
Engaging with our  
customers and employees

We positively source our customers’ opinions and act upon what they tell us. 

The 11,000 Impression Cards we receive each year drive the future shape and 
delivery of our business. 

We also engage with our employees, measure their satisfaction through annual 
surveys and keep them informed of how the company is performing. 

www.northerngas.co.uk

Northern Gas Networks delivers gas to 2.6 
million homes and businesses across the 
North of England, in Yorkshire, northern 
Cumbria and the North East.
 
Our company vision is to be recognised as 
a top performer for efficiency, safety and 
customer service. 

This vision is underpinned by the values 
which all our employees and contract 
partners work to. 

These include operating the business as a 
responsible corporate citizen; maintaining 
strong relationships with all our 
stakeholders; sustaining a culture of high 
performance and continuous improvement; 
and maintaining and developing our 
pipeline network to meet our customers’ 
expectations.

  

We take our responsibilities seriously; 
strive to out-perform our regulatory targets 
and to deliver a high quality of service in 
everything we do.
 
Safety is at the heart of our business, 
through our delivery of the Gas Emergency 
Service to our local and regional initiatives 
to raise the public awareness of the 
dangers of carbon monoxide.

Northern Gas Networks – 
listening and responding

Discretionary Reward 
Scheme 2010/2011

Gas emergencies

Important information for gas users

Smell gas? Call free

0800 111 999*

Other information

Compensation

If your gas supply fails without warning and is off 

for more than 24 hours you may be entitled to 

compensation. This only applies where the fault lies 

with equipment belonging to Northern Gas Networks 

i.e. an external gas leak or loss of supply affecting an 

external pipe. The rate of compensation is fixed at £30 

for every full period of 24 hours that you are without 

gas. You do not have to do anything to make a claim. 

We will contact you to arrange payment. 

For full details of the compensation scheme visit our 

website www.northerngasnetworks.co.uk

Reinstating your private property

If we need to dig in your garden or driveway we will 

reinstate it to a good standard within five working days 

of finishing our work. We will re-turf or re-seed grassed 

areas. Where drives or footpaths have been disturbed 

we will match the original landscaping materials, using 

specialist contractors in the case of concrete imprint 

drives. Unfortunately it is virtually impossible to match 

colours and textures exactly. This is usually because of 

the age, wear and tear and weathering of the original 

surface. However colour differences will reduce with 

time. 

Damage to our pipes

If you or someone working for you has damaged one 

of our gas pipes while digging or building you may be 

liable to pay the cost of any repair. If it’s a professional 

builder who has damaged the pipe you should expect 

them to pay any costs themselves.

Useful contact numbers

Smell gas? Call free   

0800 111 999*

National Gas Emergency Service

Customer Service    

0845 634 0508, option 7

Northern Gas Networks, customer services

Repair Helpline   

0800 371 782

For details of Gas Safe Registered engineers 

in your area (only for use following a gas 

emergency)

Gas Safe Register 

0800 408 5500

For other enquiries about Gas Safe 

Registered engineers in your area

*All calls are recorded and may be monitored
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Carbon Monoxide: 

What everyone should know

Symptoms of Carbon Monoxide poisoning 

include headaches, nausea, tiredness 

and chest or stomach pains. If you or a 

member of your family experiences any of 

these, please seek medical advice as soon 

as possible.

You are at risk of Carbon Monoxide 

poisoning if

•	 Your	appliance	was	poorly	installed

•	 Your	appliance	is	not	working	properly

•	 Your	appliance	has	not	been	checked	for	

safety or maintained regularly

•	 There	is	not	enough	air	in	the	room

•	 Your	chimney	or	flue	gets	blocked	up

•	 You	allow	non-Gas	Safe	Registered	

engineers to install or maintain your 

appliance(s)

For more information about Carbon 

Monoxide visit these websites

Gas Safe Register  

wwww.gassaferegister.co.uk

Health and Safety Executive  

www.hse.gov.uk

www.northerngasnetworks.co.uk
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How did you find our service?
Please help us improve our service 

to customers by filling in this short 

questionnaire. 
All returned forms will be entered into a 

monthly draw for £50 towards your favourite 

charity or voluntary group.Please do not use this form to register  

a formal complaint. Call our customer service 

department on 0845 634 0508, option 7, 

during office hours.
Name:

Address:

Postcode:
Phone number:Date of emergency work:Charity of your choice:

Please tick appropriate response:

We are constantly striving to improve customer 

satisfaction, please let us know how you feel 

about your recent experience with Northern Gas 

Networks by rating the following (please tick the 

most appropriate:  10 = excellent and 1 = poor

How satisfied were you with the time it took for 

the engineer to attend your property in response 

to your reported gas leak or interruption to your 

supply? 
1  /  2  /  3  /  4  /  5  /  6  /  7  /  8  /  9  /  10 

How many hours was your gas supply  

interrupted for?  
 

hours

How satisfied were you that your gas supply was 

restored as soon as possible? 
1  /  2  /  3  /  4  /  5  /  6  /  7  /  8  /  9  /  10 

How happy were you with communication during 

the work? 
1  /  2  /  3  /  4  /  5  /  6  /  7  /  8  /  9  /  10 

Please rate the skill and professionalism of the 

team/engineer that carried out the work? 

1  /  2  /  3  /  4  /  5  /  6  /  7  /  8  /  9  /  10 
How satisfied were you with the site tidiness? 

1  /  2  /  3  /  4  /  5  /  6  /  7  /  8  /  9  /  10 
How satisfied were you with the overall quality of 

work carried out? 1  /  2  /  3  /  4  /  5  /  6  /  7  /  8  /  9  /  10 
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Any comments

For office use onlyJob no:
Employee Resource no:

Supervisor:

NN

Your personal information will be held and used in accordance with the Data Protection 

Act 1998.  Northern Gas Networks will not disclose such information to any unauthorised 

person or body but where appropriate will use such information in carrying out its various 

functions and services
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