
Customer Health and Safety

Summary

Why the topic is material

The Daigas Group is committed to making a positive contribution to realizing a higher level of comfort of its customers and the development of their business activities by ensuring a 
stable supply of city gas, electricity, LPG, and other energy sources and the safety of city gas supply and equipment with an improved level of services for its customers. To realize 
this, we believe that it is important to improve energy resilience so that customers can use energy without worry. We will endeavor to provide products and services that offer utmost 
reassurance about safety in order to be a corporate group that continually evolves and develops alongside our customers.
      We have positioned customer health and safety as one of our material issues.

Items to be addressed Specific initiatives

Customer health and safety

• �Ensuring continued stable procurement and 
safe supply of energy

• Building resilient facilities
• �Emergency response system and anti-

disaster measures
• �Passing on advanced knowledge and skills 

in safety and disaster prevention
• Disseminating information about safe use

Materiality  Customer health and safety

Materiality  Stable supply of services

Policy and promotion system

The Daigas Group is committed to ensuring the quality of city gas, our primary product, its stable supply, and the safety of our gas 
and power generation facilities—all by adhering to our “Security Rules.” From FY2023.3, based on legal separation, we established 
the “Safety and Disaster Prevention Committee” as a company-wide committee to centrally manage and promote measures for 
events related to safety, disaster prevention, and gas supply stability, with the aim of building a system that exercises governance 
across the company during normal times.

KPIs based on the materiality FY2023.3 results

Number of serious accidents
We continued achieving zero serious accidents by implementing quality control of city gas in 
the production business and safety inspections of gas facilities in the supply business in 
accordance with laws, regulations, and internal rules.

Building resilient facilities
The percentage of earthquake-resistant facilities is approximately 89%, and the number of 
earthquake blocks* increased to 713 due to the subdivision of supply network.

Initiatives undertaken in FY2023.3
• Ensuring the safety of city gas, gas and power generation facilities, and continuing to maintain quality levels
• Striving to systematically update facilities and maintain a pipeline network to build resilient facilities
• �Building and implementing a system that allows for quick response to accidents and disasters, developing a Business Continuity 

Plan (BCP) to Take Effect During a Large-scale Disaster or Accident, and conducting drills
• Continuing to develop human resources with advanced knowledge and skills related to safety and disaster prevention

*Blocks are divided parts of the supply network aimed at early restoration in the event of supply disruptions due to earthquakes, etc.
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Principle and Outline
The Daigas Group announced Long-Term Management Vision 2030 in March 2017 and Medium-Term Management Plan 2023 in March 2021. Ensuring the safety of city gas as well as gas and 
power generation facilities is of the utmost priorities for the Daigas Group, which sets targets of continued zero serious accidents and more than 10 million customer accounts and aims to enhance 
the resilience of customers and society. To that end, we consider it important to work towards enhancing safety and improving preparedness for accidents and disasters.

    The Daigas Group Code of Business Conduct, which sets forth the standards of conduct that our officers and employees must follow without fail, specifies “ensuring safety of products and 
services.” In order to ensure safety, we are committed to not only meeting legal standards but also pursuing safety from the perspective of customers in each of our operations.

Operations and maintenance tasks inspected

In the infrastructure business, one accident can have various effects on stable supply and 
cause large losses. So, Inspections beyond the regular ones were carried out led by the 
Safety Subcommittee, on operations and maintenance work.

    In FY2023.3 we have reaffirmed and improved our efforts and systems to prevent 
accidents and ensure stable supply in the energy businesses that are essential to people’s 
lives and industry, such as gas, electricity and heat supply. In addition to continuously 
checking the operational status in FY2023.3, we will also expand the scope in FY2024.3 to 
our renewable energy business. We will roll out good practices obtained from inspection 
results to new businesses.

Customer Health and Safety

Safety and Disaster Prevention Promotion Structure
We established the Safety and Disaster Prevention Committee as a corporate committee, 
which is a system built for ensuring governance across the company during normal times so 
as to centrally manage and promote measures for incidents related to safety, disaster 
prevention, and gas supply stability.

Management Meeting

Disaster Prevention 

Subcommittee
Safety 

Subcommittee

Gas Supply Disruption 
Countermeasures 

Subcommittee

Corporate Committee: Safety and 
Disaster Prevention Committee 

Chairman: Head of Safety

Representative Director and 
President

Safety and Security Efforts in the Energy Business

Ensure stable procurement by diversifying sources of LNG imported by 
Osaka Gas
Natural gas resources—the source of city gas and fuels for power generation—are spread 
worldwide. Osaka Gas started importing LNG from Brunei in 1972 and has since diversified 
its procurement sources.

