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The Autumn 2015 annual customer satisfaction survey was carried out by the research 
agency Ipsos MORI on behalf of Companies House. This was the fifth wave of the survey 
(W5). The previous waves were conducted in Autumn 2014, in February and October 2013 
and wave 1 in 2012. 
 
Telephone and web interviews were carried out between 23rd September and 12th October 
2015 with 639 Companies House customers across a range of company sizes and types.  
 
These customers used a range of Companies House services (WebCHeck, Web Filing, etc) 
and their frequency of usage of the services varied considerably. Whilst some dealt with 
Companies House just once or twice a year (e.g. to file their annual return), others such as 
legal and accountancy service providers made heavy use of the services on behalf of their 
end-clients, contacting Companies House several times a week on average. 
 
This year a new service, free BETA, was provided by Companies House and satisfaction 
with this was also covered in the survey. 
 
Overall satisfaction with Companies House in terms of customer service remains high with 
an overall mean score of 8.4 out of a possible 10, and 88% of respondents giving a score of 
6 or more (Fig 1), i.e. reaching the Companies House satisfaction target of 88%. 
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Fig  1: Overa ll sa tisfa c tion w ith c ustomer servic e

Overall how satisfied or dissatisfied are you currently with Companies House customer service?
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2015 

mean
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2014 
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W3 

2013 

mean

W2 

2013 

mean

W1 

2012 

mean

Change

8.4 8.3 8.2 8.0 7.9 +0.1

8.4 N/A N/A N/A N/A N/A

8.5 8.6 8.4 8.5 8.6 -0.1

8.3 8.6 8.3 8.1 8.1 -0.3

8.3 8.4 8.3 8.3 8.1 -0.1

8.2 8.3 8.2 7.8 7.5 -0.1

8.3 8.3 8.2 8.1 8.0 -

Base: All users of each service (number of ever users shown in brackets)
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4%
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7%
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6%
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5%
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3%

Customer service (639)

Free BETA (300)

WebCheck (488)

WebFiling (475)

Companies House Direct
(417)

Software Filing (60)

Contact Centre (235)

Satisfied (6-10) Neutral/Dissatisfied (3-5) Very Dissatisfied (0-2) Don't know

 
 
Overall satisfaction is also high among users of each of the services, especially from 
WebCHeck and free Beta users. 
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The high satisfaction levels are also reflected in high levels of recommendation for 
Companies House (Fig 2). 
 
Overall Companies House achieved a Net Promoter Score of +49 (59% Promoters giving a 
score of 9 or 10, less 10% Detractors scoring it 6 or less), a slight improvement on the NPS 
of +45% at wave 4. 
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Fig  2: Rec ommenda tion levels for Compa nies House
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Companies House
Direct (417)
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(235)

WebFiling (475)
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How likely would you be to recommend Companies House to friends and colleagues?

Users of:

*NB Net Promoter score is specifically calculated as the percentage of customers who are promoters (loyal enthusiasts giving a score of 9 or 10) less the percentage of 

detractors (defined as giving a score of 0 to 6) who may be critical of the brand to others
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NPS
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NPS
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2013 
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W1 
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NPS

Change

49% 45% 44% 41% 36% +4

58% N/A N/A N/A N/A N/A

42% 47% 62% 40% 33% -5

53% 51% 44% 46% 40% +2

51% 51% 48% 47% 40% -

45% 50% 45% 43% 37% -5

46% 44% 44% 39% 36% +2

Base: All users of each service (number of users shown in brackets)
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Looking at ratings for specific aspects of Companies House service (Figs 3 to 5) it gets 
highest ratings for billing and payment (mean score of 8.4 out of 10) and price/value for 
money (8.3).  
 
The information Companies House provides is also highly rated (8.8) and especially for its 
accuracy (9.0). Satisfaction ratings have improved for the information provided from last 
wave. 
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Fig  3: Sa tisfa c tion w ith a spec ts of Compa nies House servic e I
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Change
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8.3 8.3 8.2 8.0 7.8 -
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9.0 8.9 8.7 8.5 8.2 +0.1

8.4 8.4 8.3 8.1 7.8 -
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Companies House staff were rated very highly for most aspects of their performance with an 
overall mean score of 8.5, slightly lower than at wave 4. 
 
