Customer Satisfaction Survey Results Q1-Q4 financial year, 2006/7

Replacement (planned)

Overall Satisfaction (Combined Mean Scores)

Q1. Are you domestic or business customer?

London

East of England

West Midlands

North West

1 2 3 4 5

London 96 21
East of England 99
West Midlands 99
North West 97 21

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Very Dissatisfied Dissatisfied Neither Satisfied Very Satisfied B Domestic Business Not stated
Q2. If you are a domestic customer, are you on (or eligible for) the priority customer list? Q3. Was your gas supply interrupted as a result of the replacement work?
London 61 K London 82 17 1
East of England 59 10 2 East of England 86 12 1
West Midlands 54 9 2 West Midlands 85 13 2
North West 55 8 3 North West 87 12 1
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
B Yes No Don't know Not stated ‘ B Yes No Not stated |
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Customer Satisfaction Survey Results Q1-Q4 financial year, 2006/7

Replacement (planned)

Q4. Duration of interruption

Q5. How satisfied were you with the duration of the interruption?

London

25 43 16 6 3
34 214 5 3
31 224 42
29 3 9 53

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

East of England

West Midlands

North West

WO0-4 hrs " 5-8 hrs @9-12 hrs m13-16 hrs  17-23 hrs © 24+ hrs " Don't know  Not stated

London

East of England

West Midlands

North West

1 2 3 4 5

Very Dissatisfied Dissatisfied Neither Satisfied Very Satisfied

Q6. Did you receive notification before the work was carried out?

Q7. If so, how satisfied were you with this advance notification?

London 88 1 1

East of England 95 41
West Midlands 95 5

North West 94 51

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
\ W Yes No Not stated \

London

East of England

West Midlands

North West

1 2 3 4 5

Dissatisfied Neither Satisfied

Very Dissatisfied Very Satisfied




Customer Satisfaction Survey Results Q1-Q4 financial year, 2006/7

Replacement (planned)

Q8. How satisfied were you with the communication during the work?

Q9. How satisfied were you with the skill and professionalism of the workforce?

London

East of England

West Midlands

North West

London

East of England

West Midlands

North West

30of3

1 2 3 4 5 1 2 3 4 5
Very Dissatisfied  Dissatisfied Neither Satisfied  Very Satisfied Very Dissatisfied  Dissatisfied Neither Satisfied  Very Satisfied
Q10. How satisfied were you with the overall quality of work carried out?
London
East of England
West Midlands
North West
1 2 3 4 5
Very Dissatisfied  Dissatisfied Neither Satisfied Very Satisfied




