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UK Customer Satisfaction Index (UKCSI)

Business Benchmarking │Natural Resources Wales
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Had contact with NRW             75.5

No contact                                 64.0

No contact but used visitor      67.5

centre or recreational facility 
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NRW compared to UK customer satisfaction benchmarks 

NRW is about the same level as 

the UK average for 

• Makes it easy to contact the right person to help

• Designs experiences around its customers 

• Keeps promises

NRW at least 0.5 points below                                     

UK average for 

• Being kept informed 

• Explains information clearly 

• Ease of dealing with 

• Ease of using the website 

• Ability to interact with the organisation in the        

way you prefer 

• Cares about their customers 

• You trust xx

• Makes you feel reassured 

• Open and transparent 

• % experiences right first time 

Customers who had contact with NRW 

score 0.5 – 0.7 points (out of 10) higher 

than those who had no contact  across 

customer relationship and perception 

measures  

Channels 

• High proportion of phone, website, email, 

social media contacts compared to UK 

average 

• Better than UK average satisfaction for 

phone and email experiences 

• Below the UK average for in person and 

website experiences  

Contact / no contact with NRW 
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56.3%

14.6% 15.6%

NRW UK average Public Services
National

7.3

7.7

7.9

7.9

5.8

5.7

6.0

5.6

The outcome of the complaint

Handling of the complaint

The attitude of staff

Speed of resolving your
complaint

NRW UK average

75.9

74.9

NRW customers who
reported a problem

NRW customers who had no
problem

• Customers who have had contact with NRW 

are much more likely than the UK average to 

say they have had a problem

• But satisfaction with complaint handling is 

much higher than the UK average 

• Suggests that the broader customer 

experience and awareness of NRW are 

bigger issues than problems and complaints 

Problems and complaint handling 

Average customer satisfaction index scores 

Satisfaction with complaint handling Number of customers who have experienced a problem 
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Business Benchmarking │Natural Resources Wales

Frequency of channel Frequency of reason for contact

The proportion of customers using each 

channel for their interaction, for Natural Resources Wales

In person 6.9%

Over the phone
23.1%

On their website
37.5%

Email 20.0%

Text 2.5%

Web chat
3.1%

App 2.5%

Social media
4.4%

The proportion of customers stating each reason for 

contact, for Natural Resources Wales

Reported an 
environmental 
incident 11.9%

Enquiry/asking a 
question 24.4%

About a problem 
or complaint

9.4%

Looking at the 
products / 
services / 

information
28.8%

Getting a 
quotation or 
price 13.8%

Purchased a 
permit or licence

5.0%

Made a 
purchase (other 
than a permit or 
licence) 4.4%

NRW contacted me to 
follow-up on an issue I 

raised 0.6% Other 1.9%

Satisfaction by channel

73.5

78.3

75.8

73.9

73.3

40 60 80 100

Other

NRW contacted me to follow-up on an issue I raised

Made a purchase (other than a permit or licence)

Purchased a permit or licence

Getting a quotation or price

Looking at the products / services / information

About a problem or complaint

Enquiry/asking a question

Reported an environmental incident

Natural Resources Wales Business Benchmarking

Satisfaction by reason for contact
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All contact 

questions only 

asked to those 

who had contact 

with NRW in last 

12 months
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Customer verbatim comments: what should NRW do to improve its service ? 

63

50

10

10

9

8

8

6

6

5

Advertise / raise awareness

More public engagement / communication

More  staff

More friendly / helpful staff

Envionmental management

Faster resolution of enquiries / issues

Better website experience

Honesty  / transparency

Customer service (general)

Better communication

Don’t know = 126

No improvement = 89 
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Recommendations 

1) Raise awareness about who NRW across media and channels, about its role in 

and range of activities in ensuring natural resources in Wales are sustainably 

maintained, enhanced and used 

2) Engage and communicate directly with customers about NRW’s work and 

impact in Wales. This research suggests there is a desire from many customers for 

greater engagement and information. Customers who have contacted NRW tend  

to have a much more favourable view of NRW than those who have had not 

contact   

3) Increase the number of right first time experiences. NRW has very good scores          

for satisfaction with complaint handling but a large number of customers 

(more than 50% of those who contacted NRW) say they experienced a problem  

4) Improve usability, quality and range of information on NRW’s website  

5) Focus on consistency of experience across different channels: NRW has a 

relatively high proportion of customers who use phone, website, email or social 

media to interact 
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Business Benchmarking │An introduction to the UKCSI

