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Your Voice Customer Engagement Subgroup  

20 March 2025 

Minutes  

Your voice members  
 

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

United Utilities  
 

Ben Nadel  
Shy Bayly   
Mike Gauterin 
Jenny Fathers 
Jan Felton 
Colin Dermondy  
Paul Heavey 

 
1. December 2024 Minutes and Challenge Log  

 
• A Member asked that UU explain to customers why the new investment proposals were not 

undertaken in previous AMPs. UU agreed to consider this proposal as part of its future customer 
water bills comms. (Incorporated/complete) 

• A Member challenged why UU limited the financial resources available for lead pipe 
replacement. (Follow up report/Complete) 

• A Member suggested that the North West’s high number of people with disabilities (with related 
higher levels of water consumption) could be a factor affecting the levels of water consumption. 
(Included within research programme) 

• A Member challenged UU to learn from the energy sector and other utilities in relation to 
priority services provision. (included within A&V work programme) 

• (JF) agreed to send (BL) a link to the lead pipe webpage (Complete) 
 

2. ODI Quarterly performance update: customer indicators  

Mike Gauterin (MG) took the Sub Group through the last set of AMP7 quarterly performance 
information. Overall, MG reported a stable performance position, whilst highlighting specific 
measures that remain a challenge.  

MG advised that UU has placed all water consumption measures under one lead officer to ensure a 
coordinated internal response to the challenge of reducing the region’s water consumption.  

MG also highlighted that the PCC measure had improved following an OFWAT Covid adjustment in 
how the indicator is assessed. This applies across the water sector. 

3. Customer Communications plan for AMP8  

Jen Felton (JF) explained UU’s AMP8 Communication Plan, highlighting: 

• UU’s communication objectives with a clear focus on communications (regional, county, and 
hyper local) and highlights of the work to date  

• Business Plan communications up to March 2025 
• Broader campaigns aligned to performance commitments.  
• A focus on water efficiency including schools and business water efficiency 
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• Case study: Stop the Block campaign.  
• Targeting Preston: blockage hotspot pilot  
• Affordability & metering  
• Growth in UU’s social media presence  

Q. Bernie Law (BL) asked (JF) for a copy of the recent North West Stakeholders correspondence. 
(Action). 

Q. Tayo Adebowale (AB) raised a number of points including: 

1. Where the slogan Water Without Worry (WWW) came from and if this message conflicts with 
the need to reduce water consumption? 

(JF) advised that the WWW message is strongly linked into UU’s affordability provision and is not 
used in isolation from other related help to pay support scheme communications.  

2. How many LinkedIn followers does UU have? 

(JF) advised that UU has some 60,000 LinkedIn followers. These are a mixture of stakeholders, 
individuals, professionals, other water industry professionals, businesses, general interest, and 
delivery partners.  

3. The level of water meter take-up 
(JF) and Ben Nadel (BN) advised that there has been a large increase in customer interest in having a 
water meter installed. This interest is linked to the recent April 2025 bill increases as customers look 
for ways to reduce their water bills.  

Q. (TA) asked about the support available to large households. 

A. (BN) explained about the support scheme targeted at customers who want to switch to a water 
meter. They have two years to switch back to the non-measured payment system. However, UU 
offers a lowest bill promise so customers do not pay more if they have a water meter installed.  

Q. Dave Thompson (DT) asked (JF) if the customer bill support information could be shared with the 
Affordability & Vulnerability Panel. (Action). 

 
4. Lead Pipe replacement scheme AMP8.  

Colin Dermody (CD) provided an outline of UU’s lead pipe replacement scheme covering:  

• Current operations  
• Five-year lead pipe replacement programme  
• Working with Housing Associations – proactive lead replacement plans 
• Targeted lead replacement – case study  
• Related customer communications  

Q, Steve Cullen (SC) asked about the level of grant support. 

A. (CD) advised that the grant contribution is around £500 compared to an expected lead pipe 
replacement cost of £1000 (estimate) 
 

Q. (TA) asked how many North West household’s water supply is affected by lead pipes.  
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A. (BN) advised the current estimate is 500,000 properties. The Drinking Water Inspectorate (DWI) 
has a target to remove lead pipes from the country’s water network by 2070. BN advised that 
the use of phosphate within the water network reduces health risks associated with lead pipes.  

Q. (DT) suggested that scaling up from 14,000 to 30,000 households will be a big challenge and that 
replacement costs will be a major concern for vulnerable or less well-off households. DT offered 
Warrington Disability Partnership’s support to tackling these challenges.  

A. (CD) welcomed this offer of support and explained that plans to work with housing associations 
were designed to help support vulnerable households and reduce lead pipe removal costs.  

Q. (DT) suggested that UU may want to target replacement support at First Time buyers who may be 
renovating older properties.  

A (CD) welcomed this suggestion and explained that UU are keen to help residents upgrade their 
supply systems.  