    In December 2019, a natural gas liquefaction project was launched in Texas, U.S. LNG 
from the United States is procured with a new method, whereby the price is determined in 
connection with Henry Hub prices, the index upon which the market price for natural gas 
futures is based in the United States. This procurement method has been added to Osaka 
Gas’s existing procurement method, whereby the price is determined by indexing to crude oil 
prices.

    The use of more diverse price indicators will enable us to procure LNG at stable prices 
even if crude oil prices fluctuate. Moreover, investment in the natural gas liquefaction project 
will enable us to procure a kind of price-competitive LNG, whose price is closer to prime cost, 
among the kinds of LNG whose prices are linked to Henry Hub prices.

We will continue our efforts to procure more affordable LNG in a more stable manner.

 LNG Handled by Osaka Gas (Including Fuel Used for Power Generation and Wholesale)
(thousand ton)

Fiscal Year 21.3 22.3 23.3

Brunei 454 641 160

Indonesia 285 127 0

Malaysia 945 942 1,153

Australia 3,436 4,011 4,756

Russia 384 449 321

Qatar 421 179 0

Oman 1,271 1,335 1,460

Papua New Guinea 1,308 1.663 1,939

USA 1,836 2,803 679

Others 235 274 141

Total 10,575 12,443 10,608
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Safety measures at LNG terminals
Our system docks LNG tankers safely

At the Osaka Gas LNG terminals at Senboku and Himeji, we strive for complete safety on site 
and in the surrounding areas. This safety begins as soon as the tankers carrying LNG dock at 
dedicated piers at the LNG terminals.
      The tankers bringing LNG from around the world are docked with the utmost concern 
for safety. Osaka Gas developed its own system specifically for safely docking tankers through 
a series of processes.
      This system uses a GPS to monitor in real time the position of the tankers to an 
accuracy of 10 cm as they enter and leave the port, and dock and undock.

Odorization aids gas leak detection

At Osaka Gas’s two LNG terminals, the LNG brought in by tankers at a temperature of -160°C 
is vaporized using the heat of sea water, then the heating value of the gas is adjusted before it 
is delivered to customers. Because natural gas is odorless, it is given a specific odor so that it 
can be detected in case of a gas leak.

LNG tank safety measures

The LNG transported by tanker is fed into LNG tanks from the dock. To ensure a stable supply 
of city gas, our two LNG terminals have a total of 25 LNG tanks, including one of the world’s 
largest land-based tanks. 
      Tanks are equipped with advanced earthquake-proof technology. Should there be a gas 
leak, the tanks have dikes to stop the LNG from flowing to the outside. And there are high-
expansion foam discharge systems and water curtain facilities to contain any spilt LNG.

High-expansion foam discharge and water curtain facilities along 
the dike around an LNG tank

Developing a Business Continuity Plan to Take Effect During a Large-scale  

Disaster or Accident

In July 2013, the Daigas Group formulated a Business Continuity Plan (BCP) to be 
implemented in the event of a large-scale disaster or accident. This BCP, which we have 
disseminated throughout our Group, outlines responses to identified risks.
      It assumes a situation in which the company and society at large are affected by an 
earthquake or tsunami resulting in a paralysis of various functions, or a functional failure due to 
problems with raw materials suppliers and our equipment. According to the terms of the “Act 
on Special Measures for Pandemic Influenza and New Infectious Diseases,” the company shall 
respond promptly and accurately to the outbreak of a new strain of influenza or the like to 
prevent infection of employees and to protect public health. We have established company 
regulations under the name of the “Pandemic Influenza and New Infectious Diseases 
Preparedness Action Plan” in order to ensure the stable supply of gas in such a situation.
      In principle, we review our BCP annually and promote employee awareness by 
implementing BCP training, earthquake drills, and education and training incorporating e-learning.
      In the event of an earthquake, we must respond by upholding business continuity in parallel 
with implementation of disaster response operations, so clearly advanced disaster response 
capabilities are required as well. By simultaneously implementing earthquake drills and BCP 
training in FY2023.3, we were able to identify the challenges of maintaining business continuity 
concurrently with disaster response operations, thus strengthening our overall disaster-response 
capabilities.

