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1. Conclusions and actions for improvement énadjas

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..
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2. Background énadas

GTS

Survey structure

In Circular 6/2021, dated June 30, from the CNMC, Available in annexes

the incentives for the GTS affecting its remuneration are Section I. Mandatory for the
established. This Circular defines a series of indicators B calculation of I5
related to the performance of its functions by the GTS. - —

One of them is the I5 'Performance Indicator in + Block 1. ATR
relation to the quality of assistance to system + Block 2. Balance
agents (I5) ". « Block 3. Operation

The evaluation of this indicator is carried out through a . :
- : e Section II1. Optional. General
survey validated by the CNMC, which quantifies the matters

efficiency of the GTS's actions in relation to the assistance
provided to agents.

. S GTS commitment
The survey requires a participation level of at least

30% and must be completed by subjects considered to continuous
active, as indicated in the aforementioned Circular, which improvement
for the 2023 gas year amounts to 212 active subjects. a———

See survey in the annexes of this document link



3. Timeline dnadas

GTS

SE:':'\I[;,I(T: 5 l ....... e | ....... o | ...... o

T | T

29-may 18-sep 9-oct 6-nov
O @, @, @ 0 0.0 0
11-oct 21-oct 28-oct 04-nov 11-nov 15-nov
SURVEY LAUNCHD | | Reminders via email | END OF

SURVEY

1) Previous GTS information e-mail of 10 October

 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.



4. Participation
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GTS

Goal: 30% participation - 64 valid surveys

Achieved: 34% participation = 72 valid surveys

Tl

Participation

®Completed ® Not answered

72 (34,0%)

140 (86,0%)

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.




5. Typology of subjects

Activity
T(972%)

=T
@ sShipper or Direct Ma... 912 5%)

@ Carrier

@ Distributor

56 (77,78

Type of company

14 (109.443%)
@Small {<=50 p)
@ Medium [<= 250 p)

oL = 250
=ro= | P 17 (23.61%) —
@ Micro (<=10 p)

20 (27.78%)

21 (29,17%)

Position held within the company
5 (6,94%)

20 (40,258%)
®Middle management

16 (22, 22%)
@ Technician
@ Executive Managem...

@ 0Other
22 [30.56%

Seniority in the company

10 (14,083)
@More than three tears
@ 0ne to three years

@ Less than a year
&0 (84,513

» 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 énadas
Block 1. ATR

10
Slebal fverzas « In an initial analysis of the information
8 ) 5 0 received, the following points stand out:

- The ratings for all questions are high,
above 8 (except for the performance of the

Billing of . @5L-ATR o @ Custome... 3 SL-ATR in Block 1 ATR, which scored 7.8, and
notifications of gas purchase/sale

8.1 in Block 2 Balances).
0 I "‘
between users on market platforms, as

« Among the best-rated aspects (around 9)
@Fortfolio f... @Imbalanc... @ Cust, ... @5L-ATR o... @ MS-ATR ... @ Quality of ... @ Nominati... » . . .
ororolo MCaland UETOMET. =] altyo ominat, |n the preVIOuS year, along Wlth

are:

8 60 * Block 1 ATR - customer service and
’ 5 authorization, as in the previous year.

BIOCk 3. Operation customer service.

: « Block 3 Operation: supply security and

0 Global Average 83 management before SOEs, as in the

8 7 1 previous year."
’ -
Global Average ...

0
@Efficiency @Transpare... @ Security ... @ Coordinati.. ®P.0. publi... @GTS5 acts ... ®Clear not... L4

Global Average B1

Framework access agr...
wn

0
@Framewor.. @Calculzti.. @Procurem... @ Contracti...

lock 2. Balance

iy
[=]

Global Average B2

8,59

Global Average B2 » Block 2 Balances - operations and

Portlolic Iramework agree...
un

Efficiency, Transparenc..
wn



7. % Satisfaction
Block 1. ATR

B1.1.1. Framework access . 24% 51% 21%

31.1.2 Colalton of the... I =N
81,13 Procurement of Cs... [N T S - S

B1.14. Contracting guara... 15% 51% 28% 6%

B1.1.5. Billing of services I

B1.1.6. SL-ATR operation 43% 17%:

B1.17. Costomer Support

B1.1.8. Quality of the Infor... 67% 22% 8%

0% 50% 100%

Block 3. Operation

B3.1. The way the GTS op.. | S 7 S 1)

232 The GTS provides tra.. [ - S
B3.3. The GTS uses appro.. [ 65% 24%

B3.4. The GTS coordinates... 18% 54% 24% I
B3.5. The GTS publishes t... A 60% 26% 6%
B3.6. GTS, when faced wit... 17% 51% 26% 6%
B3.7. The information con... BEE 57% 32%, I

B3.8. The quality of the inf...
0% 50% 100%

@%1y2®%3y4®%5y6 ®%7y8 @%9y 10 ®NS/NCy NA

7\
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Block 2. Balance

B2.1.1. Portfolio framewor... 28% 47% 24%
B2.1.10. Imbalance guara... 21% 49% 22%
B2.1.11. Customer Support 75% 18%
B2.1.12, SL-ATR operation 49% 32% 4% | |
B2.1.13, M5-ATR operation 22% 5066 24%
B2.1.14, Quality of the Inf... 60% 35%
B2.1.2. Nomination 1956 47% 3%
B2.1.3. Gas purchase/fsale ... 26% 50% 21%
£2.14 Notfications to CT.. L S S N = N
B2.1.5, Balancing actions 18% 47% 24% 11%
B2.1.8. Allocations and ba... 61% 29% %
8219, Settiement and inv... |EEE NG
0% 50% 100%

« In all three blocks, for each survey item, more than
809% 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.



