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Brand recognition
Respondents had to be informed at the outset that this survey was being carried out on behalf of NW/ESW (in order to secure co-
operation at a cost-effective rate), so it was to be expected that the brands most commonly associated with their region would be 
NW/ESW, and that NW/ESW would be brands that come to mind most readily when they think of water.  The results show, 
however, that recognition is far more clear cut in the north, while Anglian and Thames muddy the waters in the south.
Comms recall
A healthy majority in both regions recall having seen or heard anything about the company in the last 6 months (83% north, 78% 
south).
Customer service excellence
27% of respondents could give an instance of having experienced what they would consider to be excellent customer service, 
with utility companies (water, energy, phone/broadband), retailers and financial services companies heading the list.  A third of 
customers have contacted NW/ESW within the last 12 months, and these respond particularly positively when asked to rate the 
company for customer service excellence – as do those who may be in vulnerable circumstances, who are also more likely to 
have contacted recently.  The overall mean score out of 10 for CS excellence was 8.0, and the ‘NPS equivalent score’ (9-10s minus 
0-6s) was +27.6.
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Overall satisfaction/perceptions
The NPS score recorded was +42.0 overall, an improvement over last year’s survey result of +32.0.  87% would say that their 
overall perceptions of the company are positive, compared to 4% saying negative (and 9% having no view).  3% say their overall 
opinion of NW/ESW has improved over the last 12 months and the same proportion say it has got worse.  For overall experience 
of the company, mean score satisfaction was 8.5 out of 10, with an ‘NPS equivalent score’ of +46.5.
Brand values
Being ‘a company I can trust’, ‘easy to deal with’ and ‘organised and efficient’ are key values that relate to the overall experience 
measure, so performance on these (healthy at present but still with room for improvement) should be maintained.
Customer priority areas
As far as customers are concerned, the primary issues for the business plan to prioritise should be constant access to clean 
water, improving the environment and affordable bills, along with the service aspects of the company doing what they say they
will, and providing help where it is needed.










































































