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MEDIA RELEASE

20 December 2011
Customers very satisfied with the Energy and Water Ombudsman Queensland 

Over 94% of Energy and Water Ombudsman Queensland (EWOQ) customers would recommend using the office to friends and family according to a 2011 customer satisfaction survey conducted by independent researchers, Colmar Brunton.
Mr Forbes Smith, Energy and Water Ombudsman, released a summary of the results of the survey on the EWOQ website today. 
The results will help EWOQ to assess its performance against industry standards and to gauge how the office is progressing.

“Since the last survey in 2010, some new business processes have been bedded down, and our responsibilities grew this year with the inclusion of a number of south-east Queensland water entities in my jurisdiction,” Mr Smith said
“It was important to ensure EWOQ continued to provide a good service to our customers during this period of change.”
Mr Smith was pleased to see customer satisfaction increase in 2011, and believes this demonstrates the high level of service being provided by EWOQ staff in resolving disputes between customers and their energy and water retailers and distributors. 

“The survey results show that EWOQ provides a service which customers are very happy with.
“Some 88% of our customers were more than satisfied with the service EWOQ provided; an increase of 2% from the 2010 survey.
“As an Ombudsman service, we must remain independent and impartial, and our customers do not always get want they want. 
“Nevertheless, our customers very much appreciate the timely resolution of their complaints, our level of expertise, and our courtesy. 
“And our services are free!” 
Mr Smith said there are always lessons to be learnt and the results of the survey will assist EWOQ to meet its commitment to continuously improving the office’s services to energy and water customers.

Details of the services provided by EWOQ, and a summary of the 2011 customer satisfaction research, are available at www.ewoq.com.au.
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