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  Midstream Natural Gas Services

SURVEY SHOWS GAINS WITH MIDSTREAM CUSTOMERS, BUT SHORTFALLS REMAIN
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MARKWEST AND COPANO LEAD THE GROUP
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SERVICE AND PROFESSIONALISM MATTERS
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* Ratings based on 2010 - 11 performance.

Generally speaking, natural gas midstream service providers have not garnered the kind of attention enjoyed 
by E&P companies or their upstream suppliers in terms of roles played in unlocking and accessing growing 
unconventional shale production across North America. But with significant development of unconventional 
resources being carried out in areas with constrained or otherwise limited midstream infrastructure, providers 
of gas gathering, processing and related services are clearly right in the thick of things. Despite scores that 
continue to trail other oilfield supply segments (see chart below), customers' ratings of midstream service 
providers did show a modest (almost five-percent) uptick in EnergyPoint Research's most recent customer 
satisfaction survey. Of course, there's still plenty of work to be done before the segment closes the yawning 
gap that exists between it and its industry counterparts, but the difference, at least for now, appears to be 
narrowing. Two areas in particular currently showing strength with customers are back-office 
systems/administration and operations. On the other hand, customers continue to be dissatisfied with the 
pricing and contract terms they receive. But there's ample evidence to suggest these lower ratings have more 
do to with a perceived lack of "value-add" offered by midstream providers, especially as compared to suppliers 
providing more high-profile downhole and wellsite products and services, than with the actual prices and 
contract terms customers are experiencing.

A penchant for "growth-through- acquisition" has been a 
headwind for midstream customer satisfaction levels in 
the past as transformational mergers and the significant 
disruptions that can accompany them have hurt suppliers' 
abilities to forge the kinds of stable long-term 
relationships needed to generate higher customer 
satisfaction levels. While EnergyPoint's data do show 
customers to be more focused on the prices and contract 
terms they receive from midstream providers than from 
other upstream suppliers, the survey data also reveal that 
service and professionalism historically trumps even price 
as a significant driver of customer satisfaction.

In terms of total satisfaction, Denver-based MarkWest 
Energy took first place in the 2011 survey, improving upon 
its runner-up status just two years ago. MarkWest's 
ratings were driven primarily by a strong showing in the 
area of project development, as well by its ratings in the 
Arl-La-Tex and Marcellus regions. Copano Energy finished 
second overall in the survey, generating first-place 
rankings in a number of survey categories, including 
operations and onshore gathering. Companies rounding 
out the survey's top-five include Williams, CenterPoint 
Energy Field Services and Kinder Morgan. DCP Midstream, 
a Spectra Energy-ConocoPhillips joint-venture and one of 
the largest players in the midstream space, saw its ratings 
improve materially with total satisfaction rising an 
adjusted 15.9 percent over 2009 levels. The company 
showed particular improvement when it comes to its 
systems and administration. DCP's overall satisfaction 
level, along with those of Williams, CenterPoint Energy 
and Kinder Morgan, suggests customer satisfaction is not 
the exclusive realm of smaller regional or niche players it 
has been in the past. On the other hand, lower-rated 
providers in the survey include Anadarko Midstream/ 
Western Gas Resources, Crosstex Energy Services and 
Southern Union. We note that ONEOK recorded the 
largest positive change in ratings since 2009.
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V 1.0

ABOUT ENERGY POINT RESEARCH

Energy Point Research provides independent research regarding the oil and gas industry’s satisfaction with the products and services it purchases and uti-
lizes. The firm offers industry professionals and their employers opportunities to provide comprehensive and confidential feedback to suppliers through 
objective and independent evaluation processes. In return for participating in surveys, respondents and their employers receive complimentary survey results
in the form of EnergyPoint’s MarketPartners®Reports and Updates. Through the MarketPartners®Program, EnergyPoint regularly surveys significant cross-
sections of experienced industry participants involved in the selection and utilization of oilfield products and service providers. Survey participants range
from managers at some of the world’s largest energy companies to field personnel at independents and regionals. To learn more about Energy Point
Research and our benchmark surveys, go to www.energypointresearch.com or call the company in Houston at +1.713.529.9450.

DISCLAIMER

The information, data, commentary and analysis included in this report were collected, compiled and published by Energy Point Research, Inc.

(“EnergyPoint”) with the intent of providing readers with relevant, although not necessarily fully definitive, information as to customers’ satisfaction with

providers of certain products and/or services. EnergyPoint does not maintain or represent that the resulting information, opinions, and conclusions pre-

sented in this or any other EnergyPoint report necessarily reflect the perspectives of all customers and /or the complete market for the products and/or

services covered in such reports. Readers are advised that surveys of the type upon which EnergyPoint’s reports are based (and the resulting data, com-

mentary and analysis) are inherently impacted by certain factors including, but not limited to, sampling error, timing of data collections, respondents’own 

product/service weightings, geographic distributionof customer bases, language barriers, access to the World-Wide Web and other facilitating mediums, 

ongoing competitive and market dynamics, etc. Furthermore, EnergyPoint does not maintain or represent that its surveys or reports include all companies or 

par- tiesthat could be viewed as providers of the products and/or services covered in such reports. Inclusion in or exclusion from any EnergyPoint report or 

survey should not be construed as reflecting a company’s market share or prominence in any category of products or services.  

ENERGYPOINT (I) MAKES NO EXPRESS OR IMPLIED REPRESENTATIONS, WARRANTIES OR COVENANTS AS TO THE ACCURACY AND/OR COM-

PLETENESS OF THE INFORMATION, DATA, OPINIONS, COMMENTARY, ANALYSIS AND/OR ANY DIRECT OR INDIRECT RECOMMENDATIONS

INCLUDED IN ITS SURVEYS OR REPORTS, AND (II) DISCLAIMS ANY AND ALL DAMAGES,COSTS, AND LIABILITIES WHATSOEVER TO THE RECIPIENT OR 

READER OR ITS REPRESENTATIVES (TANGIBLE OR INTANGIBLE, INCLUDING, BUT NOT LIMITED TO LOSS OF BUSINESS OPPORTUNITY, LOSS

OF PROFIT, LOSS OF MARKET SHARE OR LOSS OF GOODWILL) FOR ANY RELIANCE OR USE MADE BY THE RECIPIENT OR PURCHASER OR ITS REPRE-

SENTATIVES OF SUCH INFORMATION, OR ANY ERRORS THEREIN OR OMISSIONS THEREFROM. BECAUSE THE INFORMATION PROVIDED  BY 

ENERGYPOINT IS IN-PART OPINION-BASED, THE RECIPIENT OR READER AND ITS REPRESENTATIVES SHOULD RELY SOLELY UPON THEIR  OWN 

INDEPENDENT JUDGMENTS, ASSUMPTIONS, ESTIMATES, STUDIES, COMPUTATIONS, EVALUATIONS, REPORTS, EXPERIENCE AND KNOWLEDGE 

WITH RESPECT TO ANY PARTICULAR BUSINESS-RELATED DECISION OR CONCLUSION AND THE EVALUATION OF ANY POTENTIAL  

TRANSACTION, UNDERTAKING, STRATEGY OR OTHER INITIATIVE.
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