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Results of GRTgaz 
2021 customer
satisfaction 
survey
From May 11th to June 2nd 2021

Made with Vocaza, software made for 
customer experience management
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THE SURVEY
Response rate

14,8%
(213/1484)
10% in 2020 
and 17% in 

2019

Satisfaction rate by section

Overall rate

93,7%
96% in 2020 

Offers & 
missions

GRTgaz’ image Customer 
relationship

Good 
conduct

Information 
sytem

Functioning of 
the network

119

13

39

17

Industrial
consumers

Productors Shippers Distributors

Number of respondants per category
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1ST SECTION : GRTGAZ’ IMAGE

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

ShipperIndustrial consumer Productor Distributor

5,9%

Satisfaction 
rate

97,3%
98% in 2019 and 

2020 

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

*

* 1 person unsatisfied
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2ND SECTION : OFFERS & MISSIONS OF GRTGAZ

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

Satisfaction 
rate

95,1%
98% in 2019 

et 2020 

6,3% 1%
1%

ShipperIndustrial consumer Productor Distributor

Very satisfied Rather satisfied Rather unsatisfied Not satisfied at all

* 1 person unsatisfied

*
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2ND SECTION : OFFERS & MISSIONS OF GRTGAZ
IN FAVOR OF THE ENERGY TRANSITION

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

Satisfaction 
rate

91% 

New question

6.7%3,4%

Industrial Consumer Shipper Distributor

Very satisfied Rather satisfied Rather unsatisfied Not satisfied at all

Productor
*

* 2 people unsatisfied.
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3RD SECTION : GOOD CONDUCT

According to you, GRTgaz, as an operator, is

Satisfaction 
rate

99,4%
93% in 2020 and 

97,4% in 2019 

… transparent

1,7%

... non-

discriminatory
...independent

…respectful of 

confidentiality

Very satisfied Rather satisfied Rather unsatisfied Not satisfied at all

* * *

* 1 person unsatisfied
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4TH SECTION : CUSTOMER RELATIONSHIP

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

Satisfaction 
rate

96%
100% in 2020 and 

94 in 2019 

Distributeur

Satisfaction rate in 2019 : 96% 2019 : - 2019 : 95% 2019 : 85%

ShipperIndustrial consumer Productor Distributor

Very satisfied Rather satisfied Rather unsatisfied Not satisfied at all

* 1 person unsatisfied

*

** 2 people unsatisfied.

**
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4TH SECTION : CUSTOMER RELATIONSHIP
CUSTOMER-ORIENTED COMPANY

Do you view GRTgaz as a customer-oriented company ?

Rate of 
agreement

90,8% 

New question

0,9%

Totally agree Somewhat agree Somewhat disagree Totally disagree

Productor Shipper DistributorIndustrial Consumer

* 2 people unsatisfied

*

** 1 person unsatisfied

**
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5TH SECTION : INFORMATION SYSTEM

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

Satisfaction 
rate

91,4% 

New question

Quality of data Timeliness

ShipperProductorIndustrial Consumer Shipper DistributorProductorIndustrial Consumer
0,9%

Distributor

Very satisfied Rather satisfied Rather unsatisfied Not satisfied at all

0,9%
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6TH SECTION : FUNCTIONING OF THE NETWORK AND CONSTRUCTION

Shippers

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

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 : 

Impact on your
business as 

shipper

The schedule with
information about 

construction 
constraints

The format and 
medium to provide

information

The schedule with
information about 

construction 
constraints

GRTgaz’ assistance 
in the handling of 

construction 
constraints

Impact on your
business

2,2%

The format and 
medium to provide

information

The way GRTgaz 
carries out the 
operation and 

maintenance of the 
Connection Facilities

Very satisfied Rather satisfied Rather unsatisfied Not satisfied at all

Very satisfied Rather satisfied Rather unsatisfied Not satisfied at all
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Vocaza
info@vocaza.com

+33 (0)4 32 44 83 40
www.vocaza.com

Paris
Avignon
Grenoble

Merci de votre attention

mailto:info@vocaza.com

