
Business Benchmarking Results 
Benchmarked against UKCSI Utilities results - July 2017

© Institute of Customer Service 2017. All rights reserved - Confidential

Your Business Benchmarking CSI

UKCSI Benchmark

UKCSI Benchmark

Your Customer Effort Score

Utilities

UK all sector average (UKCSI)

Northern Gas Networks 90.4

75.1

78.2

Utilities

UK all sector average (UKCSI)

Jan 09 Jul 09 Jan 10 Jul 10 Jan 11 Jul 11 Jan 12 Jul 12 Jan 13 Jul 13 Jan 14 Jul 14 Jan 15 Jan 16Jul 15 Jul 16 Jul 17

Utilities (UKCSI)
UKCSI Overall

For customer effort, a lower score means less effort was required by the customer. 
So for this measure a lower score is a more positive one.
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Satisfaction trends

Satisfaction by channel
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