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Responsive customer service 

Direct compensation 

paid where we let you 

down. 

Quick and effective 

resolution of your 

queries. 

Improved service to you 

and your community. 

Improved ranking in our 

regulator’s league table for 

customer satisfaction. 

This will be linked to the 

service standards set 

out in our updated 

Customer Charter. 

90 per cent of your 

queries resolved first 

time by 2020. 

Increase the number of 

customers who feel our 

service meets their 

individual needs and 

those of their 

community. 

Be among the best by 2020. 

  2013: First time resolution 

= average of around 80 

per cent. 

This will be measured 

through regular 

satisfaction surveys. 

2012 to 2013: Ranked 19th out of 

21 companies. 
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https://www.centerfortalentreporting.org/

