Monitored 24 hours a day, 365 days a year

Central control rooms at LNG terminals carry out around-the-clock monitoring and operation 
of all processes from receipt of LNG, vaporizing of the gas, to delivery of the product.
      These central control rooms also carry out monitoring and operation of all of the incident 
detectors and surveillance cameras so that problems are detected promptly and prevented from 
spreading. If an incident detector picks up a problem, an alarm is sounded in the central control 
room and staffs are on the scene immediately.

Central control room at an LNG terminal
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Monitoring and replacing gas pipes
City gas is delivered to customers via the gas 
pipeline network. Therefore, Osaka Gas Network 
Co., Ltd. recognizes that keeping the gas pipes 
safe and properly maintained is one of the most 
important matters and is constantly replacing old 
metal pipes with pipes made of polyethylene, which 
is highly durable and earthquake resistant.

Building resilient facilities
To ensure stable city gas supply, we believe that it is important to renovate the processing 
facilities, build a gas pipeline network, and take disaster prevention measures in 
accordance with meticulously devised plans to strengthen our foundation to secure a 
higher level of stability in the gas supply.
      Osaka Gas Network Co., Ltd. is working to improve the earthquake resistance of 
gas facilities as a preventive measure (promotion of the spread of earthquake-resistant 
facilities), including the introduction of highly earthquake-resistant gas pipes. We are 
refurbishing aged gas pipes and introducing pipes with superior resistance to 
earthquakes and corrosion according to the plan. We are actively proposing the repair of 
old buried gas pipes at customers’ sites that pose a risk of corrosion. We completed 
measures for cast iron pipes (pipes requiring measures) ahead of schedule from 
FY2021.3 to FY2016.3. We continue to implement measures for cast iron pipes (to be 
maintained and managed) and pipes for preventing corrosion and deterioration.
      As part of emergency measures to prevent secondary disasters, we have 
established a gas shutoff system to prevent secondary disasters caused by gas leakage 
in the event of an earthquake or other disaster.
      In accordance with the Ministry of Economy, Trade and Industry’s “Gas Safety 
Upgrading Plan,” we are working to increase the percentage of earthquake-resistant 
pipes, which indicates the ratio of earthquake-resistant pipes to the total, and to 
subdivide supply blocks to keep gas shut off due to emergency measures to the 
minimum extent possible.
      We believe that energy resilience can be improved by taking both measures: 
increasing earthquake resistance as a preventive measure against earthquakes and 
minimizing damage and achieving early restoration in the event of an earthquake.

Security measures to prevent accidents
Osaka Gas Network Co., Ltd. ensures that the 
following security measures are taken to prevent the 
occurrence of accidents including gas leaks.
1. �Regular inspection of gas pipes along the pipelines 

to ensure there are no gas leaks
2. �Inspection and repair of facilities including 

regulators, valves, and gas pipes on bridges
3. �Meetings with contractors who are doing excavation 

work for water and sewage pipes, and electrical and phone lines near Osaka Gas 
pipelines, as well as inspection of the work sites, before, during, and after the work

Regular inspection of gas pipes on 
bridges

Pipes made of polyethylene exhibit 
superior strength

Osaka Gas Network Co., Ltd. initiatives: 
Safety measures during supply

Taking calls and responding all day, every day
It is particularly important to establish an initial response 
system in the event of accidents and natural disasters 
and act appropriately in response to such events.
      Osaka Gas Network Co., Ltd. has established a 
unified security system covering the entire supply area. 
Under the system, if gas leakage occurs, the Central 
Control Room will take charge of all relevant duties, 
including receiving an accident report and dispatching 
security staff to the accident site. Specifically, the 
Central Control Room will order the dispatch of the emergency vehicle that can reach the 
accident site the fastest by taking various factors into consideration, such as availability 
of vehicles and their locations.
      The Central Control Room accepts emergency reports, such as a gas leakage, 
around the clock via dedicated telephone lines set up in the Room. After an accident is 
reported, emergency staff will be sent to the site immediately and work in close 
collaboration with local police and fire departments.

Initiatives for coordination with local governments in the event of a disaster
Osaka Gas Network Co., Ltd. has concluded agreements with local governments on 
coordination in the event of a major disaster or in other similar situations. The purpose of 
the agreements is to quickly stabilize people’s lives by working together with local 
governments to restore gas supplies safely in the event of any major disaster. As of 
March 2023, the company has concluded agreements with approximately 70 local 
governments within the supply area, including Osaka City.
      With this agreement, the company will deepen its cooperation with the government 
in normal times even more than before, and build a system for cooperation and 
collaboration in the event of a disaster.

