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National Grid Gas Distribution
Shipper Customer Satisfaction Survey 2010
Thank you for taking the time to participate in the 2010 Shipper Customer Satisfaction Survey.  Your continued feedback is important to us for improving the services that we provide to you.

National Grid is committed to providing excellent service to its customers. The Shipper Customer Satisfaction Survey is conducted annually and provides our customers with an opportunity for direct feedback on their experiences with our business.  The feedback we receive helps us to focus our attention on the areas that are important to our customers.

Our aim is to improve the quality of the output from this year’s survey and so we will be taking a more focused approach to the areas of the survey we ask you to complete. If you would like access to the full survey, this will be available on our Shipper webpage (National Grid Shipper Information). 
Following completion of the survey, a high level summary of our finding will be published. This will then be followed by an Interim report to provide you with an update against our action plans.   
Once again, thank you for your support.  In the meantime, please do not hesitate to contact me if you would like to discuss any aspect of our service.

Tracy Hine

Customer Contracts Manager

National Grid Gas Distribution

tracy.hine@uk.ngrid.com 
07885 775624

New Connections - Domestic Connections
National Grid provides new domestic gas connections and alterations to existing gas connections within the National Grid network. The team also receives requests, processes payments, plans and completes work for non standard gas connections and service alterations.
	What interaction have you had with Domestic Connections team?
     


Thinking about the service you receive from the Domestic Connections team, please rate your satisfaction with the Domestic Connections team in the following areas:
	Ranking*
	Totally

Dissatisfied
	Not Very

Satisfied
	Satisfied
	Very

Satisfied
	Totally

Satisfied

	[
	     
	]
	Overall service
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*
We would like to take this opportunity to understand which aspects of the service we provide are most important to you. Could you please rank these services from 1-9, with 1 being the most important. If there are any additional aspects you would like to see included to future surveys can you please make reference in your response to the final question on this section. 
	If you have indicated that you are less than satisfied with any area of the service you receive, can you please explain your reasons?
     


	If you have indicated that you are more than satisfied with any area of the service you receive, can you please explain your reasons?
      


	What do you value most about the service you receive from the Domestic Connections team?
      


	How does this service relate to services provided by other organisations?
     


	Any other comments/information you would like us to capture/address or any changes you would like to see?
     


	Completed by 
	Job Title
	Telephone number
	Email address
	Date

	     
	     
	     
	     
	     


New Connections - Disconnections
Requests for both standard domestic and non standard service disconnections are handed by the Disconnections team. The team manages the end to end process from initial request to issue of completion notification following the physical works on site. 

	What interaction have you had with Disconnections team? 
     


Thinking about the service you receive from the Disconnections team, please rate your satisfaction with the Disconnections team in the following areas:

	Ranking*
	Totally

Dissatisfied
	Not Very

Satisfied
	Satisfied
	Very

Satisfied
	Totally

Satisfied

	[
	     
	]
	Overall service
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*We would like to take this opportunity to understand which aspects of the service we provide are most important to you. Could you please rank these services from 1-9, with 1 being the most important. If there are any additional aspects you would like to see included to future surveys can you please make reference in your response to the final question on this section. 

	If you have indicated that you are less than satisfied with any area of the service you receive, can you please explain your reasons? 
     


	If you have indicated that you are more than satisfied with any area of the service you receive, can you please explain your reasons?

     


	What do you value most about the service you receive from the Disconnection team?

     


	How does this service relate to services provided by other organisations?

     


	Any other comments/information you would like us to capture/address or any changes you would like to see?
     


	Completed by 
	Job Title
	Telephone number
	Email address
	Date

	     
	     
	     
	     
	     


Commercial – Industry Engagement Team 

The Industry Engagement Team was created from the Strategic Relationship and Uniform Network Code teams. We proactively work with primary stakeholders, to manage the customer interface, enhance the customer experience, and manage the contractual framework under the Uniform Network Code. 

	What interaction have you had with the Industry Engagement team?                           
                                   

                                                                                                                                                                                             


Thinking about the service you receive from the Industry Engagement team, please rate your satisfaction with the Industry Engagement team in the following areas:

	Ranking*
	Totally

Dissatisfied
	Not Very

Satisfied
	Satisfied
	Very

Satisfied
	Totally

Satisfied
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	Overall service
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*We would like to take this opportunity to understand which aspects of the service we provide are most important to you. Could you please rank these services from 1-9, with 1 being the most important. If there are any additional aspects you would like to see included to future surveys can you please make reference in your response to the final question on this section. 

