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Meeting Minutes

Your Voice members United Utilities
Steve Cullen- Subgroup Chair Ben Nadel
Bernice Law — Independent Chair Jenny Fathers
Dave Thompson— Independent member (apologises) Jane Clancy
Peter Fitzhenry — Support to the Panel Jen Felton
Lucy Byrne — Independent member (apologises) Mike Clough
Dr Tayo Adebowale — Independent member Jessica Collier
(apologises)

1. 20" June 2025 Minutes and Challenge Log

There are no outstanding actions to report on. A number of actions have been added to the list
for future agenda items.

2. AMPS8 Quarterly Performance update

Ben Nadel (BN) took the Sub Group through this presentation and highlighted design questions
in relation to CMEX, DMEX and BMEX performance measures, such as capturing relevant
customer and stakeholder satisfaction data and comparing companies on a like-for-like basis. He
commented that UU is satisfied with its individual rankings.

Q. Steve Cullen (SC) asked how OFWAT view this survey process.

A. (BN) advised that OFWAT has acknowledged water sector comments. The sector is seeking to
support OFWAT's efforts to improve the survey process across the next quarters. (BN) agreed to
keep the Sub-Group informed about how the survey process evolves. (Action).

Q, (SC) asked what was the most significant survey change from previous AMPs.

A. (BN) advised that the move from a mixed market approach (face-to-face, voice, digital
contact) to a focus upon digital surveys represents the most fundamental process change.

3. Customer Research Programme update.

Jenny Fathers (JF) provided an update about the current customer research programme (9
projects), highlighting:

e Water efficiency communication tracking

e Independent Age’s together against poverty in later life

e Highlights from our research community In The Flow guidance

e Some joint work with the Environment Agency (EA) to develop a new EA rainwater
management guidance manual.

Q. Bernice Law (BL) asked if the Business Plan research asked about older people as a defined
cohort.




A. (JF) stated that the research methodology did not distinguish older people as a data sub set
for analysis purposes. (JF) agreed to check the relevant case studies to see if there is anything
specific related to an older people sub set. (Action).

Q. (SC) highlighted the growth in older people and in particular those older people who are in
poverty across the North West. This group currently stands at 16% of the region’s population,
growing to 23% over 15 years. This could have strategic planning and service delivery
implications.

A. (JF) agreed that more work is required into the impact of bill support packages for specific
population sub sets.

4. UU Comms update

Jane Clancy (JC) [UU’s new Head of Brand and Communications] took the Sub Group through a
communications update focusing upon the Customer Communication strategy, in particular:

e The company’s multi-channel, multi-touchpoint, expansive and inclusive communication &
engagement strategy which is anchored in insight, tested, tracked and refined.

e Its core objectives: Helpful Advice & Guidance (from money saving to priority services),
Hearts & Minds Behaviour Change Campaigning, Showcasing the Impact of Investment
across the region and benefits to customers

e Customer sentiment

e A new dynamic way to engage customers and stakeholders and employees in understanding
UU’s performance and delivery against its promises.

e The look and feel for the new online tracker tool linked to UU’s core commitments.

Q. (SC) asked about how agile the new tracker tool would be.

A. (JC) stated that, whilst it is still a work in progress, the aim is to make it very customer
friendly and interactive. The information and data would be available at a granular level, scaling
up to a North West region-wide view.

5. Customer Engagement Deep Dive: Windermere engagement and its impact

Jen Felton (JF) took the sub group through a deep dive presentation looking at the investment
work and communication plans across the Lake District and Windermere in particular. The
presentation focused upon:

e Windermere Brand Tracking (Wave 3 of 4 of Windermere Brand Tracking with household
and non-household residents) as a comparison across Cumbria and the wider region.

e Media landscape — continues to be strong interest in Cumbria.

e Building back trust and build constructive engagement — working with MPs, local authorities,
parish councils and councillors.

e The work going into building community partners and relationships.

e Area updates: Communications and area engagement

Q. (SC) pointed to the different satisfaction levels between local households and
businesses/stakeholders. Does UU measure the effectiveness of its comms? (SC) also stated that
UU should continue to emphasise the regeneration role of its investment.

A. (JF) advised that UU does analyse different response levels from different customer
(households and business etc) groups. This information is used to address any specific customer



issues. (JF) advised that there is a wider, national perspective about Windermere that the
company is working with others to respond to. At the same time, UU is focusing on its specific
role within the Windermere/Lake District area whilst emphasising the nature and scale of its
investment plans. UU is also working closely with other Windermere partners to tackle wider
environmental priorities such as the “Only Rainwater into Windermere” group.

Q. (BL) asked if UU is engaging with local campaign groups and their members.

A. (JF) advised that UU has an open-door policy and works with all local interested groups. UU
distributes widely its communication information, and it acts on any comments or feedback.

6. DWMP customer consultation

Mike Clough (MC) and Jessica Collier (JC) set out their plans for the North West’s Drainage and
Wastewater Management Plan (DWMP) customer consultation and engagement. (MC) also
highlighted how he expected to involve Your Voice in planning the consultation and engagement
process. The main points of the presentation included:

e Anoverview of the second DWMP for 2030 — 2055

o Key dates including the plan to go live with the DWMP on 31 August 2028

e The launch of a new DWMP website and other communication engagement methods

e The DWMP Annual Progress Report
https://www.unitedutilities.com/globalassets/documents/corporate-documents/uuw-

dwmp-annual-progress-report-2025.pdf
e Atimeline for DWMP 28 development
e Arecap about the customer consultation for DWMP23
e DWMP28 Customer Research & Engagement Approach

Q. (SC) asked how UU is planning to align the messages associated with DWMP with the wider
UU customer communication strategy. It is important that there is consistency and clarity of
message.

A. (MC) advised that they are working closely with Chris Matthews (CM) to ensure a uniformity
of message and a coordinated approach to customer engagement. (MC) mentioned the role that
YourVoice can play in ensuring that this approach is consistent and credible.

Q. (BL) welcomed the regulator’s move to align the preparation of the various plans (water and
waste) that feed into the overall Business Plan. In the past this consistency was not obvious. (BL)
advised that she would work with (CM) and the sub group chairs (stakeholder, customer, and
environment) to agree which YourVoice sub group is best placed to work with (MC) and (JC) to
help develop the DWMP customer engagement process. (Action).

Q. (SC) asked if the plan is to align the future DIWMP investment work with the potential bill
impact.

A. (MC) advised that this would be UU’s approach to developing the DWMP as DEFRA had not
provided any specific guidance.

Q. (SC) asked if there are changes proposed to building regulations that may affect the DWMP
forward plan.

A. (MC) was unaware of any proposed changes and would research this and report back to the
group. (Action).


https://www.unitedutilities.com/globalassets/documents/corporate-documents/uuw-dwmp-annual-progress-report-2025.pdf
https://www.unitedutilities.com/globalassets/documents/corporate-documents/uuw-dwmp-annual-progress-report-2025.pdf

Q. (BL) asked if the WRMP and DWMP would be aligned for 2029.

A. (JF) advised that this is the intention and that the WRMP would be the subject of a future sub
group report. (Action).

7. AOB

(BN) set out the customer engagement issues emerging out of the Water Special Measures Act
2025. In particular, (BN) described the outline role for customers within local water company
decision making processes. (BN) confirmed that UU intends to continue to develop the role of
YourVoice within its decision-making processes, subject to Government finalising its view about
the role of customers and ICGs within the water industry. (BN) will feed back to this Sub Group
when further information is available. (Action).

8. DONM

No further business. Date of next meeting: 29 January 2026 (10.00 — 12.00)