Website services were highly rated for ease of use (mean score of 8.5) but less so for 
accessibility of help and advice (7.9). Ratings for ease of use of the website services have 
gradually improved from wave to wave. 
 
The ratings for responsiveness to complaints is comparable to wave 3 levels, having fallen 
back slightly this wave. 
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W5

2015 

mean

W4

2014 

mean

W3 

2013 

mean

W2 

2013 

mean

W1 

2012 

mean

Change

8.5 8.6 8.4 8.2 8.2 -0.1

8.7 8.7 8.5 8.4 8.4 -

8.4 8.5 8.4 8.2 8.2 -0.1

8.3 8.4 8.3 8.2 8.1 -0.1

7.9 8.1 7.9 7.6 7.5 -0.2

8.5 8.4 8.2 8.0 7.8 +0.1

8.5 8.3 8.2 8.0 7.9 +0.2

7.9 8.0 7.8 7.5 7.5 -0.1

Fig  4: Sa tisfa c tion w ith a spec ts of Com pa nies House servic e II

63%

94%

92%

90%

42%

94%

94%

72%

3%

4%

4%

6%

4%

4%

4%

7%

2%

1%

35%

3%

3%

4%

52%

2%

1%

21%

Helpfulness and courtesy (417)

Competence of staff (417)

Knowledge of staff (417)

Responsiveness
to complaints (417)

Ease of use of website
services (627)

Accessibility of help
and advice (627)

Satisfied (6-10) Neutral/Dissatisfied (3-5) Very Dissatisfied (0-2) Don't know
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Satisfaction levels with the security of the information remain very high with a mean score of 
9.0. The reliability of Companies House services is also highly rated and has improved from 
wave 4, with the mean score rising from 8.4 to 8.7. 
 
Satisfaction is slightly lower for the guidance available on the website (8.1) but this rating 
has remained steady from last wave. 
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Fig  5: Sa tisfa c tion w ith sec urity, relia b ility a nd  guida nc e 
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Base: All respondents (639)
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The level of complaints about service is low (Fig 6), with only 5% of respondents having 
made a complaint about Companies House service in the last 12 months, slightly higher than 
wave 4 levels but in line with wave 3. 
 
The main problems among the few survey participants who had made a complaint (31 
customers) were filing problems, conflicting/wrong information had been provided by 
Companies House or rejected documents. 
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Fig  6: Comp la ints a bout Com pa nies House

Base: All respondents (639)

95%

5%

No

Yes4% in w4

5% in w3

Have you made a complaint to Companies House about their service within the last 12 months?

What was the complaint about?

9

6

6

3

3

2

2

Problems filing documents

Conflicting or wrong
information provided

Rejected documents

Late filing penalties/Fines

Staff attitude

System problems e.g.
accessing accounts /

registering / downloading

Lost / non return of
documents

N.B. figures shown are the actual number of responses, rather than 

percentages due to the low base size

Base: All respondents  who made a complaint (31)

96% in w4

18% among Software Filing users
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Companies House customers using the Contact Centre are generally satisfied with the ease 
of getting through to staff by telephone (mean score of 8.2 out of 10 overall) or e-mail (7.9) 
when needed (Fig 7) but ratings for both of these have fallen back from wave 4 with a few 
customers clearly very dissatisfied (1% for telephone contact and 2% for e-mail contact). 
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Fig  7: Ea se of getting  through by telephone a nd  e -ma il

Base: All Contact Centre respondents who use the telephone (187)

87%

7%
1%

5%

Satisfied (6-10) Neutral/Dissatisfied (3-5) Very Dissatisfied (0-2) Don’t know & n/a

83%

6%

2%

9%

How satisfied or dissatisfied were you with the ease of getting through to staff by ....?

Telephone E-mail

Base: All Contact Centre respondents who use e-mail (108)

Mean

8.2
(8.5 w4, 8.4 w3, 

8.2 w1&2)

Mean

7.9
(8.3 w4, 8.2 w3, 

8.0 w2, 7.7 w1)

 
 
 
WebFiling service users rate most aspects of the service highly (security, reliability, 
helpfulness of staff, ease of using the site, etc) giving mean scores of over 8.0 out of 10 to all 
aspects except the help pages (7.9). The ratings are very similar to last years (wave 4) the 
largest shifts being improved satisfaction with staff helpfulness (up from 8.3 to 8.6) but a 
decrease for the ease of navigating the site (falling back from 8.4 to 8.0, in line with 
satisfaction levels seen at earlier waves of the survey). 
 