Q. (TA) asked how UU is planning to sell this replacement work to housing associations.  

A. (CD) advised that UU is working to align its objectives with housing associations which are looking 
to improve the quality of life for their residents, especially their younger and older tenants. UU is 
developing a delivery pilot with two housing associations.  

Q. (SC) asked if UU had completed the replacement of its own water pipe network. 

A, (CD) advised there remains more work for UU to do to completely removing UU’s lead pipes. 

Q. (TA) suggested that there are economies of scale from tackling lead pipes at scale.  

A, (CD) agreed and explained that UU is piloting schemes which should minimise household lead 
pipe removal disruption and reduce replacement costs.  

Q. (DT) asked if the lead pipe replacement teams are working in close proximity with UU’s customer 
engagement teams.  

A. (CD) advised that there is more work to do with other UU colleagues to ensure an effective joined 
up service provision. Work is underway to see how UU can improve its cross team working. 

Q. (BL) asked if UU has managed to produce a select list of plumbers who are willing to undertake 
lead pipe replacement work.  

A. (CD) advised that UU promotes the Water Industry Approved Plumbers Scheme. Work is 
underway to see if UU can offer an internal plumbing service to its customers. (Action). 

Q. (SC) suggested targeting residents who are eligible for a Local Authority Disability Grants. 

A. (CD) agreed to investigate this matter further. (Action).  

 
5. Smart Meter Rollout Programme Update  

Paul Heavey (PH) took the Sub Group through UU’s plans to roll out its Smart Meter installation 
programme. (PH) focused on: 

• How UU currently operate and the benefits of installing Smart meters 
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• Delivering c.920k smart meters through four streams of work in AMP8 (free meter option, 
reactive exchanges, household enhanced metering, non-household exchanges)  

• Delivery partnership framework (Arquiva lead partner)  
• Smart partner overview - 5-year programme with key target areas 
• Proactive metering scheme 
• Keeping customers informed 

Q. Lucy Byrne (LB) asked if the Smart Meter installation programme will enable UU to fix network 
leaks in real time.  

A. (PH) advised that there is additional follow up work required before any network leakage repairs 
can be completed. UU would always leave the customer with advice about how they can reduce any 
water leakage.  

Q. (DT) advised that Warrington Disability Partnership is working with Warrington Borough Council 
to develop a local Assistive Technology Network and there may be synergies between UU’s Smart 
Meter programme and this technology roll out. (DT) offered to share information with PH. (Action). 

Q. (TA) asked if the Smart Meters are designed for customer access/use or are they there primarily 
for UU’s access/use. 

A. (PH) advised that Smart Meters are designed for use by both parties to benefit both parties in 
terms of locating and stopping water leaks. (BN) advised that initially UU expects to use Smart 
Meters to improve the management of its water network. UU will also use the resultant data to 
collaborate with customers to reduce supply leaks to the benefit of the environment and customer 
bills. Customers will not have access to an inhouse Data Display Device (as per electricity smart 
meters). Customer access will be via a smart phone device.  

Q. (TA) asked about customers without access to a smart phone. 

A. (BN) advised that the roll out programme runs until 2035 and (SB) advised that 93% of households 
currently have access to a smart phone.  

Q. (LB) asked about how UU are letting its customer know about the Smart Meter roll out 
programme.  

A. (PH) advised that UU notify customers three weeks before the Smart Meter installation work is 
due to commence. UU is also conducting early engagement with each local authority, as well as 
providing a comprehensive set of related customer communications.  

Q. (LB) suggested a dynamic Myth Busting webpage to share emerging lessons and issues.  

A. (PH) agreed to investigate this suggestion. (Action).  

Q. (TA) asked if the Lead Pipe Replacement teams are working in collaboration with the Smart Meter 
Rollout teams.  

A. (PH) advised that his service teams work very closely with the lead pipe replacement delivery 
teams to maximise internal efficiencies.  

Q. (SC) asked about Smart Meter battery life expectancy. 

A, (PH) advised that the battery live is fifteen years, and that UU have negotiated warranties with its 
supply chain.  
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6. Customer Research update   

Jenny Fathers (JF) took the Sub Group through a presentation about the current customer research 
programme. This presentation highlighted: 

• UU’s ten pieces of customer research at various stages of completion  
• An overview of the latest UU research (Cumbria communication tracking)  
• Overview of latest external research (CCW’s Water Worries: Affordability Research) 
• Overview of latest external research (CCW’s Emerging Priorities Research) 
• Highlights from UU’s research community In the Flow 

Q. (DT) welcomed UU’s leading customer platform.  

A. (JF) advised that UU’s platform was at the leading edge across the water sector.  

Q. (DT) asked about In Flow Research Community one thousand customers. (DT) asked if this group 
is representative of the North West’s population profile.  

A. (JF) advised that the one thousand customers reflect the North West’s population, and this is 
based upon census data/demographic profiles. The community profile is continually reviewed and 
areas of underrepresentation (such as females under 30 years old) are targeted to help improve the 
representativeness of the community.  

 
7. AOB   

No further business. Date of next meeting: 20 June 2025 (10.00 – 12.00)   