• UK’s largest cross-sector customer benchmarking 

study

• Over 10,000 customers; 45,000 responses 

• 13 sectors   

• 26 metrics of customer experience 

• Future customer behaviours, NPS, customer 

effort, right first time, trust, reputation 

• Channel usage and satisfaction  

• Drivers of complaints and complaint handling

• Published in January and July 

A barometer of the state of customer 

satisfaction in the UK 

UKCSI January 2021 | Public Services (National) sector results
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UKCSI vs Business Benchmarking│Key facts

D
if

fe
re

n
c

e
s
 

in
 m

e
th

o
d

o
lo

g
y

S
a

m
e

 m
e

th
o

d
o

lo
g

y

Business Benchmarking UKCSI

Customer 

Sample 

• Survey sample selected and provided by

your organisation 

• Typically c. 200 responses  from your 

customers 

• You choose a sector benchmark from 13 

sectors 

• Online panel of 10,000 customers 

• Representative of UK population

• 3,000 responses per sector

• Customer chooses an organisation to rate 

(based on interaction in the last three months)

Timing 
Survey takes place at a time agreed by the 

Institute and your organisation

• Published January and July

• Fieldwork approx. 3 months before publication 

Measures 

• Based on measures in the UKCSI

• Includes channel usage and satisfaction 

• Additional / bespoke questions may be 

added if agreed with the Institute before 

the survey commences 

• 26 metrics of customer experience, based on 

the Institute’s research into customers’ priorities 

• Channel usage and satisfaction available in 

sector reports  

• Complaints insight available in sector reports   

Index 

Calculation 
Your organisation’s scores are calculated on 

the same basis as the UKCSI

• Responses on a 1 to10 scale

• Index score for each measure is mean average 

of all responses

• UKCSI for each organisation is the average of 

all of its customers’ satisfaction scores, 

weighted by importance based on customer 

priorities’ research 

UKCSI January 2021 | Public Services (National) sector results
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Business Benchmarking │Customer priorities
Implications 
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Business Benchmarking │Top customer priorities
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Business Benchmarking │Methodology: further notes

Customer Effort

This metric is based on the question:

“How much effort did you have to make to complete your transaction, 

enquiry or request on this occasion” (1-10 scale). 

A lower score signifies less effort required on the part of the customer.

Organisations use Customer Effort scores to:

• Understand and benchmark “ease of doing business”

• Gauge their efficiency and speed in dealing with customers

Customer effort is most appropriate in service situations where 

customers don’t want to be dealing with the organisation and/or seek 

to minimise the time/effort spent completing their transaction or 

enquiry.

Net Promoter Score (NPS) ®

This metric is based on “likelihood to recommend” scores.

The NPS formula used in UKCSI is:

% of respondents scoring 9/10 (out of 10) on likelihood to recommend 

MINUS % of respondents scoring 0-6 on likelihood to recommend 

EQUALS Net Promoter Score for the organisation

Organisations use NPS to:

• Track levels of satisfaction and recommendation

• Gauge their ability to create “promoters”, while minimising 

“detractors”.

UKCSI January 2021 | Public Services (National) sector results
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Business Benchmarking │How to use it to improve customer satisfaction

Business Benchmarking insight check

• Identify your strengths and weaknesses compared to the UK and sector 

averages 

• Understand the mix of channels your customers use and how satisfaction 

varies by channel

• Look at the range of organisations scores on the measures in your sector: 

identify the opportunities for differentiation 

• Track progress against your previous Business Benchmarking surveys 

Identify potential 

issues and areas of 

focus 

Track impact

Create improvement 

plans and set 

measures to assess 

impact 

Communicate your 

results within your 

organisation

Check against your 

own customer 

verbatim analysis / 

surveys 

Check against 

current customer 

service improvement 

initiatives  

UKCSI January 2021 | Public Services (National) sector results
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Satisfaction trends

Business Benchmarking │Natural Resources Wales
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UK Customer Satisfaction Index (UKCSI)

Business Benchmarking │Natural Resources Wales
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Business Benchmarking │Natural Resources Wales
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Complaint handling 

questions were only 

asked to those who 

had contact with NRW 

in last 12 months
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Business Benchmarking │Natural Resources Wales

UK Customer Satisfaction Index (UKCSI)
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Effort 

question only 

asked to 

those who 

had contact 

with NRW in 

last 12 

months
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Business Benchmarking │Natural Resources Wales

NPS Customer effort
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Effort 

question only 

asked to 

those who 

had contact 

with NRW in 

last 12 

months
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Business Benchmarking │Natural Resources Wales

