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Business customers in England have been able to switch their water 
and waste supplier since April 2017.  Northumbrian Water Limited 
(NWL) trade under the brand names of Northumbrian Water in the 
North where they provide both water and sewerage services and as 
Essex and Suffolk Water in the South, where they provide water 
services only. 

NWL wish to understand more about how they are perceived by the 
retailers with whom they have a relationship and to see if there are 
any ways in which they can improve the service they provide.

Allto Consulting were commissioned to undertake a research project 
project designed to understand key stakeholder satisfaction in order 
to identify any concerns, ascertain how NWL can improve, and 
explore any areas of best practice by other wholesalers from which 
NWL could learn.

The aim was to conduct  14 semi-structured teledepth interviews of 
20-30 minutes duration with warmed-up contacts provided by NWL.

The response rate was a very healthy 86% (12 interviews completed 
from 15-28 March 2018 ).  One new retailer declined on the grounds 
that they had done little more so far than set up the contract with 
NWL.  A second declined as he was a very busy MD and a 
replacement contact could not be provided within the timescale 
available.

Introduction and business objectives
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The teledepth discussion guide was designed by NWL and Allto Consulting.

Key areas that were covered within the guide were:

• Propensity to recommend NWL (Net Promoter Score)

• Improvements that would make them more likely to recommend

• Ease of contact with NWL and examples of any difficulties encountered

• Views on the service provided by NWL’s Wholesale Service Desk and their Account Manager

• Suggestions for improvement to the process for handling queries or forms raised

• Satisfaction with the information provided by NWL online

• Use of, and satisfaction with, NWL’s Retailer Portal, and suggestions for improvement

• Views on how well NWL handle the settlement process and suggested improvements to how this works

• Views on the quality of NWL’s wholesale data, with any specific examples of data quality issues experienced

• How NWL compares with other wholesalers they deal with, and any examples of best practice from which NWL 
could learn

• Satisfaction with support and service overall, with any specific examples of good support and suggestions for 
improvements

Coverage
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• A number of the retailers we spoke with have limited experience of NWL (as yet)

• Overall perceptions are positive, with two saying that they would be very likely (9/10 rating) to recommend, and none 
giving a score of less than 7/10

• Only one respondent mentioned any particular issue or difficulty in contacting NWL in the past 6 months or so, and 
this was to do with lack of a business to business interface 

• Feedback on service provided by NWL’s account managers is excellent, with more than half who provided a score 
giving 10/10, and no one providing a score of less than 8/10

• Feedback on the Wholesale Service Desk is generally good, and although one respondent spoke about a problem 
they’d had, this was said to be the exception, rather than the rule

• Progress updates on forms/queries raised would give confidence that they are being dealt with and responses could 
be improved by being worded in a slightly less technical, and more ‘retailer-friendly’, way

• Push notifications around planned/ unplanned events would be appreciated, ideally pinpointing the SPIDs affected

• Asked if they could suggest any ways in which the process for raising queries or forms could be improved, a number 
would like to see auto-population with information already held, whilst others would like to send queries and forms by 
email, or to have one single portal across all wholesalers.  Swim-Pool (used by some wholesalers as their portal) is said 
to be easier to use

• Feedback on the information provided by NWL online is mixed, some saying it is clear and concise, others that it is not 
particularly user-friendly

• Half of the respondents we spoke to (6 of 12) said they had some experience of using NWL’s Retailer Portal; 2 of those 
who haven’t used it think they’ve not yet received their log-in

• On this issue though, a number of retailers would like to see improvements to the process for bilateral communication 
with the suggestion that they be given an application programme interface (API) that automatically updates each 
others’ system, rather than having to log in and re-key information through the portal 

Key findings
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• Whilst some respondents could not comment on how well the settlement process is handled (as they have not 
actually had any settlement runs as yet), those who are familiar with the process feel it works well 

• Only 2 respondents could suggest any improvements to the settlement process – one centred around the offsetting of 
credit from one period to the next (which some wholesalers are said to allow), and the other would prefer more clarity 
in covering emails on the action to be taken just to make life a bit easier for them

• Feedback on NWLs wholesale data is mixed, with half alluding to data quality issues experiences in the past 6 months, 
some of which are said to be industry-wide.   It seems though that this is not news to NWL and a number of the issues 
referred to are in the process of being corrected

• With the odd exception retailers tend to personally deal with all of the wholesalers, though some have not (yet) 
branched out into Scotland and some just have the contracts set up in readiness for when they have customers in the 
relevant area

• Asked how well NWL compares in terms of the quality of their service, 2 were unable to differentiate and the rest 
were evenly split between saying NWL are generally better than other wholesalers and much the same as others.  
None said that NWL performs generally not as well

• When asked if there are any examples of best practice from which NWL can learn, a number mention the push 
notifications on planned and unplanned events, other mentions include the provision of progress updates, Anglian 
Water’s teleconference facility during the recent period of bad weather, Thames’ process for the acceptance of forms, 
United Utilities’ performance data pack and a few wholesalers offering the Accredited Entity Scheme 

• Asked about the ways in which NWL could improve to meet their needs more effectively, 9 of the 12 respondents we 
spoke with had any suggestions to make and these are detailed at the end of this report

Key findings cont’d
















































































