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BSI Customer Service 
Survey – summary of 
selected results 
Online survey of 2,047 UK Adults, December 2013 
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79% 

15% 

4% 

1% 1% 

2013 Results 

No

Yes, Facebook 

Yes, Twitter 

Yes, LinkedIn 

Yes, other

Have you used social media to 
complain/comment about a poor service 
experience? 
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No
65.0% 

9.5% 

7.5% 

5.9% 

5.3% 

5.3% 

5.1% 

4.9% 
3.8% 

3.7% 

1.5% 
1.3% 

No, I have not moved to a competitor within 
the last 12 months after receiving poor 
customer service

An internet provider

A supermarket

A mobile phone service provider

A bank / building society

A high street store

A car insurance provider

TV service provider

2013 Results 

27.3 

72.7 

2008 Results 

No

Yes

In the last 12 months have you moved to a 
competitor after receiving poor customer 
service? 

Note: respondents could pick multiple answers 

An energy company
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63.2% 

11.1% 

10.2% 

6.2% 

5.7% 

5.0% 

4.5% 

6.0% 
3.9% 

3.6% 

1.8% 

1.1% 

Men 

66.30% 

8.40% 5.60% 

5.70% 

5.00% 

5.50% 

5.60% 

4.10% 
3.70% 3.70% 

1.20% 
1.50% 

Women 

In the last 12 months have you moved to a 
competitor after receiving poor customer 
service?    

 Note: respondents could pick multiple answers 

I have not moved to a competitor within the last 12 

months after receiving poor customer service

An energy company

An internet provider

A supermarket

A mobile phone service provider

A bank / building society

A high street store

(Gender Split, 2013)
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42.5% 

40.6% 

39.4% 

33.1% 

31.1% 

19.3% 

11.0% 5.9%
High cost

Poor quality of goods and/or 
services

Poor handling of complaints

Misleading information of 
products or services 
Billing or account errors

Limited access to personnel and helpdesk

Other

37.3 

29.1 

55.9 

29.6 

21.1 

22.4 

17.1 

1.9 

Reason for changing providers 2008 

High cost

Poor quality of goods/services

Poor customer service attitude

Poor handling of complaints

Misleading information

Billing or account errors

Limited access

Other

What factors caused you to change service 
provider in the last 12 months? 

Reason for changing providers 2013 

Note: respondents could pick multiple answers 

Bad attitude of employees
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45.3% 

42.1% 

35.0% 

33.1% 

34.4% 

18.6% 

10.3% 
2.6% 

Men 

High cost

Poor quality of goods and/or
services

Bad attitude of employees

Poor handling of complaints

Misleading informations of
products or services

Billing or account errors

Limited access to personnel
and helpdesk

Other
40.20% 

39.50% 

42.70% 

33.10% 

28.60% 

19.80% 

11.60% 
8.40% 

Women 

What factors caused you to change service 
provider in the last 12 months?  
(Gender Split, 2013) 

Note: respondents could pick multiple answers 
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8.4 

18.3 

22.1 

26.2 

27.7 

37 

42.1 

49.2 

55.2 

60.9 

67.2 

None of the above

Customer service awards

Flexibility

Quality marks

Review in the media

Convenience

Promptness of delivery/access

Customer review sites (e.g. Trip advisor, Amazon)

Brand reputation

Word of mouth (e.g. recommendation from a friend)

Price

0 10 20 30 40 50 60 70 80

Results 2013 

Which of the following would influence your 
opinion when buying or choosing a product or 
service?  

Note: respondents could pick multiple answers 
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Overall do you think that customer service in 
the UK is getting better, getting worse, or no 
change?  

48.0% 

29.1% 

22.9% 

2013 

26.9% 

64.0% 

9.1% 

2008 

No chan ge 

Getting w orse 

Getting better