Central Control Room (emergency 
call reception)

Osaka Gas Network Co., Ltd. initiatives: Emergency 
response system and anti-disaster measures

Integrated system for monitoring and controlling the gas supply
The Central Control Room of Osaka Gas Network 
Co., Ltd. ensures a stable and safe supply of gas 
24 hours a day, 365 days a year.
      We have a gas supply monitoring and 
control system that keeps a constant watch on 
gas, from the LNG terminals to every corner of the 
pipeline network. The system constantly gathers 
data on gas pressure, flow volume, and 
irregularities from points around the gas pipeline 
network, providing integrated control through 
remote operation that controls production and 
supply and detects any problems.

Central Control Room
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 Progress of Earthquake Countermeasures after the Great Hanshin-Awaji Earthquake

Focus Main earthquake 
countermeasures

At the time of
Great Hanshin-Awaji 

Earthquake (January 1995)
Present (April 2023)

Strengthen 
information 
gathering function

Install additional 
seismometers Installed at 34 locations • �Installed at approx. 3,300 locations

Introduce earthquake 
damage prediction system —

• �Introduced at the Central Control 
Office (head office, back-up center)
and 5 areas

Establish supply 
suspension 
system

Subdivide supply blocks into 
smaller segments 55 middle blocks • 87 middle blocks

• 713 little blocks

Introduce supply suspension 
equipment

Remote suspension 
equipment only for super 
blocks (dividing the supply 
area into 8)

• �Remote suspension equipment at 
approx. 3,600 locations

• �Earthquake-sensitive automatic 
suspension equipment at approx.
3,000 locations

Strengthen 
emergency 
communications

Strengthen wireless systems —

• �Head office and back-up center
serve as two hubs

• �6 portable satellite communications
facilities

Other

Ratio of strengthening of 
earthquake resistance

Percentage of earthquake 
resistant pipes: 68%

• �Percentage of earthquake resistant
pipes: Approx. 89%

Promote widespread use of 
polyethylene (PE) pipes

PE pipeline length: Approx. 
1,200 km

• �PE pipes used for basically all 
low-pressure pipelines

• �PE pipeline length: Approx. 17,900
km

Promote widespread use of 
microcomputer meters

Overall adoption rate: 
Approx. 75%

• �Installation completed for residential
sector

• �Overall adoption rate including 
non-residential sector: Approx. 99%

Back up important online 
information — • �Back-up center opened

Status of technology development and operation for disaster preparedness and recovery support 
Various in-house organizations must work in close cooperation to restore gas supply suspended 
because of a disaster or accident. This requires that information on conditions at trouble spots be 
shared immediately.

 Osaka Gas developed the “BRIDGE” disaster recovery support system to centrally manage 
real-time information from the onset of a disaster/accident through recovery, and put this system 
into operation in April 2012. The system links up map information with customer information, making 
it possible to “visualize” recovery actions by centrally managing on-site progress and reducing the 
time needed to complete recovery work.

 In addition, the “OG-DRESS” mobile-based reporting system aimed at supporting disaster 
recovery has been established, enabling reporting on completion of recovery work via mobile phone. 
Based on such a system, we will make our response actions in the event of a disaster expeditious. 

 We developed the “Typhoon and Torrential Rainfall Information System,” which provides 
centralized information on accumulated rainfall and landslide disasters during typhoons and torrential 
rainfall, and have been operating the system since 2015. We also built a system to grasp the risk of 
river flooding at an early stage and have operated it since 2021. If we identify a risk of inundation of 
gas supply facilities due to river flooding, we will establish an emergency system and take preventive 
measures for the facilities to ensure the safe supply of gas for our customers. We have developed a 
“recovery visualization system” that provides easy-to-understand information on the restoration of 
gas service to customers living in areas where gas supply is cut off due to a major earthquake. In the 
event of a major earthquake, the top page of our website switches to an emergency-use page that 
provides status updates on gas supply stoppage and restoration using this system.

 The recovery visualization system has two types of browsing functions: a map on which the gas 
recovery status is shown color-coded by stage and a list that shows the gas recovery progress by area.

 We will continue to work to improve our disaster prevention and mitigation measures against 
earthquakes and other natural disasters and to deliver city gas to our customers with greater safety 
and stability.
*Since April 2022, the city gas supply business has been conducted by Osaka Gas Network Co., Ltd.