8. Importance vs. Satisfaction Matrix

Satisfaction laverage)

O,

) -fO»nggatD

4 ] 8
Importance lcorrelation coefficient)

10

Caption
@ 2llocations and balance sheets
@ ATR Billing
@ ATR Guarantees
@ ATR Procurement
Balancing actions
@ Coordinates with the operators/owners
Customer Support
& Customer Supportl

@ Exceptional, alert or emergency situations
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® Framework access agreement authorisat...
@ (Gas purchase/sale transactions
GTS demand forecast
® Imbalance guarantees
® MS-ATR
@ Momination
Motifications of purchase/sale
Operation
® Operation Plan in due time and form
@ Fortfolio framework agreement authoris...

® Provision of information

« 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.".

10



9. NPS: Net Promoter Score

The NPS indicator in customer experience programmes is used to
determine the level of recommendation of customers to a
company through a survey question. In our case through the
following statement:

‘T consider the level of provision of our services to be equal or superior to

other system operators in the energy sector”.

N©° y % of PR, DE andPA/I

19 (33%)

35 (60%)
4 (7%)

® Promoters @ Detractors @ Passives/Indifferents

@ rr: promorers, thess who respond by allocating © of 10 points

Passive or indifferent, those who allocate 7 or & points

DE: Det ors, those awarding 6 poin 55
'\I'U'U"U’ \I'U"U’ o - e e e U' '\I'U'U'U'

e
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NPS 2024:

0,47

0,00 1,00

NPS 2023: 56%0

NPS = (PR - DE)
Total

11



10. Evolution of overall and block ratings énag

+5% 8,8 -1% 8,6

82 85 g5 g6 8° 22 g5 86 87
« 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.

2022 2023 2024

8,3

mmBlock 1. ATR == B|ock 2. Balance
mmBlock 3. Operation = Overall assessment

12
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Annexes: énads

« Survey 2024



Enagas GTS Customer Satisfaction Survey énags

Section I: Section II:

3 BLOCKS (for the calculation of the incentive= Is ;) Overall assessment

1 General (does not apply
| to the calculation of
15,1 15,2 Is,3 | incentives)
1. Third-party access 2. Balance of users and 3. System 5 multiple choice questions1
to system facilities the system operation open question

14 multiple choice questions

8 multiple choice 2 open questions
questions2 open questions

8 multiple choice questions2
open questions

v'Participants: all active subjects

14




Enagas GTS Customer Satisfaction Survey

BLOCK I: THIRD PARTY ACCESS TO THE SYSTEM

The questions in this block are aimed at finding out your assessment of the assistance
provided and the quality of the information communicated in relation to the processes related
to third-party access to the system [access to gas system facilities), mainly: contracting,
auctions and capacity allocation, guarantees associated with the contracting process, billing

of associated services by the GTS and customer service.

B1l.1. Rate the satisfaction of each of our services (1 being the lowest and 10 the highest) in
relation to access to the gas system facilities during the last gas year (octubre de 2023 a
septiembre de 2024)

1 2 3 4 ] & 7 8 -] 10 NiA,
Framework access
agreement [u] o] 0] ] o] o] (0] ] o] L] o
authorisation
Calculation of the
technical capacity of o O O o o o 0 [v] (o] o] ]
installations
Procurement of
Capacity Products and o O O o o O 0O o o [s] ]

Services

Contracting guarantees
Billing of services
SL-ATR. operation
Customer Support

Quality of the
Information

0 00 o0
0 0000
Q0000
0 00 o0
0 0000
O 0000
O 0000
0 00 o0
0 0000
[=JN =T = R = =
o O o O 0

B1l1.2. Would you like to add any comments or clarify the scores you have assigned to any of
the above questions? If in any of the answers you gave a score lower than 5, it would be very
helpful if yvou could tell us the reason for this score. [This is an open answer and does not
count as an incentive)

B1.3. Is there any other relevant aspect related to access to gas system facilities that you
feel should be included in indicator Is? (This is an open answer and does not count as an
incentive)

BLOCK II. USER BALANCE AND SYSTEM BALANCE

The questions in this block are focused on finding cut your assessment of the attention
provided by the GTS with respect to user balancing and system balancing, mainly:
suthorisation in the balance portfolic frameweork contract, user groupings, use of contracted

capacity, gas purchasa/sale operations, provision of information, distribution and balancing,
guarantees associsted with imbalance, inveicing =nd settlement of imbalances, carrying out
balancing sctions and customer service.