	If you have indicated that you are less than satisfied with any area of the service you receive, can you please explain your reasons?
     


	If you have indicated that you are more than satisfied with any area of the service you receive, can you please explain your reasons?
      


	What do you value most about the service you receive from the Industry Engagement team?

     


	How does this service relate to services provided by other organisations?

     


	Any other comments/information you would like us to capture/address or any changes you would like to see?
     


	Completed by 
	Job Title
	Telephone number
	Email address
	Date

	     
	     
	     
	     
	     


Commercial – Pricing

The Pricing team determine the prices for Transportation, connections and other services offered by National Grid Distribution.
	What interaction have you had with the Pricing team?                        
                              

                                                                                                                                                                                             


Thinking about the service you receive from the Pricing team, please rate your satisfaction with the Pricing team in the following areas:

	Ranking*
	Totally

Dissatisfied
	Not Very

Satisfied
	Satisfied
	Very

Satisfied
	Totally

Satisfied

	[
	     
	]
	Overall service
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*We would like to take this opportunity to understand which aspects of the service we provide are most important to you. Could you please rank these services from 1-9, with 1 being the most important. If there are any additional aspects you would like to see included to future surveys can you please make reference in your response to the final question on this section. 

	If you have indicated that you are less than satisfied with any area of the service you receive, can you please explain your reasons? 

     


	If you have indicated that you are more than satisfied with any area of the service you receive, can you please explain your reasons?

     


	What do you value most about the service you receive from the Pricing team?

     


	How does this service relate to services provided by other organisations?

     


	Any other comments/information you would like us to capture/address or any changes you would like to see?
     



	Completed by 
	Job Title
	Telephone number
	Email address
	Date

	     

	     
	     
	     
	     


Shared Services - Business Driven Sales Team 
The Business Driven Sales team manages billing activities for various processes such as PEMS, Mains Diversions and Third Party claims. 
	What interaction have you had with Business Driven Sales team?                         
                                  

                                                                                                                                                                                             


Thinking about the service you receive from the Business Driven Sales team, please rate your satisfaction with the Business Driven Sales team in the following areas:

	Ranking*
	Totally

Dissatisfied
	Not Very

Satisfied
	Satisfied
	Very

Satisfied
	Totally

Satisfied

	[
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	Overall service
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*We would like to take this opportunity to understand which aspects of the service we provide are most important to you. Could you please rank these services from 1-9, with 1 being the most important. If there are any additional aspects you would like to see included to future surveys can you please make reference in your response to the final question on this section. 

	If you have indicated that you are less than satisfied with any area of the service you receive, can you please explain your reasons? 

     



	If you have indicated that you are more than satisfied with any area of the service you receive, can you please explain your reasons?

     


	What do you value most about the service you receive from the Business Driven Sales team?

     


	How does this service relate to services provided by other organisations?

     

	Any other comments/information you would like us to capture/address or any changes you would like to see?
     



	Completed by 
	Job Title
	Telephone number
	Email address
	Date

	     

	     
	     
	     
	     


Shared Services – Order to Cash Team 

The Payment and Collections team proactively pursue customers for payment of services delivered by National Grid and feed customer requirements back to service providers to assist the development of the supply chain concept and influence data and service suppliers to resolve disputes promptly.
	What interaction have you had with Order to Cash team?                          
                                                                                                                                                                                                                                


Thinking about the service you receive from the Oder to Cash team, please rate your satisfaction with the Order to Cash team in the following areas:

	Ranking*
	Totally

Dissatisfied
	Not Very

Satisfied
	Satisfied
	Very

Satisfied
	Totally

Satisfied

	[
	     
	]
	Overall service
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*We would like to take this opportunity to understand which aspects of the service we provide are most important to you. Could you please rank these services from 1-9, with 1 being the most important. If there are any additional aspects you would like to see included to future surveys can you please make reference in your response to the final question on this section. 

	If you have indicated that you are less than satisfied with any area of the service you receive, can you please explain your reasons? 

     


	If you have indicated that you are more than satisfied with any area of the service you receive, can you please explain your reasons?

     


	What do you value most about the service you receive from the Order to Cash team?

     


	How does this service relate to services provided by other organisations?

     


	Any other comments/information you would like us to capture/address or any changes you would like to see?
     


