James Walker 2014 Customer Satisfaction Survey

Our aim is to provide our customers with an experience that ensures we become a supplier of choice for engineering solutions. We want you
to stay loyal to us because you want to and not because you have to. We realise that over recent years customer experience has become a
focus for all our competitors too. This means we really have to set ourselves apart to be noticed.

In 2006 we decided to conduct our first customer satisfaction survey. We wanted to understand how our customers really felt about us and what we
needed to do differently to be a supplier of choice. We gathered this information through talking to customers and gathering scores and comments.
The feedback we received was invaluable. We have surveyed annually since then to ensure we keep in touch with how customers feel. Over the
last eight years, the feedback we have gathered has helped us immensely by influencing our thinking, planning, actions and communications.
This year our Customer Satisfaction Index has dropped slightly. This is disappointing for us because we were very busy making changes
during 2013. This result has heightened our resolve to concentrate our efforts going forward.

We have always understood that improving customer experience is not a quick or easy task and it is a job that is never finished. We have been aware
that we would face challenges and remain fully committed to improving our customers’ experience and investing in making the right changes.
Once again, we’d like to thank you for your feedback.

Thank you for your feedback.
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Peter Needham, Chairman and Chief Executive
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What the survey told us...
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our performance.

Comments

Their product is the best in the market
and certain individuals in the company
are very knowledgeable. They have

helped me a lot in the past few years. »

C . .
Due to the service we have received

over the last six months we have been

Helpfulness of staff

Clear points of contact

Ease of ordering

Quality assurance regimes
Responsiveness of staff

Integrity of supplier

Expertise of staff

Product quality

Product performance

Packaging and labelling of your products/delivery
Clarity of pricing

Quotation

Honesty/openess when things go wrong
Developing a relationship

Reacting to emergency situations
Keeping promises & commitments
Performance of the courier/carrier
Understanding your business needs
Reliability of delivery
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Provision of information on order delivery
Lead time

Complaint handling

Value for money

Competitiveness of price

Proactivity in cost reduction

using them more actively than in the
past. We researched the market and
found they were giving us the best
service.
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The best performing James Walker Group What we did in 2013:

companies are: g .

p Extended the Service Excellence Programme
A number of local, tailor-made initiatives have been
rolled out across companies in the Group.

ervice
Excellence

JW Moorflex, D.C.Rowe, JW France, JW Flemings, JW
Ireland, JW Manufacturing (Chicago) and JW Australia. [

..

Invesied inlT
We successfully piloted a Knowledge Management
System. This will be launched globally throughout 2014.

These businesses appear in the top quartile of The Leadership
Factor’s Benchmark League Table based on all surveys
conducted by The Leadership Factor.

What we’re going to do in 2014:

COMPLAINT
HANDLING

PROVISION
OF INFORMATION ON
ORDER DELIVERY

Communication skills
will be at the forefront of our
Service Excellence Programme
throughout the
Group.

We will be developing

and implementing a
Complaint Handling Process
using best practice and your

feedback to ensure

it is fit for

purpose.

= Customers are selected at random to take part in the survey. If you were not approached on this occasion but would like to make any comments or provide feedback,

please do not hesitate to contact Heather Grisedale on +44 (0) 1900 898415 or customersatisfaction@jameswalker.biz. Your feedback is always welcome.

Heather
Grisedale Registered Office: Lion House, Oriental Road, Woking, Surrey, GU22 8AP, England
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