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Method

e Online Survey

e 184 Responses (33%)

e Generators (56%); Suppliers (17%); Demand Customers (14%)
e FEirGrid TSO (n=115); SONI (n=25); SEMO (n=44)

e Baseline Survey




Terms of Reference

e Image and Perception

e Conducting Business

e Staff Supporting Customers

e Communication

e Contact and Query Handling
e Websites

e Specific Issues




Perception of Role

How satisfied or dissatisfied are you with how (EirGrid TSO/SEMO/SONI) fulfils its role?

(n=184)
The EirGrid Group 66 22 -
EirGrid TSO 66 25 -
O Satisfied
_ O Neither
M Dissatisfied
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Do more to promote role with customers...?

The EirGrid Group

EirGrid TSO

SONI

SEMO

47

33

52

30

44

28

34

43

0%

10%

20%

30%

40%

50%

60%

70% 80% 90% 100%

O Yes

ONo

B Don't Know




The EirGrid Group...?

...is a trustworthy
organisation?

...has a high degree of
credibility?

...is well respected
within the industry?

...has a strong voice or
‘clout’ within the
industry?

O Always / Mostly

O Sometimes

B Rarely / Never

O Don't Know
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The EirGrid Group...?

20

...is impartial and fair?

70

O Always / Mostly

17

O Sometimes

B Rarely / Never

..is an independent

67

O Don't Know

organisation?

23

...has a positive image

67

within the industry?
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Conducting Business...

competent? 78 19 l
consistent in dealings
. 65 16 13 O Always / Mostly
with customers?
N O Sometimes
2
) O Don't Know
customer focused? 43 38 ‘

understands

pressures facing
. 35 32 13
customers in current

economic climate?
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Staff Supporting Customers

Professionalism 85 13
Technical / Business a1 4 . O Excellent/Good
Expertise
O Average
Helpfulness 75 21 H Poor
O Don't K
The accessibility of staff ont Know
you may need to speak 62 25
with?
Responding to you in a 55
timely manner?
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Staff Supporting Customers

The consistency of
responses regardless of
whom you speak to?

The flexibility of staff to

deal with problems that
arise?

58

56

33

The ability of staff to
understand your needs

55

30

The ability of staff to

make decisions quickly?

43

25

0% 10%

20%

I
30% 40%

[ O Excellent/Good
3

O Average

H Poor

0 Don't Know

50% 60% 70%

80%

100%

rkey
«?

Q

o
©
o)
(@)
3



Overall Satisfaction with Staff

The EirGrid Group 76 14 -
O Satisfied
EirGrid TSO 76 15 1 O Neither
M Dissatisfied
SONI 88 -
O Don't Know
SEMO 66 21 -
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Communicating with Customers

O Agree O Neither M Disagree O Don't Know

Data presented is of high quality?

i

29

58

Facilitates industry debate and

decision making?
1

26

53

Communicates with customers when
deadlines are not going to be met?
27

51

Makes customers aware of the
different communication channels?
33

fLait

48

90% 100%

Receptive to ideas and suggestions
rkey
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Overall Satisfaction with Communication Handling

The EirGrid Group

EirGrid TSO

SONI

SEMO
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73
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83% Attended Conferences and Events

Conferences and
events are
relevant to me?

The frequency of
conferences and
events is about
right?

Conferences and
events help keep
me updated on
industry
developments?

92

71

19

86
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Customer Contact

O Within last week

The EirGrid Group 46 32 -3 9

. O Within the last month

EirGrid TSO 43 32 m B Within the last 6 months
4

O More than 6 months ago

SONI 60 24 O Never

B Don’t Know

SEMO 46 36
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Contact with a Query

Contact with a query...? (n=184)

The EirGrid -

Grou [ Yes, in last 6

P months

[ Yes, more than 6

EirGrid TSO months ago

[0 No, never
SONI O Don't Know /
Can't Remember
SEMO
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Time Taken to Resolve Query

On average how long does it take for your queries to be resolved (n=172)

The EirGrid Group 7 43 15 20 ‘ O Immediately
- O A few days
EirGrid TSO 9 aa 13 18 - O Up to a week
E O Up to a month
SONI 9 57 a4 30 B Longer than a
month
_ O Don't Know /
Can't Remember
SEMO = = ® -_
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Satisfaction with Length of Time to Resolve Query

How satisfied or dissatisfied were you with how long it took to resolve your query

(n=172)
The EirGrid Group 70 16
EirGrid TSO 76 14 O Satisfied
O Neither
SONI 82 13
B Dissatisfied
SEMO 50 21
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Satisfaction with Query Handling

How satisfied or dissatisfied are you with how the EirGrid Group handles customer
queries (N=172)

The EirGrid Group 63 22 -l
. O Satisfied
EirGrid TSO 68 22 - O Neither
- B Dissatisfied
SONI 66 26 - O Don't Know
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Websites

e Accuracy of information (82%)

e Overall Usefulness (73%)
e Kept up to date (72%)
e Use of terminology (67%)

e Ease of finding information you need (45%)




Overall Satisfaction

And finally, taking everything into consideration, overall how satisfied or dissatisfied are
you with the service provided by... (h=184)

The EirGrid Group 72 18 -
O Satisfied
O Neither
EirGrid TSO 71 21

Il Dissatisfied

O Don't Know
soni a5 a .
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Service Improvement in Last 12 Months?

Over the last 12 months, would you say the service provided by ... (n=184)

The EirGrid Group 54 36 I 6
O Improved
EirGrid TSO 59 33 I 5 O stayed Same
B Disimproved
SONI 56 32 8
O Don’t know
SEMO 41 46 . 7
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