












GS11. Substantial completion by  
agreed date

Where the GT has agreed a substantial completion date 
for a new connection or an alteration to an existing 
connection it will meet that date. However, this does not 
necessarily mean that gas will be available for use inside 
the premises as the fitting of a meter, which will enable 
the flow of gas, must be arranged by you and your 
chosen gas supplier.

If the GT fails, you will receive a payment related to the 
value of the contract and a payment for each working 
day thereafter up to a maximum level. Your contract 
will be allocated to one category of the table below 
and payments will be made in line with that category 
up to relevant cap.

Contract Value Payment Cap

Up to & incl. £1k £20 The lesser of £200 or the contract sum

Up to & incl. £4k Lesser of £100 or 2.5% of contract sum 25% of the contract sum 

Up to & incl. £20k £100 25% of the contract sum

Up to & incl. £50k £100 £5k

Up to & incl. £100k £150 £9k

Guaranteed Standard Standard Description Compensation for failure

GS12. Notification and payments under  
the Guaranteed Standards.

Where a GT has failed any of the above Guaranteed 
Standards or the Connections Guaranteed Standards 
they will write to inform you (or your supplier) and make 
the payment within 20 working days of compensation 
becoming due.

If the GT fails you will receive a payment of £20  
in addition to any payments made under
the other Guaranteed Standards.

Licence Condition Definition Annual  
Target

Standard Special Condition D10 – Quality 
of Service Standards. Paragraph 2(f) – 
Responding to telephone calls

Telephone calls to the National Gas Emergency Service (which operates 24 hours a day), the 
general enquiry line and the meter point reference number helpline (during the hours which they 
operate) shall be answered within 30 seconds of the call being connected.

90%

Standard Special Condition D10 – Quality of 
service standards.
Paragraph 2(g) – Responding to
gas emergencies

Where a GT receives a report of a gas escape or other gas emergency, including a significant escape 
of carbon monoxide or other hazardous situations, it shall attend as quickly as possible within the 
following timescales:
(a) All uncontrolled escapes/gas emergencies within 1 hour.
(b) All controlled escapes/gas emergencies within 2 hours.

a) 97%
b) 97%

Network area owned  
by Gas Transporter

               % Performanance achieved against Licence Standards in 2009/10

2(f) Telephone  
Response 

Times

2(g) 
Response to 
Uncontrolled 

Escapes

2(g) 
Response to 
Controlled 

Escapes
Contact Details

National Grid

East of England 91.90 97.12 98.14
Customer Support Team
National Grid, Lakeside House, The Lakes, Northampton, NN4 7HD
Tel: 0845 070 0203 www.nationalgrid.com/uk

London 91.90 97.41 97.37

North West/West Midlands 91.90 96.98 97.69

West Midlands 91.90 98.24 98.80



Electricity supplied has been  
sourced from the following fuels:

Electricity supplied by SSE  
% of total

Average for GB (for comparison)  
% of total

Coal 29% 28.9%

Natural Gas 59% 44.2%

Nuclear 1% 17.3%
Renewable 10% 7.9%
Other 1% 1.7%
Total 100% 100%

Scotia Gas Networks

Scotland 91.90 97.78  98.66 Scotia Gas Networks
Inveralmond House, 200 Dunkeld Road, Perth, PH1 3AQ
Tel: 0845 070 1432 (Scotland) 0845 070 1431 (Southern)  
www.sgn.co.ukSouthern 91.90 97.77 99.06

Wales & West Utilities 91.90 97.63 99.12
Customer Services
Wales & West Utilities, Wales & West House, Spooner Close, Celtic 
Springs Coedkernew, Newport, NP10 8FZ. www.wwutilities.co.uk

Northern Gas Networks 91.90 97.01 97.99
Northern Gas Networks
1100 Century Way, Thorpe Park Business Park, Colton, Leeds
West Yorkshire, LS15 8TU. www.northerngasnetworks.co.uk

 


