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1. Conclusions and actions for improvement
The present report includes the results obtained from the satisfaction survey sent by the Technical System Manager
(GTS) last October to the active clients of the Spanish gas system during the 2024 gas year. As in previous years,
the rating scale is from 1 to 10. Highlight the following relevant aspects:

Most of the average ratings received for all the questions posed exceed a score of 8. The exception is the
performance of the SL-ATR for Block 1 ATR with a 7.8. Among the best-rated aspects, with scores around 9,
are: customer service, purchase/sale operations, and supply security.

In the case of Block 3 of Operation, for all items, more than 50% of the scores obtained were 9 and 10.

The issues related to the 'SL-ATR performance' found in Block 1 ATR and Block 2 Balances received the lowest
scores.

The best-rated process, both in average and percentage of satisfaction by all subjects, is related to
customer service.

Considering the results obtained in this year's study, an area for improvement to be developed by the GTS in the
coming years is the 'Modernization of the SL-ATR,' an initiative considered critical and therefore included in the
company's 2024-26 Transformation Plan. This initiative comprises the following projects: obsolescence
improvement, user experience, cloud and containerization, and new governance model. Progress on this initiative
will be reported in the following forums: CSSG, NGTS Group, and specific workshops..

Improvement Actions / CommitmentsConclusions/ResultsCaption:
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In Circular 6/2021, dated June 30, from the CNMC,
the incentives for the GTS affecting its remuneration are
established. This Circular defines a series of indicators
related to the performance of its functions by the GTS.

One of them is the I5 'Performance Indicator in
relation to the quality of assistance to system
agents (I5) '.

The evaluation of this indicator is carried out through a
survey validated by the CNMC, which quantifies the
efficiency of the GTS's actions in relation to the assistance
provided to agents.

The survey requires a participation level of at least
30% and must be completed by subjects considered
active, as indicated in the aforementioned Circular, which
for the 2023 gas year amounts to 212 active subjects.

Survey structure
Available in annexes

Section I. Mandatory for the 
calculation of I5

• Block 1. ATR
• Block 2. Balance
• Block 3. Operation

Section II. Optional. General 
matters

GTS commitment 
to continuous 
improvement

2. Background

See survey in the annexes of this document link
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3. Timeline

SURVEY LAUNCH1) END OF 
SURVEY

11-oct 15-nov

Reminders via email

NGTS

6-nov

CSSG

18-sep

21-oct 04-nov

SEND TO 
CNMC

29-may

NGTS

9-oct

1) Previous GTS information e-mail of 10 October

28-oct 11-nov

• The launch date was October 11, with a deadline until November 15 inclusive. 

• External support with the SINERGIA GROUP: automation, guarantee anonymity of responses, user support in 
resolving issues when completing the survey, sending 4 email reminders...

• 212 surveys were sent in Spanish and English, accessible from computer, tablet, and mobile. 

• The GTS encouraged agents to participate in the survey in various forums: CSSG and NGTS Group. 
Additionally, weekly phone contacts were made with users.
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4. Participation

Of the 212 active subjects, the results once the survey was closed 
were:

• 72 completed the survey validly
• 140 did not complete the survey

Circular 6/2021 of the CNMC establishing the incentives for the GTS. 
Art. 3 definitions: Valid survey: Satisfaction survey submitted to the 
technical system manager within the established deadline, by a gas 
system agent uniquely identifiable, in which at least half of the 
questions in each block of the survey corresponding to the activity 
carried out within the gas sector have been completed.

Goal: 30% participation→ 64 valid surveys

Achieved: 34% participation→ 72 valid surveys
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5. Typology of subjects

• The average profile of the person who responded to the survey corresponds to a technician or middle manager, with 
more than three years of experience, from a small/medium-sized marketer.
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6. Incentive Calculation

• In an initial analysis of the information 
received, the following points stand out:

• The ratings for all questions are high, 
above 8 (except for the performance of the 
SL-ATR in Block 1 ATR, which scored 7.8, and 
8.1 in Block 2 Balances).

• Among the best-rated aspects (around 9) 
are:

• Block 1 ATR → customer service and 

authorization, as in the previous year.

• Block 2 Balances → operations and 

notifications of gas purchase/sale 
between users on market platforms, as 
in the previous year, along with 
customer service.

• Block 3 Operation: supply security and 
management before SOEs, as in the 
previous year."

8,59 8,60
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7. % Satisfaction

• In all three blocks, for each survey item, more than 
80% of the responses have scores of 7 or higher, 
except for the 'SL-ATR performance,' both in Block 1 ATR 
and Block 2 Balances.

• It is noteworthy that, in the case of Block 3 Operation, 
for all items, more than 50% of the scores were 9 
and 10.

0% 50% 100%

0% 50% 100%

0% 50% 100%
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8. Importance vs. Satisfaction Matrix

• Cross-referencing the average satisfaction with the 
importance the user assigns to each item (correlation 
coefficient with the overall rating), it can be observed 
in the graph that, in general, all aspects are in the 
area of excellence, especially customer service 
and quality of information.

• Within the area of excellence, aspects related to the 
performance of the SL-ATR could be improved.".

Caption
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9. NPS: Net Promoter Score
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10. Evolution of overall and block ratings

+5% -1%

• The overall rating experienced a significant
increase (+5%) from 2022 to 2023, as well as
a slight decrease (-1%) from 2023 to 2024.
This trend is similar in each block.
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Annexes:

• Survey 2024
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Enagás GTS Customer Satisfaction Survey

1. Third-party access 
to system facilities

2. Balance of users and 
the system

3. System
operation

Section I: 
3 BLOCKS (for the calculation of the incentive= I5, i )

8 multiple choice
questions2 open questions

14 multiple choice questions
2 open questions

8 multiple choice questions2 
open questions

General (does not apply 
to the calculation of 

incentives)

Section II:  

Overall assessment

5 multiple choice questions1 
open question

I5,1 I5,2 I5,3

✓Participants: all active subjects
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Enagás GTS Customer Satisfaction Survey
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Enagás GTS Customer Satisfaction Survey



Thank you