	Completed by 
	Job Title
	Telephone number
	Email address
	Date

	     

	     
	     
	     
	     


Operational Support – GT1 Team

The GT1 enquiry process is the method of requesting information on pressure and capacity. 
	What interaction have you had with GT1 team?                        
                                     

                                                                                                                                                                                             


Thinking about the service you receive from the GT1team, please rate your satisfaction with the GT1 team in the following areas:

	Ranking*
	Totally

Dissatisfied
	Not Very

Satisfied
	Satisfied
	Very

Satisfied
	Totally

Satisfied

	[
	     
	]
	Overall service
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*We would like to take this opportunity to understand which aspects of the service we provide are most important to you. Could you please rank these services from 1-9, with 1 being the most important. If there are any additional aspects you would like to see included to future surveys can you please make reference in your response to the final question on this section. 

	If you have indicated that you are less than satisfied with any area of the service you receive, can you please explain your reasons? 

     


	If you have indicated that you are more than satisfied with any area of the service you receive, can you please explain your reasons?

     


	What do you value most about the service you receive from the GT1 team?

     


	How does this service relate to services provided by other organisations?

     



	Any other comments/information you would like us to capture/address or any changes you would like to see?
     


	Completed by 
	Job Title
	Telephone number
	Email address
	Date

	     

	     
	     
	     
	     


Contact Centre and Enquiry Line
Gas Distributions Contact Centres at Northampton and Hinckley receive and handle 3,000,000 calls per annum. The centres provide 24/7 services to a range of customers fulfilling National Grid’s licence obligation to provide an emergency call handling and enquiries service to the UK population.

	What interaction have you had with the Contact Centre?                         
                                 

                                                                                                                                                                                             


Thinking about the service you receive from the Contact Centre, please rate your satisfaction with the Contact Centre in the following areas:

	Ranking*
	Totally

Dissatisfied
	Not Very

Satisfied
	Satisfied
	Very

Satisfied
	Totally

Satisfied

	[
	     
	]
	Overall service
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*We would like to take this opportunity to understand which aspects of the service we provide are most important to you. Could you please rank these services from 1-9, with 1 being the most important. If there are any additional aspects you would like to see included to future surveys can you please make reference in your response to the final question on this section. 

	If you have indicated that you are less than satisfied with any area of the service you receive, can you please explain your reasons? 

     


	If you have indicated that you are more than satisfied with any area of the service you receive, can you please explain your reasons?

     



	What do you value most about the service you receive from the Contact Centre?

     


	How does this service relate to services provided by other organisations?

     


	Any other comments/information you would like us to capture/address or any changes you would like to see?
     



	Completed by 
	Job Title
	Telephone number
	Email address
	Date

	     

	     
	     
	     
	     


Distribution Network Control Centre (DNCC)
The DNCC maintain safe control of operational assets and ensure efficient Network management: they also issue both emergency and interruptions to shippers and are responsible for ancillary agreements. 

	What interaction have you had with the DNCC?                          
                                       

                                                                                                                                                                                             


Thinking about the service you receive from the DNCC, please rate your satisfaction with the DNCC in the following areas:

	Ranking*
	Totally

Dissatisfied
	Not Very

Satisfied
	Satisfied
	Very

Satisfied
	Totally

Satisfied
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	Overall service
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*We would like to take this opportunity to understand which aspects of the service we provide are most important to you. Could you please rank these services from 1-9, with 1 being the most important. If there are any additional aspects you would like to see included to future surveys can you please make reference in your response to the final question on this section. 

	If you have indicated that you are less than satisfied with any area of the service you receive, can you please explain your reasons? 

     


	If you have indicated that you are more than satisfied with any area of the service you receive, can you please explain your reasons?

     



	What do you value most about the service you receive from the DNCC?

     


	How does this service relate to services provided by other organisations?

     



	Any other comments/information you would like us to capture/address or any changes you would like to see?
     



	Completed by 
	Job Title
	Telephone number
	Email address
	Date

	     

	     
	     
	     
	     


Thank you for taking the time to complete the Shipper Customer Satisfaction Survey. As part of our commitment to providing excellent service to our customers, we would like to ask for your thoughts on the content of the survey.
	Are there any additional areas you value, or areas that you monitor our performance on?
     


	Are there any additional services you would like to see National Grid Gas Distribution provide to you now and in the future?
     


	Do you find this survey, and the outputs from this survey, beneficial?
     



	If there are any additional comments you would like to leave which do not form part of the main body of the survey, please fell free to leave your comments here. 

     



Thank you once again for your participation.
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