Passing on advanced knowledge and skills in safety and disaster prevention
Based on the belief that our greatest mission is to deliver gas safely and securely, the Daigas Group 
strives to nurture human resources with a high level of knowledge and skills in the areas of safety 
and disaster prevention.

 At LNG terminals, a system with a 3D animation function was installed to simulate things 
that are not easy to experience, such as a more realistic reproduction of a fire or other serious 
accident, to improve the quality of training and transfer skills. The Technical Skill Development Center 
of Osaka Gas Network Co., Ltd. strives to develop human resources with advanced knowledge and 
skills through high-quality lectures, abundant video content, etc., with the aim of preventing gas 
accidents and accidents resulting in injury or death. To convey the lessons learned from various past 
failures, we have also set up experiential-type training facilities that reproduce the circumstances at 
the time of these failures. Also in the Energy Solutions Business Unit, the Human Resource 
Development Centre provides various training programs to improve the quality of work related to 
security, such as starting service of gas supply, regular safety checks of gas appliances, and 
installation and repair of equipment.

 In order to further solidify “safety,” we have established the Four Safety Principles as a 
universal code of conduct common to those involved in safety as part of their work. We aim to 
eliminate accidents and problems by adhering to these four principles, which are: adherence to 
rules, reliable communication, reconfirmation, and interruption at unexpected times. We will follow 
these provisions to help make ourselves continuously aware of our responsibility to customer safety.

Emergency response system and anti-disaster measures
Measures against possible large-scale earthquakes
Daigas Group has taken a range of measures for dealing with large earthquakes, including installing 
earthquake-resistant polyethylene pipes and intelligent meters that detect vibrations from the 
earthquake and shut off the gas supply and securing an emergency communications network. In 
addition, the Great Hanshin-Awaji Earthquake of 1995 has prompted us to step up these measures.

    We have installed seismometers in the Group’s service area, which allow us to quickly determine 
the seismic intensity and other information. The service area is divided into blocks. In the event of the 
detection of ground shaking that may cause damage to gas pipelines, to prevent secondary damage, 
gas supplies are shut off block by block. This is possible thanks to a system of automatic gas shutoff 
devices equipped with a seismoscope as well as remote gas shutoff devices that are activated by 
command from the Central Control Room. If the Central Control Room is physically damaged, the 
Central Control Subcenter set up with a similar function will take over its task.

    We also make constant efforts to improve employees’ ability to respond to emergencies, 
including conducting company-wide disaster drills and providing disaster prevention education through 
e-learning, in addition to taking physical countermeasures against earthquakes as described above.

    In FY2023.3, as a company-wide disaster drill, we conducted a company-wide earthquake 
drill and business continuity plan (BCP) training simultaneously, continuing from last year, to identify 
issues arising from conducting disaster response and business continuity operations at the same 
time. In the drill, which was based on the scenario of an earthquake of magnitude 8.7 with an 
epicenter in the Nankai Trough, a task force, headed by the President of Osaka Gas, was formed at 
the Head Office. We worked to strengthen our initial disaster-response capabilities and share the 
disaster response flow until the completion of restoration.

    In addition to approximately 2,000 employees of the Group, including partners, 50 people from 13 
retailers other than Osaka Gas also participated in the drill to confirm cooperation in disaster response.
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Announcement of joint development of a smart meter system

Osaka Gas Network Co., Ltd., Tokyo Gas Network Co., Ltd., and Toho Gas Network Co., 
Ltd., which are city gas pipeline companies, have been working to jointly develop a smart 
meter system for the city gas business with the aim of increasing the efficiency of gas meter 
reading and gas line closing operations in normal times and improving disaster resilience.

    The introduction of communication-enabled smart meters will increase the efficiency of 
on-site work through remote gas meter reading and gas line closing. The smart meters will 
also enable remote gas shutoff operations (gas line closing) in the event of gas leakage as well 
as remote safety measures (gas line closing) and gas restoration operations (gas line opening) 
in the event of a disaster. This will further help enhance safety and improve resilience in 
supplying city gas.

    We believe that joint development of the system responsible for signal exchange 
between smart meters and various business systems will not only reduce development costs, 
but also contribute to improving social benefits.

Product Safety Voluntary Action Plan for residential gas appliances

The Daigas Group, as a distributor of residential gas appliances and a repair and installation
business, strives to ensure the safety of residential gas appliances, acting according to the
Product Safety Voluntary Action Plan, being based on a strong determination to continue to
ensure that our customers enjoy safe, secure, and comfortable lives.

