[image: image1.png]nationalgrid




[image: image2.jpg]nationalgrid

The power of action.




Shipper Survey  
Summary Report
Report – July 2009
Survey conducted March - May 2009
Thank you for taking the time to participate in the 2009 Shipper Survey.  Your continued feedback is important to us for improving the services that we provide to you.

Attached is our initial summary of results.  Our focus is now to analyse the results and work with the business to develop action plans in the areas where you have provided comments.  As last year, we will publish a full report shortly and a progress report later in the year.    
Once again, thank you for your support.  In the meantime, please do not hesitate to contact me if you would like to discuss any aspect of our service.

Tracy Hine

Customer Contracts Manager

National Grid Gas Distribution

tracy.hine@uk.ngrid.com 
07885 775624
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Shipper Survey Summary
July 2009
	Business Area
	Issues Raised

	Fulcrum
	· Positive feedback was received on the service provided by Fulcrum. A concern was expressed regarding the migration of I&C non standard connections service to National Grid and potential loss of knowledge. 

	
	

	Domestic Connections
	· Positive comment was received regarding the service delivered by the team. The only issue raised related back to Site Works Terms and Conditions

	
	

	Disconnections
	· A number of concerns where raised regarding general communication. These comments ranged from a lack of reference numbers on paperwork, to concerns over direct contact numbers for the quotations and planning department.


	
	

	Account Management
	· Positive feedback was received for the team, in particular with respect to query resolution; however, Shippers see the value in building on this to receive a more proactive account management service. 

	
	

	Pricing 
	· Positive comments were received for this team. A comment was passed on the complexity of communication that is issued by the team on occasion.


	
	

	Order to Cash
	· In general, positive feedback was offered for this area of the business. A few comments regarding the length of time taken to resolve issues were noted.  Comment was expressed in relation to providing updates of changes in the team and structure.


	
	

	Regulation Team
	· Positive comments were received regarding the knowledge, professionalism and helpfulness of the team. However, concern was raised regarding the focus of the team. 


	
	

	Network Strategy
	· The service received was positive.  More clarity of structure (i.e. names and escalation routes) has been requested so that Shippers know who to contact. 

	
	

	Contact Centre
	· Overall feedback was positive; however concern was raised regarding inconsistencies in staff knowledge and call handling on occasion. 


Summary of Weighted Scores from Shipper Survey 2009 
	Shipper
	Fulcrum
	Domestic Connections
	Disconnections
	Account Management
	Pricing
	Order to Cash
	Regulation Team
	Network Strategy
	Contact Centre

	A
	3.6
	
	1.4
	3.4
	4.0
	4.0
	3.0
	4.2
	4.5

	B
	4.2
	
	
	4.0
	4.9
	3.5
	3.6
	
	

	C
	
	
	
	3.8
	4.0
	3.6
	3.0
	
	3.6

	D
	3.0
	
	3.2
	4.0
	4.0
	
	4.0
	3.8
	4.0

	E
	4.8
	4.8
	
	4.2
	4.6
	3.6
	
	
	

	F
	4.0
	
	2.8
	3.0
	3.6
	2.8
	4.3
	3.8
	

	G
	
	
	
	
	4.0
	3.4
	2.4
	
	

	H
	
	
	2.6
	
	
	
	
	
	

	Score
	4.33
	4.8
	2.59
	3.93
	4.38
	3.42
	3.78
	3.75
	3.73
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