


perfringens  property, upstream and 
downstream neighbours, and upstream 
assets. All resamples passed.   
Customer was provided with suitable 
advice in relation to hygiene and caring 
for water in the home.  

definitive root cause for the 
clostridium was not identified.   
The investigation concluded 
that the wider network was 
unaffected.   

  
2. Service Interruptions.  For information, we changed the case management system that we use to 
manage our work on the water main network in 2020. We have reviewed an archived version of 
the system used between 2016 and 2020 and found no records of service interruptions for the SK14 
4EB area.  For the period from 1 January 2020 to the present, there were 37 service 
interruptions, outages, or restrictions. The cause and duration of these restrictions is set out in 
Appendix B.  
3. Complaints.  For the period from 1 January 2016 to the present, in the SK14 area, United Utilities 
received 107 complaints relating to billing, six complaints relating to a loss of supply and one 
complaint relating to water quality. In line with Regulation 13 of the EIR, and UK GDRP, we are 
unable to share specific details about these complaints, as they relate to individual properties, 
and contain personal information for customer in the area.     
 4. Repeat Issues.  In total United Utilities manages a network of over 40,000 kilometres of water 
mains that serves around 3 million households and businesses. This network consists of a mix of 
sizes and ages of pipes, ranging from Victorian infrastructure through to new, modern pipelines.   
We are implementing significant programmes of work to both maintain and improve these water 
networks and in the 2025 to 2030 period we are planning to upgrade over 925km of water mains.   
Our case management system holds information on the total number of cases on these water 
networks, that we either initiate ourselves, or are initiated in response to contacts about potential 
issues. These cases can be service appointments, or work orders, with an 
individual case potentially involving multiple work orders, and visits, to resolve an issue.    
Although many of these work orders will address common issues, such as bursts, we do not directly 
hold records of where we have needed to fix issues resulting in the same problem reoccurring and 
unfortunately under Environmental Information Regulations (EIR) Regulation 12(5)(e), we would not 
be able to disclose specific details due to it commercially sensitive information.  
We do, however, recognise there have been several incidents affecting properties in SK14 
4EB.  As part of our planning for the 2025 to 2030 programme of improvement works, we 
are developing potential options for replacing the mains in this area, although at this early stage, we 
are unable to give you any further details under Regulation 12(4)(d).  
 
We hope that this response answers your request. However, if you’re not satisfied with 
how we’ve handled it, you can request an internal review. To do this, please write to us at 
Environmental Information Office, Haweswater House, Lingley Mere, Warrington, WA5 3LP or email 
us at EIRRequests@uuplc.co.uk, addressing your request to  

, and explaining why you’re unhappy with our response. We’ll be very happy to review 
your request and ensure we’ve done everything we can to assist you.    
     
Any request for an internal review should be made within 40 working days of receipt of this 
response, and we will reply within 40 working days from receipt of the request for internal review.    
   
 
Many thanks 