When problems occur

When there is a product accident or other problem with a gas appliance that it sold, installed, 
or repaired, the Daigas Group immediately informs the media and places notices in 
newspapers and on its website. At the same time, the Group proceeds with the inspection of 
the product in question and if necessary repairs it or replaces parts.
No such incident occurred in FY2023.3

   Product Safety Voluntary Action Plan for residential gas appliances

Products and services ensure safe use by customers
Informing customers about safe use of gas appliance

To ensure that customers can use their gas appliances with peace of mind, we take every 
opportunity to talk to them about the safety of their appliances: during regular safety 
inspections, when providing a new gas service, and when conducting repairs.

    The Osaka Gas website has a section with important announcements on gas 
appliances, where we talk about the proper use of gas appliances, and post prompt notices 
about product modifications or defects.

Developing and promoting the use of safer gas appliances

The Daigas Group strives to bring customers products and services that ensure the safe use 
of gas. In 1992 we developed an automatic shut-off device for gas stoves and in 1999 a small 
gas water boiler with interlock mechanism*1. To eradicate fires originating from gas stoves, 
since April 2008 all products have been equipped with an auto shut-off function to 
automatically turn off the gas when the user forgets to. We have been working to spread the 
use of this product, called the “Si” Sensor-Equipped Cooking Stove.

    In 2019, we developed and launched a new safer and securer gas stove in cooperation 
with Paloma Co., Ltd. to reduce the risk of clothing catching fire*2 during cooking. The new 
gas stove is equipped with area sensors*3, an industry-first technology. When a sleeve or other 
object comes close to the flame, the sensors detect it, lower the flame automatically, and 
sound a voice alert. The product obtained recommendation certification as a product with 
effective fire and disaster prevention functions from the Fire Equipment and Safety Center of 
Japan, the first time for a cooking device. Meanwhile, we would like to eradicate all old gas 
appliances that lack safety mechanisms. In particular, we visit customers who are still using 
old appliances that are not equipped with incomplete combustion prevention devices, such as 
small tankless gas water heaters and wire-mesh gas stoves, and recommend that customers 
upgrade to safer gas appliances.

    The Group also provides gas alarm systems that warn residents of a gas leak or carbon
monoxide and offers a range of safety-related services, including the dispatch of staff to a 
home when trouble is detected.

*1 �Interlock mechanism: A device that stops the ignition process after the incomplete combustion
prevention mechanism is triggered three times.

*2 �Clothing catching fire: A sleeve, for example.
*3 �Area sensors: It is a registered trademark of our company.

 �Changes in the Rate of Use of Water Heaters with an Incomplete Combustion Prevention 
Device and Gas Stoves with a Function of Automatically Turning off the Flame

FY2019.3 FY2020.3 FY2021.3 FY2022.3 FY2023.3

Water heater with an 
incomplete combustion 
prevention device

99.9% 99.9% 99.9% 99.9% 99.9%

Gas stove with a function 
of automatically turning off 
the flame

96.0% 96.1% 96.2% 96.3% 96.3%
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Customer Satisfaction

Summary

Why the topic is material

With “Service First” as its corporate motto, the Daigas Group believes it is important to strive to improve our security and service quality as well as appropriately provide customers 
with information regarding the safety aspects of our products and services so that they can use them in a safer and more convenient manner. To provide services in excess of 
customer expectations, we are listening to their voices through various contacts with them, with the aim of improving our products and services.
      We have positioned the improvement of customer satisfaction and quality of services as one of our material issues.

Items to be addressed Specific initiatives

Customer satisfaction

• �Maintenance and improvement of service 
levels by collecting and analyzing customer 
feedback and reflecting it in operations

• �Creation and sharing of manuals for each 
duty, aiming for higher level of service

• �Promotion of awareness-raising activities 
through training for managers and persons 
in charge

Materiality  �Improvement of customer 
satisfaction and quality of 
services

Policy and promotion system

The General Manager of the Energy Solution Business Unit plans the basic policy for customer satisfaction improvement activities in 
accordance with the “Customer Service Rules,” and the head of each organization in charge formulates and implements  
specific measures.