B2.1. Please rate the satisfaction (being 1 the lowest and 10 the highest) of each of our
services in relation to the following processes associated with the balancing of users and
the system during the last gas year (october 2023 to septembear 2024)

Portfolio framework
agreement authorisation

Momination (o] (o] (o] (o] o (o] (o] (o] (o] o [a]

Gas purchase/sale
transactions between users kel o o o o kel o o o o o
in the M5-ATR

Motifications to GTS of

purchase/sale of gas o ©o © © © © ©o ©o o o =]
between users on

Marketplace platforms

Balancing actions o o o o o 0o o o o o
Provisien of information o o ©o ©o ©o ©O ©o O o o

GTS demand forecast o o o o o o o o o o o
Allocations and balance

shests o o ©o © o o ©Oo o0 o o o

Settlerment and invoicing of
imbalances

Imbalance guarantees
Customer Support
SL-ATR operation

MS-ATR operation

00 0 0 0 o0
00 o000
00 0 0 o0 o0
00 o000
00 0 0 0 0
00 0 0 0 o0
00 o000
00 0 0 o0 o0
00 o000
00 0 0 0 0
oo o 0 0 0

Quality of the Information

B2.2. Would you like to add any comments or clarify any of the scores you have assigned to
any of the above questions? If you gave a score lower than 5 for any of the guestions, it
would be vary helpful if you could tell us the reason for this score. (This is an open answer
and does not count as an incentive)

B2.2 Do you miss any relevant aspects related to user and system balance that should be
counted in indicator Iy, (Open-ended and not eligible for incentive)

€na

15
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Enagas GTS Customer Satisfaction Survey

BLOCK III. SYSTEM OPERATION

The questions in Lhis block are aimed 2t ebtaining your assessment of the attention given by

the TS Lo the operalion of the System.

B2.1. The way the GTS operates the system ks efficient:

nat
12 3 ¢ 5 & 7 8 8 10
Dlzagree g 000400000 aa a agres

B3.2. The GTS provides transparancy to the operation of the System, praserving the

confidentiality of commaercial infarmation:

Rt
12 3 4 5 & 7 8 3 10 o
Dizagres a4 aa a aa aaa a Agres

B3.3. The GTS uses appropriate means to ensure security of supply:

Pzt
12 03 & 5 & 7 o8 3 10
Dizagree aa aoaao0aaaaa a Aares

B3.4. The GTS coordinates with the cperators/owners of the facilities in an appropriate

L
12 03 & 5 & 78 8 10 T
Mot satisfied at
all 9 g a oaagaaaaa a

B3.5. The GTS publishes the Operation Plan in due time and form:

[
1 2 3 4 5 & 7 o8 3 L -

Dizagree aa a oo aaaaa a

Compietely
satsfied

Agres

B3.6. GTS, when faced with " alert or Ibwat

acts effectively.

1 2 3 4 5 & 7 8 3 10

Disagree c o o0 o000 aa o Agree

B3.7. The information contained in the transaction notes is clear:

Fiat gl icaime
1 2 3 4 5 & 7 8 9 10

Dizagree G0 000000 aa a Agree

B3.8. The quality of the information provided is adequate:

Rzt s o
1 2 3 4 5 & 7 8 3 10

Disagree e 68600480888 0 Agrea

B3.5. Would you like to add any comments or clarifications on the scores you have assigned
to any of the abowe guestions? If in any of the answers you gave a score lower than 5, iE
wiould be very useful it you could tell us the reason for this score. (This answer |s open-ended
and does not count as an incentive)

B3.10. Do you miss any relevant aspect related to the oparation of the systam that should be
counted In indicator I3, (Open-ended and not aligible for incentive)

2\
enaqas

SECTION IT: GENERAL ASSESSMENT

The guestions in this block are fecused an sblaining your general assessment af he
attention provided by the GTS and do nat eompute for the incentive. Please answer
the fallowing questions:

IL.1 Position hald within the company:

a. Technitian

b. Middle management
. Executive

d. Other

IL.2 Seniority in the company:

B, Less Lhan one year
b. From one to three years
c. Maore than three years

IL3 Number of employees in the company!

Microenterprize (< =10 peopla}
Small company (<=50 people)
Mediurm-sized compeny (<= 250 people),
Large campany (> 250 paople}

]

IL4 Indicate the degree of owerall satisfaction with the services provided by the GTS (1
being the lowest and 10 the highest)

1 2 3 4 5 @& 7 8 8 10

Qwerall rating g a a a9 a a a a a oa Very lkely

ILS Indicate your degres of agreement with the following statement: I consider that
the level of provision of our services is equal bo or higher than that of other system
aperators in the energy sector (1 being the lowest and 10 the highest)

1 2 32 a2 5 & 7 & 3 10 "
appilcabia

Disagree g a ad a a a a a aa a Agree

ILG What would you suggest we do to improve your customer experience? (This answer ks
open-ended}

16
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