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Your Voice Customer Engagement Subgroup  

20 June 2025 

Meeting Minutes  

Your voice members  
 

Steve Cullen- Subgroup Chair  
Bernice Law – Independent Chair  
Dave Thompson– Independent member (apologises) 
Peter Fitzhenry – Support to the Panel 
Lucy Byrne – Independent member (apologises) 
Dr Tayo Adebowale – Independent member 
 

United Utilities  
 

Ben Nadel  
Jenny Fathers 
Jim Spencer 

 
1. March 2025 Minutes and Challenge Log  

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

2. Dry weather – customer communications strategy and impact   

Jim Spencer (JS) took the Sub Group through his presentation and highlighted:  

• Raising awareness about dry weather implications 
• Driving action – customer and company 
• Drought Plan and triggers 
• Enhanced monitoring (amplifying action)  
• Crossing drought trigger 1 May 2025  
• Measuring success 

Q. Tayo Adebowale (TA) asked how many Manchester engaged schools are from the inner part 
of the city.  

A. (JS) agreed to research this figure and to share with the sub group. (Action).  

Q. (TA) asked if United Utilities prioritises work with schools that have significant 
grounds/drainage areas that impact upon the company’s water and wastewater network.  

A. (JS) advised that United Utilities is installing SUDS across 20% of Greater Manchester schools 
including three major SUDS and eleven rainwater capture systems. United Utilities seeks to 
share the resultant learning with other schools. (JS) to contact (TA) to discuss further. (Action).  

Q. (TA) asked if United Utilities’ education work includes learning about water quality alongside 
the issue of water quantity. Focusing learning on water quality would help the company get 
ahead of the learning curve, especially as forever chemicals are emerging as a concern.  

A. (JS) advised that there is ongoing work around the issue of what customer put down the 
sink/toilet but that there is more to do in relation to other drinking water quality issues. (TA) and 
(JS) to discuss further. (Action).  
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Q. (TA) asked how the design of water efficiency measures has evolved over AMP7. 

A. (JS) stated that there has been a move away from products such as slow-release shower 
heads towards water flow regulators. This move should result in more tangible and measurable 
outcomes from the company’s water efficiency activities. Water efficiency work is also ongoing 
to support non-households such as schools. The savings from this water efficiency work can 
result in significant financial and water savings for the customer and the company.  

Q. (TA) asked how United Utilities can work with product manufactures to bring forward 
innovative products that reduce or reuse water.  

A. As an example, (JS) advised that United Utilities is working with toilet manufacturers to 
reduce leaks associated with dripping cisterns that affect toilets on new housing estates.  

Q. Bernice Law (BL) asked how the company works with residents experiencing water leaks. 

A. Ben Nadel (BN) advised that United Utilities publishes the benefits of a water meter, including 
the lower bill guarantee. The company has a leak allowance policy to support households with 
leaky systems.  

Q. (TA) asked about United Utilities water saving messages and communications targeted at 
non-metered customers. Do these messages focus upon the environmental benefits of saving 
water rather than the financial benefits of reducing water consumption/lower bills. (TA) 
suggested that there is a missed opportunity of encouraging non-metered households to save 
water for the resultant regional/local environmental benefits.  

A. (JS) and (BN) advised that around half of customers do not currently have a water meter but 
that there is a significant up turn in water meter installation. (BN) advised that non metered 
customers use more water than the equivalent metered customer. (BN) advised that one of the 
water saving messages is about the levels of water held within local reservoirs which is designed 
to demonstrate the environmental need to save water. (BN) noted (TA) comments and will 
reflect on the opportunities to target specific water saving messages at non-water metered 
customers. (Action). 

Q. Steve Cullen (SC) asked about the company’s water efficiency initiatives with the industrial 
and agricultural sectors.  

A. (JS) advised that United Utilities is working with the retail water suppliers to support water 
saving activities across a range of business types and that the company is targeting farms with 
new forms of agricultural water saving activities. These will be reported back to the sub group. 
(Action).  

3. Research Programme update.  

Jenny Fathers (JF) provided an update about United Utilities customer research programme 
highlighting:   

• Research project overview (eleven projects)   
• State of the Nation wave ten  
• Oldham water efficiency trial  
• Period product disposal research  
• Regional communications tracking  
• Ofwat cost of living research.  
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Q. (TA) asked for an update about how United Utilities is working to support customers 
experiencing mental health issues.  

A. (JF) and (BN) advised that United Utilities has entered into partnership with the Money & 
Mental Health organisation (linked to Martin Lewis). United Utilities’ approach has been 
accredited. The company’s focus is to help people experiencing water poverty. 
https://www.moneyandmentalhealth.org  

Q. (TA) suggested that United Utilities report back to YourVoice (Affordability & Vulnerability Sub 
Group) regarding the specific impacts of this work. (Action).  

Q. (SC) welcomed United Utilities’ sensitive approach to income collection, especially in a 
challenging environment of no water disconnections.  

A. (BN) advised that United Utilities priority services customers can expect a different debt 
collection process that reflects their additional support needs. The key challenges is to increase 
the number on the register.  

Q. (BL) stated that the national survey sample group is quite small. Is it representative of the 
North West region?  

A. (JF) advised that United Utilities supplements this national survey data with locally generated 
research that supplements this wider research.  

Q. (SC) asked if there is a joint do not flush communications message with Public Health bodies. 
(BL) and (TA) asked about female product packaging disposal messaging.  

A. (JF) advised that United Utilities work with a number of partners to encourage households to 
avoid flushing inappropriate items. These include Body Form partnership, Hey Girls, Schools, Girl 
Guides etc. (JF) advised that there are no flushing messages on female product packing. More 
joint water sector work is needed in this area in the way the sector challenged the disposal of 
wet wipe products. 

4. AMP8 customer performance measures   

Ben Nadel (BN) took the Sub Group through the AMP8 performance monitoring measure 
changes focusing upon DMEX, CMEX and BRMEX.  

Q. (TA) asked about the CMEX online customer survey proposals. What percentage of customers 
do not have access to digital channels? 

A. (BN) advised that the ratio of United Utilities’ customers using digital channels is 
approximately 50:50. United Utilities has discussed with the regulator about the use of online 
surveys given it could exclude large numbers of households. 

Q. (BL) asked about how customer complaints will form part of AMP8 CMEX measures.  

A. (BN) advised that CCW was keen to include customer complaints as a part of the performance 
measure. 

Q. (BL) asked if the Regulator’s customer survey was intended to be on a quarterly basis. 

A. (BN) advised that the Regulator’s customer survey was a twice-yearly activity with the results 
due to be reported in July and January, so after a year-end. The Regulator is due to release more 

https://www.moneyandmentalhealth.org/
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details about these performance measures and comparisons with other sectors in the near 
future.  

Q. (BL) asked about the value (up or down) of CMEX to the company. 

A. (BN) advised that the company intends to focus its efforts on matters of customer service that 
it can control. The cap/collar formula in relation to BRMEX and DMEX is a far more straight 
forward calculation.  

Q. (SC) and (TA) stated that the CMEX criteria seems flawed. 

A. (BN) offered to provide a further CMEX report when more information is available in 
September 2025. (Action). 

5. AOB   

No further business. Date of next meeting: 18 September 2025 (10.00 – 12.00)   