KPIs based on the materiality FY2023.3 results

Customer satisfaction rate 90%

Initiatives undertaken in FY2023.3
• �Conducting a questionnaire after completing a duty, analyzing and sharing it within the company, and reflecting it in the 

improvements in duties
• �Continuing efforts to improve the skills of managers and persons in charge through the creation of manuals and training for each duty
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Principle and Outline
Since FY1989.3, Osaka Gas has conducted the Customer Satisfaction Survey with the aim of improving customer satisfaction. The survey covers five duties that directly deal with customers: opening of 
gas lines, repair of gas appliances, sales and installation of appliances, regular security patrols (gas facilities inspection), and response to telephone inquiries (at the customer centers). After completing 
each duty, we ask customers to provide their feedback in a questionnaire, and in FY2023.3, we received 33,400 responses to the questionnaire.
      The results of this survey are reflected in our efforts to improve daily operations and enhance CS awareness among the Group employees and Osaka Gas service chain employees.
      The results of this survey are also reflected in KPIs based on material issues. We manage our progress toward achievement of our goals and redouble our efforts to achieve higher levels of 
customer satisfaction.

Improving Customer Satisfaction

Prompt, precise phone service connects customers to the relevant company division
In 1985, Osaka Gas opened its “Customer Centers” as a one-stop service portal for customers with 
inquiries and applications for service. The center takes telephone inquiries on all matters relating to gas 
and electricity, such as starting and stopping a gas and electricity service, inquiries about gas and 
power bills, requests to change payment methods, and repair of gas appliances. On the Osaka Gas 
“Internet Reception” page, customers can easily apply for services related to moving to a new home, 
inquiries on gas bills, and changes in the day of equipment surveys. And for the hard of hearing, we 
have a facsimile service for handling inquiries. With our company-wide “Hello System,” applications and 
inquiries are relayed from the “Customer Centers” to the relevant Osaka Gas division to ensure that 
customers always get a prompt and appropriate response. 
      For the sake of greater customer convenience, we have been offering toll-free numbers and a 
phone service even on Sundays and holidays to take gas appliance repair requests 24 hours a day. In 
April 2020, we launched a new service whereby artificial intelligence (AI) automatically responds by 
voice to phone calls made by customers to arrange a schedule change for gas equipment inspection, 
using the Voice Digital Transformation (DX) Consulting Model* provided by NTT Communications 
Corporation.
      Aiming to further improve service in additional ways, we will optimize the assignment of 
Customer Center operators and introduce an automated attendant system to ensure that phone calls 
can be answered at all hours. We will also continue our efforts to further enhance our system for 
accepting requests, applications, etc. online.

*�The Voice Digital Transformation (DX) Consulting Model is a solution that automates the entire process, from response 
at the contact center to clerical processing, by combining an interactive AI engine and application programming 
interface (API; a system for sharing the functions of software)

Customer Satisfaction

Customer 
center

Hello Network of 
Osaka Gas

Customer Request and 
inquiry
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Efforts to Improve Customer Satisfaction in Each Duty that Directly Deals with Customers

Opening of gas lines
For the opening of gas lines, we first receive an application from a customer when starting a 
new gas service and then visit the customer on the desired date and time. In the presence of 
the customer, we perform work such as checking for gas leaks and the safety of gas 
appliances so that gas services can be used without worry. We accept applications by phone 
at Osaka Gas’s customer center or on our website. In response to feedback from customers 
who have moved into new homes where they do not know how to use the installed gas 
appliances, we provide explanations on how to use gas water heaters and stoves. We have 
received positive feedback from many customers through questionnaires.

Repair of gas appliances
For the repair of gas appliances, we accept requests for repairs 24 hours a day, 365 days a 
year, and visit our customers’ homes to repair their appliances. In addition to accepting 
requests by phone at Osaka Gas’s customer center, we also accept them on our website, 
where customers can inquire about the details of their problems and receive advice on issues 
that can be resolved without our visit. In our questionnaires, we have received many 
comments expressing satisfaction with a quick fix of malfunctions. For this reason, Osaka 
Gas’s service chain partners hold a large inventory of parts of hot water appliances, for which 
there are particularly many requests for repair, so that we can repair them on the day of our 
visit. As a result, the satisfaction rate for the number of days from acceptance to completion 
of repairs reached 98%, indicating that our repair speed is highly evaluated by our customers.

Sales and installation of appliances
For the sales and installation of appliances, Osaka Gas’s service chain partners, which operate 
in approximately 200 locations in the Kansai region, provide community-based services that 
can respond quickly and meticulously to customer requests. In order to help our customers 
live safe and comfortable lives through a wide range of operations, our experienced staff 
members provide various services, including proposals for appliances, quotations, contracts, 
installation, and after-sales service. We created a video explaining the details of installation 
work, based on the comments from customers who have signed a contract for purchasing a 
gas stove regarding advance explanations of the installation work, including “I would feel more 
secure if I knew the details of the work in advance.” We use this video at the time of sale or 
installation so that customers can see in advance what will be performed on the day of the 
work, and thus the appliance can be delivered with a greater sense of security.

