ACTING
ON YOUR
FEEDBACK
RESPONDING TO
OUR CUSTOMERS
2015

THE EAL CUSTOMER
SATISFACTION SURVEY
We always ask our customers for their views on how well we are doing in providing products and services that they
need and want, and how we could improve further.
EAL strives to deliver excellence for our customers, so we take the results of these bi-annual surveys very seriously.
The survey is always carried out by an independent specialist – enabling us to benchmark our customer satisfaction
against other UK companies – and the results are then analysed by our teams and translated into detailed action plans.

EXCEPTIONAL RESPONSE
We were delighted with the exceptional level of response to our 2014 customer satisfaction survey. A total of 242
EAL customers from across the industries we support took the time to share their experiences and views.
Respondents included centre coordinators, heads of departments and subject specialists from private training
providers, colleges and employers across the UK.

242 RESPONDENTS:
74% ENGINEERING CUSTOMERS
19% BUILDING SERVICES CUSTOMERS
07% CUSTOMERS FROM OTHER SECTORS
ACTING ON YOUR SUGGESTIONS
In this publication, we share the outcomes of the 2014 survey and the actions we have taken since receiving
your feedback.
Improvement is a continuous process for our teams and our next customer satisfaction survey will take place in early
2016. In the meantime, if you have any comments that you would like to make, please get in touch – we’re always
happy to hear your views.
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WHAT WE’RE
DOING DIFFERENTLY:
YOU SAID:
Centre assessors need high quality training.
We put together a new series of assessor courses, focusing on
developing a stronger understanding of the principles and practices
of assessment. EAL will also continue to support our Centres’ training needs by
offering independent assessment, continuous improvement and advice.

WE DID:
YOU SAID:
Information on qualifications should be more easily
accessible online.
We have launched a new Qualifications Catalogue on the EAL website, where our
Centres can quickly access essential information on qualification content to support
provision planning. This resource is fully searchable and by 2016, will contain all
qualifications on EALs remit.

WE DID:

YOU SAID:
Is it possible to have on-demand certificates?

We introduced e-Certificates to help EAL Centres access and download
certificates quickly and were the first awarding organisation to allow
its Centres to directly upload their certificates to the ACE portal.

WE DID:

YOU SAID:
There’s not always enough notice when qualifications are going to expire.

To help Centres understand where they can access qualifications expiry
information when they need it, we also hosted two webinars. The recordings
of the webinars can be viewed on our wesbite: www.eal.org.uk/webinars.
We also introduced qualifications expiry notifications as standard in
EAL’s Spotlight e-newsletter.

WE DID:
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WHAT WE’RE
DOING DIFFERENTLY:
YOU SAID:
I have to login to several systems, is
there a quicker way?
We streamlined the login function for SecureAssess and Online Services to
make accessing information a quick and simple task.

WE DID:
YOU SAID:
EAL should improve their communications when things change.
We now notify Centres weekly, via Spotlight, of any amendments to EAL’s
policies. Updates are also included in the news page of EAL’s website.

WE DID:
YOU SAID:
The way maladministration is set up seems unclear.
We reviewed and re-launched our policy on maladministration, and hosted a
support surgery webinar to help Centres mitigate and avoid situations of
maladministration. To ensure that our customers are always up to date with this
information the webinar will become an annual event.

WE DID:
YOU SAID:
I’m experiencing compatibility issues with different browsers
when accessing Online Services.
We upgraded EAL’s Online Services system to be more compatible with
different browsers and for customers who might be using older browsers.

WE DID:
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WHAT YOU SAID
MATTERS MOST
We asked our customers to rate the factors that are most important to them. This helps us focus on the things that
matter most.
The results showed that once again, EAL’s external verification service – which offers Centres support from a
dedicated expert EV – is one of the most important factors.

THIS IS WHAT OUR CUSTOMERS VALUE THE MOST:
SERVICE AND EXPERTISE: EAL offers clear points of contact, expert advice and consistent standards
through our external verification service.
SUPPORT AND PROBLEM SOLVING: We pride ourselves on our ability to solve problems and keep
customers informed about issues raised.
RELIABILITY AND EASE OF USE: Accuracy of our certificates and ease of candidate registration are
important to our customers.
PRODUCTS AND PRICING: We are proud of our range of high-quality qualifications and value for money we
offer to our customers.

HOW YOU
RATED US
Our customers told us they are ‘very satisfied’ with our
services and overall EAL’s customer satisfaction level scored
86.2%.

EAL’s customer
satisfaction score

86.2%

This means we remain in excellent company, in the top
quartile of the UK-wide Customer Satisfaction Index™.
Not only that, but our scores top those of all our key
competitors for overall customer satisfaction, and when
asked what, if anything, they do better than EAL, most of
the respondents said ‘nothing’.
However, we never stop looking at ways to improve what
we do. Our customers still gave us lots of pointers and ‘user
insights’ to draw on in continually improving our service and
relationship with you.

Sector average

78.6%
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EAL’S CUSTOMER
SATISFACTION IN NUMBERS
HOW WE ACHIEVED THIS IN 2014/15:
EAL’S OVERALL CUSTOMER
SATISFACTION LEVEL:

86.2%

SECTOR AVERAGE: 78.6%

1,492 visits to EAL Centres by our
External Verifiers in 2014/15.

8 Support Surgery webinars helped
our customers make the most of the
systems available to them.

104,330 Certificates issued in one
working day.

Weekly Spotlight e-newsletters
keeping EAL Centres up to date
with the latest news and updates.

Over the past year we have made
22 updates and improvements to
our online systems.

17,883 responses to customer emails
by our Customer Services team.

91,240 online exams delivered to
EAL learners.

16 blog posts covering industry
topics and sector insights.

91,535 calls logged with our friendly
Customer Services team.
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WHAT NEXT ...
We will continue to build on the positive feedback received to further enhance EAL’s products and services for
our customers.
We know that although we are doing well, there are some areas with room for improvement. We have therefore
developed an action plan that targets our customers’ key priorities.
In particular, throughout 2015 we will be working to:

• KEEP YOU BETTER INFORMED ABOUT ISSUES YOU HAVE RAISED
• IMPROVE OUR ABILITY TO SOLVE YOUR PROBLEMS AND QUERIES
• WORK TO ENSURE OUR QUALIFICATIONS CONTINUE TO BE FIT FOR PURPOSE
• KEEP YOU BETTER UPDATED ABOUT CHANGES TO PROCESSES
• IMPROVE THE EFFECTIVENESS OF OUR ADMINISTRATION SYSTEMS.

STAY CONNECTED
We would like to keep you updated with our progress, so
don’t forget to visit www.eal.org.uk, and most importantly,
ensure you and your colleagues sign up to receive
Spotlight – our weekly Centre news bulletin.
We welcome feedback at any time – not just within our
satisfaction surveys. Our Customer Services team can be
contacted via email at customercare@eal.org.uk or by
calling 01923 652400.

THANK YOU
We would like to express our thanks to all our customers for providing their detailed and considered responses
to this survey.
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ALL EAL’S PROFIT GOES STRAIGHT BACK INTO
SUPPORTING VITAL SKILLS IN OUR CORE
INDUSTRY SECTORS, WITH OVER £10 MILLION
REINVESTED THROUGH OUR INDUSTRY SUPPORT
PROGRAMME IN THE LAST 10 YEARS ALONE.

EAL Awards EAL_Awards EALAwards

To find out more about EAL qualifications and services
please contact our Customer Services team on:
+44 (0)1923 652400
customercare@eal.org.uk
www.eal.org.uk

