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§ Research was conducted using an 
online methodology

Customer Satisfaction Research

Research 
Method

§ A total of 149 completes were achieved, providing a 
response rate of 21% from the 704 valid leads provided.

§ This sample includes a mix of Customers, Stakeholders, & 
all those who interact with EirGrid 

§ Sample size of n=149 provides margin of error = +/- 8.2%.

Research 
Sample

§ Fieldwork occurred 6th March to 4th April 2008.Timing

§ This study was first conducted in Dec 06/Jan 07 and 
where possible we have shown change over time.

Comparing 
with 2006
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Is the independent electricity 
transmission system operator (TSO)

11

21

35

42

59

1

Responsible for the co-ordination/ 
distribution of electricity

Management of the Grid 
infrastructures/ responsible for 

National Grid

Neutral market 
operator/investment control

(Q.1)

Other

%

(Base: All Respondents– 149)

Customer service/ 
assistance/price guarantor

To supply an efficient 
network with a 

minimum of 
downtime

To provide and operate the 
necessary grid 

infrastructure and 
associated control centres 
at the lowest possible cost

Ireland’s TSO 
facilitating all 
operators and 

market participants

Transmission system operator 
responsible for development, 
planning, management and 

controlling Irelands Transmission 
System

Perceptions of EirGrid’s Role
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Which of the following best describes EirGrid?

36

50

44

37

19

13

Policy
Driver

%

(Q.2)

2008
(149)

(Base: All Respondents – 149)

Policy
Influencer

%

An organisation
that just delivers

on policy
%

2006
(210)
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2
9

23

28

30

6

1

Overall Satisfaction with EirGrid

Satisfied (6)

Somewhat satisfied (5)

Very satisfied (7)

Neither (4)

Dissatisfied (2)

(Q.13)

Mean Score

%

(Base: All Respondents – 149)

Somewhat Dissatisfied (3)

Very dissatisfied (1)

4.9

64% + 3% on 2006 
Satisfaction scores

- 6% on 2006 
Dissatisfaction scores
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9

12

15

22

27

34

34

34

44

48Producing industry publications & reports

Rating of EirGrid on Specific Activities

(Base: All respondents – 149)

Provision of accurate information

Expertise in planning

Contribution to policy

Management of customer relationships

Management of projects through construction

Resolution & handling of customer queries

Management of customers post connection

Problem handling

Other

%

Do well

(Q.18a, b, c)
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23

8

5

12

7

26

15

11

16

16

%

Have Improved
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9

12

15

22

27

34
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34

44

48Producing industry publications & reports
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23

8

5

12

7

26

15

11

16

16

%

Have Improved

17

32

14

26

30

28

18

19

19

13

%

Needs Improvement
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Incidence of Website Visitation & Rating

1
6

24

37

27

4

-

(6)

(5)

Very good (7)

(4)

(2)

Mean Score

(3)

Very poor (1)
4.9

Rating of Site
%

(Base: All respondents– 149)

Ever Visited Website

10%

90%

Yes

No

68%
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Frequency of EirGrid Exceeding Expectations

(6)

7

9

17

35

24

6
2

(5)

Very Frequently (7)

(4)

(2)

(Q.10)

Mean Score

(149)
%

(Base: All Respondents – 149)

(3)

Very Infrequently (1)

3.9

32%

33%
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14
9 4
3

27
32

19
17

3 2

13

1

Extent to Which EirGrid have Evolved to Meet Your 
Business Needs

(6)

(5)

Very successfully evolved (7)

(4)

(2)

(Q.17)

Mean Score

(Base: All respondents– 149)

Total
(149)

(3)

Not at all successfully evolved (1)

4.5n/a

2006
Total
(210)

2008

51%
49%

3018

25% 19%

+2%

-6%
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(Base: All respondents – 149)

(Q.20)

30

35

36

36

36

42

45

45

59Knowledgeable Cautious Bureaucratic

Approachable

Highly Educated

Friendly

24

34

40

45

Slow to Change

Safe

Serious

Ethical

Hardworking

Rigid

Honest

Inflexible

Key Image Perceptions of EirGrid

50

Apply to EirGrid - % Agreement

Note: other image attributes provided received less than 24% agreement
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Perceptions of EirGrid’s Investment in the Future
(Base: All Respondents– 149)

(6)(5)

Investing
A Lot

(7)(4)(2)
Mean
Score(3)

Investing
very little

(1)

4.90 7 22 38 25 5

3

(Q.14)

68%
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Construction of transmission 
projects/upgrades

Key Issues & Challenges Perceived for EirGrid 
Next 12 Months
(Base: All respondents – 149)

Increase usage of Renewable

Improve public perception/
managing mass objection

Planning/obtaining planning
Accommodating high volumes

of work/connections

Development of appropriate 
infrastructure

Enabling more wind connections

Delivery of Inter-connectors

To become more customer
focused/orientated

Other

(Q.27)

Total 
%

13

6

8

10

10

12

12

12

14

18
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22

6

5

5

6

9

11Relationships with customers/
keeps them better informed

Single Key Measure to Improve Service Received for 
the Future 
(Base: All respondents – 149)

Customer service/customer
response/accessibility

Website information/email 
notification of updates/changes

Greater transparency

Time frames/deliver projects 
on time

Happy with current service/no 
problems

Don’t know/none

(Q.28)

Total 
%

There needs to be 
more communication 
between the different 
areas within EirGrid

Streamline legal 
agreements for 

connection

Continue to ensure 
new network 

delivery irrespective 
of opposition

More regular 
dialogue. Routine 

meetings.
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Key Research Insights

• Almost 2 out of 3 claim satisfaction with EirGrid overall with 1 in 3 claiming EirGrid 
frequently exceeds expectations.

Key areas of strength are:

•Production of industry publications

•Provision of accurate information

Key areas for improvement are:

•Problem & query handling

•Relationship management

• Communication, relationship building, & customer service are deemed the key 
factors to focus on to improve service going forward.

• Construction of Transmission Projects and management of projects through 
construction are key challenges for EirGrid over the next 12 months