Regular security patrols
In regular security patrols, inspections of gas facilities for gas leaks and ventilation equipment 
(gas water heater/gas water boiler) are conducted at least once every four years* in 
accordance with the Gas Business Act to ensure safe and secure use of gas. The work on the 
day of the inspection is carried out by workers who have received appropriate technical 
training. In addition to the inspection items stipulated by law, we have set items for voluntary 
work, such as checking the ignition of some gas appliances and measuring the carbon 
monoxide concentration in the exhaust gas, in an effort to call attention to the safe use of gas. 
Additionally, as we require the customer’s cooperation during the inspection, we mail a notice 
of the visit date in advance, and if the date is not convenient for the customer, we accept 
requests to change the visit date. In addition to applying by phone, we also make it possible 
to apply online in an effort to reduce the burden on our customers.

*�Patrols are conducted at least once a year for specific underground malls and specific underground rooms.
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Accuracy in Advertising

Ensuring complete accuracy and honesty in advertising based on the code of conduct
Advertising activities and product labeling are important means for many customers to accurately understand the products and services of Osaka Gas, and they are important factors for customers 
to make decisions when selecting products and services. Therefore, we strive to provide and display appropriate information about products and services based on “9. Ensuring safety of products 
and services” in the Daigas Group Code of Business Conduct. Responding to rising popularity and demand among our customers for environmentally friendly products, whenever the degree of 
energy-saving effects of a product is printed in our catalog, as a rule we ensure the accuracy by double-checking the manufacturer’s claims of the product’s performance data and confirming those 
numbers internally.
      As for the safety of products and services offered by the Daigas Group, we are managing the development and quality control as well as labeling and information disclosure for all Osaka Gas 
brand products in line with the technological standards stipulated under the Gas Business Act and the Law Concerning the Securing of Safety and the Optimization of Transactions of Liquefied 
Petroleum Gas and guidelines set by the Japan Industrial Standards (JIS) and the Japan Gas Appliances Inspection Association (JIA), as well as in-house rules.

Introducing energy saving information and a safety guide on our website
The Daigas Group uses various media to provide customers with a wide variety of useful information for daily life regarding energy saving so that they can use energy efficiently. “Kurashi no Hinto 
Zukan” on the Osaka Gas Website contains a collection of hints regarding measures aimed at promoting energy saving at households and their expected benefits. Users of the website can access 
the content of a guidebook called “Anshin Guide,” detailing how to use gas safely, which they are to receive from Osaka Gas staffers visiting their homes for gas equipment surveys.
      We have set up an online site called “Daigas STUDIO” to deepen people’s knowledge of Osaka Gas and increase their favorability of our company. Users of the service can access the most 
updated information about the Daigas Group and relevant topics through the website, Facebook and X (Twitter).
      In addition, we share information about our low-carbon and decarbonization initiatives, which are of great importance to society, on our website “The Daigas Group’s Challenge to Carbon Neutrality”.

Proposing New Value

“Sumikata Services”: A range of home repair and other services to support comfortable, safe living
Osaka Gas provides a wide range of services under the umbrella of “Sumikata Services” for residential customers, which extend beyond gas and electricity, to support the comfort and safety of 
people’s home living environments.
      Sumikata Services include plumbing repair, air conditioning repair, home repair, house cleaning, and other services as part of “Kaketsuke Service,” which involves the dispatch of personnel to 
the customer’s home. Other services include disaster-management and crime-prevention services covering gas alarms, fire alarms, home security, and more. For example, personnel from the Osaka 
Gas service chain, with expertise gained through the repair of gas equipment, quickly accept and respond to service requests to repair water-related problems in the kitchen, bath, sink area, or toilet.
      In June 2020, we started providing services, such as housekeeping and garden tree care, in collaboration with Duskin Co., Ltd., and from October the same year, we began the provision of 
services to respond to trouble with PCs and IoT devices in partnership with Japan PC Service Co., Ltd.
      Through Sumikata Services, we respond to a wide range of problems faced by our customers in collaboration with the Osaka Gas service chain and diverse alliance partners. The membership 
of the services currently exceeds 480,000.
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