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Response rate

14,8%

(213/1484)

10% in 2020
and 17% in
2019

é) Number of respondants per category

119

39
13 17
Industrial Productors Shippers Distributors
consumers
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THE SURVEY

Overall rate

93,7%

96% in 2020

:O) Satisfaction rate by section

95.1% 97.3% 96% 99.4%

75.4%

98.8%

Vocaza



Satisfaction
rate

97,3%

98% in 2019 and
2020

5% 56%
45% 43%
1% 1%

Industrial consumer

* 1 person unsatisfied

IST SECTION : GRTGAZ' IMAGE

Overall, you would say that of GRTgaz you have a ...

Very good image Rather good image Rather bad image ® Very bad image

35%
47.1%
S7% 50%
57.6% o 59%
88%
B 65%
42 4% 17% 39% a% 50%
11.8%
12% 7% ax
. 59%%
Productor Shipper
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bT% 59.2%
15.4%
33%
15.4%
2020 2021
Distributor
Vocaza



2ND SECTION : OFFERS & MISSIONS OF GRTGAZ

Satisfaction
rate

95,1%

98% in 2019
et 2020

Overall, what is your satisfaction level regarding the offer and services that GRTgaz provides ?

Very satisfied Rather satisfied Rather unsatisfied @ Not satisfied at all
| | |
| | |
| | |
i i i
1 188% 1
| | |
38% ! | 3% 385% 41.7%
45% 1% i :
46.6% i i i 50%
| | |
| ! | B83%
| | |
| 100% 68.8% |
57% i i 5% 66% i 41.7%
49% 61.5%
49.2% i i i 50%
| | |
o ox ar% i 6.3% i x i 17% 16.7%
= ; WemE :
2019 2020 2021 | 20149 2020 2021 | 2019 2020 2021 | 20139 2020 2021
| | |
Industrial consumer Productor Shipper Distributor
* 1 person unsatisfied
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2ND SECTION : OFFERS & MISSIONS OF GRTGAZ
IN FAVOR OF THE ENERGY TRANSITION

Satisfaction
rate

91%

Are you satisfied with GRTgaz’ actions in favor of the energy transition ?

Very satisfied Rather satisfied Rather unsatisfied @ Not satisfied at all

53.4% 56.7% 49.4%

64.6%
39.3% 44.9%

39.9%

34.3%

6.7% 2.2% 3.9%_ 1.1%
34% 6:7% ™

* 2 people unsatisfied. vocaza
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3RP SECTION : GOOD CONDUCT

Satisfaction
rate
According to you, GRTgaz, as an operator, is
..respectful of
confidentiality

99,4%

93% in 2020 and
97,4% in 2019
... hon- .
.. transparent L ..independent
discriminatory
44.8%
51.7% 0% 55.6% 52.6% 61.1% 57.1% 52.8% co.3%
66.7% 64.3% - 75% ’ 64.3% 72.2%
83.3%
35.7% 49.1% 21.4%
o = 25% H% 2% 38.9% 2% 28.6%
38.8%
14.3%
7.1% 7.1% 25% 25% 27-8% 16.7%
5.2% 7.0% % 11.1% 8.3% 2.6% 7% % 0.9% 4]?;’5 7% % 7.1%
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Very satisfied Rather satisfied Rather unsatisfied ® Not satisfied at all

* 1 person unsatisfied
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A™ SECTION : CUSTOMER RELATIONSHIP

Satisfaction
rate

96%

100% in 2020 and
94 in 2019

Overall, what is your satisfaction level regarding your customer relationship with GRTgaz ?

Very satisfied Rather satisfied Rather unsatisfied ® Not satisfied at all

| | |
i i i
i 33% i i

44% 43%

49 6% % T % 55.6% %

i i i 71% N
1 1 1
i i i
| | |
| EH | |

5“ | | SH |

47 8% } 33.3% 1 1

| | |
| | |

ox 2ox EEETN 2ox | BE=
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2020 2021 i 2020 2021 i 2020 2021 i 2021 2021
| | |

Industrial consumer Productor Shipper Distributor
Satisfaction rate in 2019 : 96% 2019: - 2019: 95% 2019: 85%
*1 person unsatisfied
** 2 people unsatisfied.

Classification GRTgaz : Public [ ] Interne [X] Restreint [ ] Secret [ ]



4TH SECTION : CUSTOMER RELATIONSHIP
Rate of CUSTOMER-ORIENTED COMPANY

agreement

90,8%

Do you view GRTgaz as a customer-oriented company ?

Totally agree Somewhat agree Somewhat disagree @ Totally disagree
16.7%
40.9% 36.1% 33:3%
66.7%
41.7%
50.4% 61.1%
16.7%
786 2.8% | B3%we

* 2 people unsatisfied

**1 person unsatisfied \_’00828
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Satisfaction
rate

91,4%

45 2%

49 6%

4.3%

5™ SECTION : INFORMATION SYSTEM

About data provided by GRTgaz, what is your satisfaction level regarding :

Quaility of data
1 .7% 38.9%
T 55.6%
5.6%

Very satisfied
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25%

83%

Rather satisfied

Rather unsatisfied

Timeliness

4. 7%

32.3%

25%

® Not satisfied at all

New question ?

318.9% 333%
50%
58 3%
2 8% 16 7%
Vocaza



6™ SECTION : FUNCTIONING OF THE NETWORK AND CONSTRUCTION

Shippers

About GRTgaz 2020 network maintenance program, what is
your satisfaction level regarding :

22.1%

66.7%

11.1%

Impact on your
business as
shipper

Very satisfied

36.1%

61.7%

2.8%

The schedule with
information about
construction
constraints

Rather satisfied

30.6%

63.9%

5.6%

The format and
medium to provide
information

Rather unsatisfied ®
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33.3%

66.7%

GRTgaz’ assistance
in the handling of
construction
constraints

Not satisfied at all

Industrial consumers, Distributors &

Productors

Respondants are very satisfied of the construction work

done.

About construction work done on GRTgaz facilities in
2020, what is your satisfaction level regarding :

50%

47.1%
1.4%

Impact on your
business

Very satisfied

43.5%

50.7%

3.6%
2,2%
The schedule with

information about
construction
constraints

Rather satisfied

40.6%

56.5%
1.4%

The format and
medium to provide
information

Rather unsatisfied

48.6%

47.1%
3.6%

The way GRTgaz
carries out the
operation and

maintenance of the
Connection Facilities

® Not satisfied at all

Vocaza
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