Right first time

68.8%

80.5%

9.4%

14.2%

21.9%

5.4%

0% 50% 100%

Natural Resources Wales Business
Benchmarking

UK all-sector average

Yes No Don't know/Not applicable

Complaints data

43.8%

85.4%

12.5%

3.4%

43.8%

11.2%

0% 50% 100%

Natural Resources Wales Business
Benchmarking

UK all-sector average

% No problem % Didn't complain % Complained
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Complaints 

questions 

only asked to 

those who 

had contact 

with NRW in 

last 12 

months

Right first time 

only asked to 

those who 

had contact 

with NRW in 

last 12 

months
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Business Benchmarking │Natural Resources Wales

Frequency of channel Frequency of reason for contact

The proportion of customers using each 

channel for their interaction, for Natural Resources Wales

In person 6.9%

Over the phone
23.1%

On their website
37.5%

Email 20.0%

Text 2.5%

Web chat
3.1%

App 2.5%

Social media
4.4%

The proportion of customers stating each reason for 

contact, for Natural Resources Wales

Reported an 
environmental 
incident 11.9%

Enquiry/asking a 
question 24.4%

About a problem 
or complaint

9.4%

Looking at the 
products / 
services / 

information
28.8%

Getting a 
quotation or 
price 13.8%

Purchased a 
permit or licence

5.0%

Made a 
purchase (other 
than a permit or 
licence) 4.4%

NRW contacted me to 
follow-up on an issue I 

raised 0.6% Other 1.9%

Satisfaction by channel

73.5

78.3

75.8

73.9

73.3

40 60 80 100

Other

NRW contacted me to follow-up on an issue I raised

Made a purchase (other than a permit or licence)

Purchased a permit or licence

Getting a quotation or price

Looking at the products / services / information

About a problem or complaint

Enquiry/asking a question

Reported an environmental incident

Natural Resources Wales Business Benchmarking

Satisfaction by reason for contact
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All contact 

questions only 

asked to those 

who had contact 

with NRW in last 

12 months
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Business Benchmarking │Natural Resources Wales

Had contact? - %

29.7%

31.5%

38.8%

0% 20% 40% 60%

Not had contact in last 12 months
but visited recreational facilitiy or

visitor centre

Had contact in last 12 months

Not had contact in last 12 months
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Had contact? - CSI

Answered all 

satisfaction 

requirements

Only 

answered a 

selection of 

satisfaction 

requirements 
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NRW does a good job in ensuring that the natural resources of Wales           

are sustainably maintained, enhanced and used, now and in the future

8.0

6.9

7.2

Had contact in the last 12 months

Not had contact in the last 12 months

Not had contact in the last 12 months
but used visitor centre

(Scores out of 10)
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Results by County  
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Pembrokeshire
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Wrexham

Cardiff

Gwynned
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Powys

Swansea

Neath and Port Talbot

Conwy 13

Isle of Anglesey 17

Bridgend 13

Monmouthshire 14

Torfean 8

Rhondda Cynon Taf 19

Camarthenshire 22

Newport 41

Blaenau Gwent 14

Merthyr Tydfil 15

Denbighshire 17

Pembrokeshire 12

Ceredigion 5

Wrexham 67

Cardiff 86

Gwynned 18

Flintshire 14

Caerphilly 13

Vale of Glamorgan 19

Powys 18

Swansea 57

Neath and Port Talbot 6

Number of responses 
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Business Benchmarking │Natural Resources Wales

Satisfaction and intention to recommend

*organisation scores compared against top and bottom 2 in their chosen sector
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Range of scores against customer priorities

Business Benchmarking │Natural Resources Wales Natural Resources Wales Business Benchmarking

Above average sector organisations
Below average sector organisations
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Comparisons were only made between companies with base sizes over 10. Factors with less than 4 companies scoring them were removed from the analysis.
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Boxed requirements only 

asked to those who had 

contact with NRW in last 

12 months
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How customers describe their experience with you

Business Benchmarking │Natural Resources Wales

The word cloud shows which words were used the most when customers were asked to give up to three words to describe their 

most recent experience with Natural Resources Wales. The bigger the word the more times it was mentioned.
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The Institute of Customer Service 
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Thought leadership 

research   

UKCSI:                            

a barometer of 

customer 

satisfaction 

Benchmarking

Bespoke research and 

insight 

Accreditation People development

Increasing the 

profile of customer 

service

Networking and 

knowledge sharing

Tools to improve 

business performance




