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Engaging with our customers

Typically our member companies do:

Telephone/face-to-face customer surveys around 2,000 to
400,000 per year per company

+

Online and post-interaction automated customer surveys
often around 1,000,000 per year per company

+

Many more smaller focus, for example:
developing and testing products
root cause complaints workshops
customer council  eUro-Y¥:gas fUI‘f_leCtl‘iC
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Customer satisfaction improving in a
maturing market

. o, F1OW satisfied are you with the clarity
& ., and understandability of the bill? 87%

80 @

70 -

60

W positive

50

O negative

40 -

30

20

10

0 -

2006 2007 2008 2009 2010 2011

Results of customer research by an energy supplier in a mature competitive market
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