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Data and the customer 

How to use data collaboratively to 

successfully deliver your services 

and enhance customer satisfaction

        
      
      

        
      
      



        
      
      

Today’s customer 

• They’re the foundation of any 

business and contribute to the 

success or failure of a contract

• They expect a level of  

predictable service - we 

should know them better than 

they know themselves

• They’re used to rapid service 

deliverables from the likes of 

Uber and ASOS

• They have access to social 

channels to voice opinions –

quicker turnaround times to 

reply

        
      
      



        
      
      Our customer challenges 

• We use traditional methods of 

gathering and measuring 

customer satisfaction  

• Our industry competes against 

each other to satisfy customers 

• We use traditional methods of 

gathering and measuring 

customer satisfaction  

• Expectations and deliverables 

have increased due to the likes 

of market players Amazon and 

Google

        
      
      



Highways England’s user satisfaction
is 88.7%, below its target of 90%.

Uswitch survey shows customer 

satisfaction with utility companies fell 

from 74% to 72%, a second year of 

consecutive decline.

80% of local authorities see a fall in their 

NHT survey results



        
      
      Scope of data 

• A quarter of the worlds 

population is on Facebook 

• 300million photos are taken 

everyday 

• Google has 40,000 searches 

every second 

• 18million weather forecast 

requests every minute 

• Uber riders take 45,000 trips 

every minute 
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Customers voice 

their dissatisfaction 

for the continued 

delayed service on 

the Paddington to 

Gloucester route  

Data analysists  

engaged to review 

and understand the 

reasons why the 

train was 

continually late

The data showed 

that the conductor 

positioned on the 

platform to wave 

off the train was in 

the wrong position 

on the platform 

The station decided 

to move the 

position of platform 

conductor so they 

were closer to the 

sight of the train 

driver

The train then left 

on time and delays 

to the service were 

eliminated 

Paddington to Gloucester  - train delays 



        
      
      

Benefits of customer and data 

collaboration 

• Opportunities for data sharing –

open source data in our industry

• Collaboration advantage over 

competitive advantage - Highways 

Sector Deal 

• Delivering and creating services that 

reflect customer expectations 



        
      
      

Summary

Data  should be viewed as an 

opportunity, to develop effective 

solutions that help asset owners, 

businesses or any other organisation 

reach maximum efficiency that 

ultimately benefits the customer, this 

can only be done in collaboration with 

other industries and the customers 

themselves


