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Your Voice Customer Engagement Subgroup  

29 January 2026 

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  
 

United Utilities  
 

Ben Nadel  
Jenny Fathers 
Mike Gauterin  

 
1. 18th September 2025 Minutes and Challenge Log  

There are no major outstanding actions to report on. A number of actions have been added to 
the list for future agenda items and there are other off-line actions to take forward. Jenny 
Fathers (JF) to discuss YourVoice (YV) involvement in the DWMP engagement process with UU 
lead. (Action.)  

2. AMP8 Quarterly Performance update    

Mike Gauterin (MG) took the Sub Group through the latest AMP8 performance position, 
highlighting UU’s position in CMEX, BMEX and DMEX. He highlighted the company had fed back 
to Ofwat comments about CMEX and DMEX performance measures methodologies 

Q. Steve Cullen (SC) stated that the company is right to raise the methodology with the regulator 
and that the related performance context is important.  

A. (MG) stated that the government’s Water White Paper may include changes to these MEX 
measures.  

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

3. Customer Research Programme update.  

(JF) provided an update about United Utilities’ current customer research programme, 
highlighting:   

• UU’s eleven project research programme  
• State of the Nation wave 11 research (growing customer Cost of Living concerns)  
• Change the Cycle - period product disposal campaign tracking. 
• Post incident research.  
• Charges and Billing Webpage Testing 
• OFWAT: cost of living series  
• Highlights from UU’s research community: In the Flow (including a video link) 

Q. (SC) stated that the research findings regarding cost of living reflects the (social) media 
emphasis on the country wide cost of living challenges.  
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A. (JF) agreed and advised that UU intends to concentrate its efforts on what it can influence or 
affect (bill support schemes, direct customer assistance, and access to employment 
opportunities. 

A. (BN) stated it is too soon to see any potential trade-offs between customer priorities around 
the environment versus water bills. UU is looking for longer term trend changes that may 
emerge from its research programme/findings.  

Q. (LB) asked about how UU selects water incidents as part of its post incident research work. 

A, (JF) advised that post incident research was focused upon incidents that affect around 200-
1000 customers. (JF) advised that work is underway to review how UU captures customer 
feedback from how the company dealt with major incidents.  

A. (BN) advised that UU used to include customer responses to how it dealt with large scale 
incidents within its post incident research, however, these types of incidents are rare.  

Q. (LB) asked how UU had responded to Ofwat’s advice about displaying billing information on 
the company’s website.  

A. (JF) and (BN) confirmed that UU has uploaded billing information in accordance with OFWAT’s 
advice and the company’s aim for transparency. (BN) advised that UU is reviewing customer 
feedback about the balance of billing information – overview summary v lots more details.  

Q. (LB) offered CCW support in looking to balance billing detail v summary information.  

 
4. Water Voice     

(JF) provided the Sub Group with an update regarding Water Voice and what it is, including 
insight into the water and waste network infrastructure and how these views feed into the 
planned regional Water Voice accountability sessions.  

Q. (BL) advised that YourVoice has been invited by CCW to attend the twice-yearly 
Accountability Sessions as an observer. Your Voice has yet to see the session details. 

A. (LB) advised that Water Voice reports are available on CCW’s website. (JF) also offered to 
share UU’s resultant action and tracker reports. (Action).  

Q. (JF) and (BN) advised that UU has asked questions about Water Voice data sets, in particular 
the use of quantitative information. (LB) asked if UU could share these with CCW. (LB) will raise 
these issues internally within CCW. (Action). 

5. Regional Growth and Asset Health 

(JF) presented on UU’s response to the Government’s request for the water sector to set out 
how it can support the Government’s wider economic growth strategy. (JF) set out how UU will 
use its existing customer research mechanisms to respond to this submission request within the 
timeframe (March 2026). The included:  

• Customer views on risks and bill impacts have been sought and are clearly presented. 
• Detailed explanation of the proposed solution, including scope, scale, timing, and 

alignment with customer preferences. 
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• Customer engagement to understand customer preferences for final options where 
appropriate. 

• Put forward investment proposals through the cost change process that have accounted 
for the views of customers. (expert consumer representatives, Consumer Council for 
Water (CCW) or through their Independent Challenge Group (ICG)). 

• Options are developed in consultation with customers and stakeholders. 
• Evidence of customer views on risks, solutions, and bill impacts. 
• Proportionate engagement that is aligned to the new customer involvement rules. 
• Ongoing engagement with relevant stakeholders (incl. customers). 
• Records of relevant stakeholders who have been consulted on delivery plans, this 

includes any impacted parties including customers.  

Q. (BL) raised a number of points including:  

o The willingness of customers to pay for additional works following the latest price 
review 

o Why is there a need to bring forward asset works. Is this a mini price review? 
o Who will undertake this additional research work and ultimately deliver any additional 

work programmes?  
 

A. (BN) advised that a research company which has previously worked for UU would conduct 
the extra research work. (BN) stated that the process is similar to a mini price review. 
OFWAT’s guidance is that water companies should capture customer views about any 
emerging customer costs/billing implications.  

Q. (BL) expressed concern regarding the appearance of a mini price review so soon after the 
recent full price review could be a concern for customers who are already worried about the 
cost of living. 

A. (BN) advised that the Government’s view is that growth is critical for the economy and that 
there should not be a need to await an artificial timeframe (price review cycles) if the proposed 
investment would have significant short term/ long term benefits. This asset health review 
applies to fresh ideas or new emerging economic developments.  

Q. (BL) stated that the timeframe could put undue pressure on the company’s capacity/ability to 
deliver the existing AMP8 investment alongside meeting these new investment requirements. 

A. (BN) advised that any new deliverables would be in year 3/4/5 of this AMP. OFWAT is due to 
assess how water companies are delivering against their AMP8 investment targets at the end of 
year one. There is a sense from the Cunliffe review that the current AMP process is not designed 
to meet the emerging needs of the economy and AMP processes need a partial reset.  

Q. (SC) stated that this new asset health review would require further customer 
engagement/research.  

A. (BN) stated that UU is currently working to see how customer engagement/research fits into 
this timescale (new submission by April 2026). (JF) advised that UU is looking at how it can use 
existing customer insight mechanisms to achieve this deadline.  

Q. (BL) stated that Regional Growth & Asset Health would form part of the next Chair agenda 
(Action). 



4 
 

6. AOB 

(BN) provided a general update regarding the Government’s White Paper following publication 
of the recent Cunliffe report. The White Paper represents a high-level, direction of travel 
response to a number of engagement themes within the Cunliffe report, including:  

• Metering 
• National social tariff  
• Regulatory changes and restructure   
• Customer engagement  

Q. (LB) advised that CCW is awaiting details regarding any proposed regulatory changes. CCW 
expect to see a stronger role around responding to customer complaints. The implementation 
time scale is unclear. 

Q. (BL) advised that there appears to be a drive for a rapid period of implementation starting as 
early as March/April 2026. (BL) also stated that there is no mention of ICGs in the White Paper.  

A. (BN) agreed that the White Paper does not mention ICGs although any future role for ICGs 
may not require primary legislation.  

Q. (LB) shared an update about CCW restructuring proposals and personnel changes across the 
regulatory regimes.  