WebCHeck service users also rate the service highly giving mean scores of 8.3 or more out 
of 10 to most aspects. Even the lowest rated aspects (design/layout of the site and 
accessing an order) were both given an overall mean score of 8.1. Satisfaction ratings have 
clearly improved for several aspects, particularly for available methods to pay, paying for an 
order and knowledge of the staff. 
 
Companies House Direct users also rate most aspects highly giving mean scores of at least 
8.1 to all aspects except site design/layout where there is still some dissatisfaction leading to 
a mean score of only 7.6 out of 10. 
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This year Companies House introduced a new information service called free BETA which 
provides accounts and various documents free of charge. Overall satisfaction with free 
BETA is high (a mean score of 8.8 out of 10) as are satisfaction ratings for nearly all aspects 
of the service. All aspects except one achieved ratings of at least 8.7 out of 10 with ease of 
use (9.3), reliability of service (9.2) and value to your company (also 9.2) being especially 
highly rated. The lowest rated aspect is the range of information available (at the time of the 
survey) with an overall mean score of 8.3. 
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Fig  8: Overa ll sa tisfa c tion w ith ea c h servic e

Overall how satisfied or dissatisfied are you currently with ....?
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Overall satisfaction ratings of each service by their users (fig 8) shows that satisfaction levels 
are stable apart from a slight drop for the contact centre, the mean score falling from 8.3 at 
wave 4 to 8.1 this wave. Satisfaction is highest with the  free BETA service (8.8) compared 
with the other services such as Web Filing (8.5) and WebCHeck (also 8.5). 
 
  



10 
This work was carried out in accordance with the requirements of the international quality standard for Market Research, 

ISO 20252:2006. 
 

© 2015 Ipsos MORI. 

© Ipsos MORI  |  Version 1 | Public (DELETE CLASSIFICATION)   Version 1 | Internal Use Only   Version 1 | Confidential    Version 1 | Strictly  Confidential

9

Fig  9 : Preferenc e for BETA servic e versus WebCHec k

Base: All who have used both WebCHeck and Free BETA (248)
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When Companies House customers have experienced using both WebCHeck and free 
BETA, the clear majority (68%) prefer free BETA - 52% strongly - and only 11% prefer 
WebCHeck (fig 9). This preference is driven both by the service being free (mentioned by 
32%) but also because it is easy to access and navigate (31%). A minority (12%) feel that 
their preference depends on what information they require, since not all services are 
available on BETA. Those who prefer WebCHeck mostly do so because they are used to 
that service. 
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Looking back over their most recent experience of contact with Companies House (Fig 10) 
24% had something good to mention and 64% were neutral. Only 11% had been left feeling 
that they had experienced a minor or major problem. The balance of opinion – praise versus 
criticism – is similar to previous waves. 
 
The main reasons for being left pleased by the experience continue to be the speed of 
response, successfully resolving the query, helpful/friendly staff and a good/efficient service. 
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Fig  10: Op inion of most rec ent c onta c t experienc e

Base: All respondents (639)
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What was the problem? (top 

mentions)

W5
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Delayed / slow service 8% 4%

Website/log in problems 8% 12%

Base: All respondents with a positive experience (155); All respondents with a negative experience

(73)

Minor/major problem = 13% W4
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Reactions to three agree/disagree statements about Companies House were clearly positive 
(Fig 11). Three-quarters (76%) agreed that they “inspire trust and confidence”, unchanged 
from the level seen at wave 4, with only 4% disagreeing 
 
Over half (54%) agree that “Companies House demonstrate that they care about UK 
business needs”, the same level as seen at wave 4. Only 8% disagree. 
 
Half of those surveyed (50%) agree that “Companies House offer innovative products and 
services” with only 10% disagreeing, and this has improved slightly since wave 4 (47% 
agreed).  
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Fig  11: Attitudes towa rds Compa nies House
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Looking at all the possible reasons for contacting Companies House Contact Centre, filing 
and submission problems continue to be the leading reason (44%) for contact, followed by 
rejection queries (26%) and sign-in problems (18%). 
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Fig  12: Rea sons for c onta c ting  Com pa nies House

Base: All Contact Centre respondents (202)
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For any further information please contact: Mark Hulett at Companies House. 
mhulett@companieshouse.gov.uk 
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