendations. This Transition Plan is scheduled for March/April 2026
and will be the subject of a further report to YourVoice. (Action).

Q. James Copeland (JC) asked if (CM) would be touching upon the Welsh Green Paper.
A. (CM) advised this could be covered, where relevant to the North West, in a future
update around the Water White Paper.

Q. (JC) advised that the Welsh Green Paper includes for an implementation timeline and
deals with cross border (English water bodies) tie-ins. (JC) also commented on the
importance of a regional planning approach to water planning.

A. (CM) stated that UU welcomed the focus on regional planning and this is consistent
with UU’s existing approach to collaborating with North West stakeholder organisations.

Q. (JL) welcomed the opportunity to consider the Transition Plan alongside UU’s
response. (JL) asked if the White Paper had resource/capacity implications for UU? (JL)
also asked if the water security aspect of the White Paper was underdeveloped and if
this presented a long-term risk.

A. (CM) agreed that whilst there are specific water saving measures proposed, the White
Paper did not provide further details about how to safeguard the country’s long term
water future/demands.

Stakeholder Engagement Plan: managing regional MP relationships.

John Martin (JM) manages UU’s relationship work with the North West’s Elected
Members of Parliament. The Presentation took the Sub Group through how UU
approaches its work with MPs. The North West has 74 MPs and (JM) set out the top five
MP enquiry themes. These are:

e Wastewater (flooding)

e Billing
e No water/pressure
e Leakage

e AMPS8/investment
(JL) welcomed the company’s positive approach to collaborating with Elected
Representatives.




Q. (SP) asked (JM) if the company had any thoughts about the changing political
landscape.

A. (JM) advised that UU is focusing upon delivering the investment programme and
engaging with stakeholders about that.

A. (CM) concurred and advised that there is nothing emerging at a local government level
and therefore UU are pursuing a “business as usual” approach.

Q. (JC) stated that vocal members of the public sometime have a particular concern that
may not reflect the concerns of the wider stakeholder community. (JC) suggested
providing MPs with a wider context to explain specific actions or decisions.

A. (JM) agreed with this approach advising that UU seeks to present a balanced response
to a range of issues (e.g. smart meter installations).

A. (CM) advised that UU is always keen to attend Community Events to present a
comprehensive explanation on specific network decisions or investment plans.

JL thanked (JM) for his presentation and asked that some consideration be given to
engaging the House of Lords, given the likely legislative requirements of the White Paper.
(Action)

DWMP - Stakeholder Engagement approach

Alice Denholm (AD) provided an update about how UU is planning to engage external
stakeholders in the development of the next DWMP (2030-2050). (AD) highlighted:

e The range of strategic programmes and future timelines

e The 25-year Drainage and Wastewater Management Plan

e Six development stages and key stakeholder engagement opportunities

e North West DWMP stakeholder group

e Water Resource Management Plan (WRMP29)

e Drought Plan

e Your Voice involvement at sub group level.

Q. (JC) welcomed the presentation and especially the visual explanation of the key
planning building blocks. (JC) suggested that it would be extremely useful if UU could
align these planning mechanisms with those from other sectors (energy business plans).
A, (AD) welcomed the feedback and stated that UU would look to work with other
sectors to align relevant planning mechanisms.

Q. (JC) advised that Water Resources West (WRW) is currently working on its key plans
and that there should be shared learning points from this work.

Q. (SP) suggested that it was important to make contact with the appropriate public
sector employees. This may be a diverse range of officers from across specific
organisations.

A. (CM) advised that his teams have been working for the past two years to develop
stakeholder contacts from across each of the regions five counties. (tier one
engagement).




The need to respond to the changes emanating from the White Paper was noted.

JL thanked (AD) for her presentation.

Quarterly Performance update

(CM) took the sub group through the latest set of quarterly performance results for ODIs
(December 2025) and PCDs (September 2025). This is the first time the Sub Group has
considered the new PCD performance. These collective measures are common to all
English Water Companies.

(JL) opened by noting that the report contained more amber and red than previous
reports and asked whether this was a cause for concern or a reflection of the change in
reporting requirements. (CM) confirmed that this reflected the changed requirements.

Q. (JL) and (BL) suggested that future communication campaigns need to take account of
the issues raised around specific ODIs (water quality).

A. (CM) advised that UU’s Customer Insight data suggested high levels of satisfaction
with the quality of the region’s water. (CM) advised that UU PCDs are on target in terms
of cost and timeliness.

Q. (JL) asked if the new industry wide measures will enable company by company
comparisons.
A. (CM) agreed and advised that this will be the subject of a future report. (Action).

Q. (BL) suggested that the Sub Group would need more performance and delivery
programme information to ensure that it was able to offer effective challenge.
A. (CM) agreed and future reports will provide more in-depth commentary.

Communications and campaigns

JL opened the session by advising (JCI) of the importance that the Sub-Group applied to
communications and campaigns and the need to cut through to national media and
customers on messaging. Her presentation was therefore very welcome.

Jane Clancy (JCI) took the Sub Group through the communication and campaign plans for
the water sector (WEC) in general and UU in particular. The underpinning
communication theme is the need to save water and or expand the country’s water
capacity. Without intervention there is expected to be a future (2055) daily shortfall of
five billion litres. Water Efficiency Campaign (WEC) is part of a £100m water efficiency
fund designed to tackle this potential water shortfall. Ofwat is leading this national water
efficiency campaign programme.




The company’s proposed North West Communication and Campaign strategy is strongly
aligned with UU’s AMP8 Investment Programme. (to be referred to as The Big North
West Upgrade).

Q. (SP) asked if the future impact of climate change is reflected within this proposed
Communications Strategy.

A. (JCI) advised that the Communication and Campaign plans do reflect the current
assumptions around the impact of future climate change.

Q. (JC) suggested that the main communication challenge is to encourage more
Customers and Stakeholders to act and do more to respond to these water/climate
challenges. This challenge needs to be set in the North West context of reducing water
consumption in a wet region.

Q, (BL) asked if the five billion litre water shortfall will feature within the national and

regional communication and campaign messages.

A. (JCI) stated there is a desire to use a hard-hitting message to gain traction with
customers and stakeholders.

Q. (JC) asked what does five billion litres mean to the average customer. Is the number
too big to have meaning at a household level?
A. (JCl) advised that this challenge was part of the current WEC negotiation process.

Q. (JL) asked if WEC has the expertise to underpin this type of campaign strategy.

A. (JCl) advised that the national WEC group is made up of water sector stakeholders.
Ofwat is the lead coordinator and has underpinning communication support a specialist
agency experienced in communicating complex messages at a national level.

JL thanked (JCI) for her presentation.

Any Other Business
There were no items of business.

(JL) thanked all attendees for their participation and contribution. She thanked (CM) and
asked that he passed on the Sub-Group’s thanks to all of his colleagues for their helpful
and informative updates.

Date and Time of Next Meeting
To be Confirmed.




