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Towngcs understands providing safety and reliable gas service to customers is of vital importance. Since 1995, we have carried
out an 18-month cycle regular safety inspections for our customers for over 20 years. With our endeavour to improve working
efficiency, we develop different innovative tools, such as the quadcopter to facilitate gas risers inspection.
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In addition, Towngas is committed to providing
our customers with caring and competent service.
In 2015, Towngas Customer Service Hotline
participated in Mystery Caller Assessment Award
organised by Hong Kong Call Centre Association
for the first time and won the Golden Award. Our
customer service hotline staff was awarded the
Golden Award of 2015 Inbound Contact Centre
Team Leader of the Year. These achievements are

recognitions for our excellent staff and customer

services.
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ﬂ The Towngas Service Pledge
for 2016
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Towngas pledges fo confinue improving our service and fo sef higher fargets, aiming af providing our customers with best possible service. The
new Pledge has become effective from January 2016, and the annual reporting on performance results will be announced in January 2017.

PLEDGES TARGET

RELIABILITY

Uninterrupted gas supply ¢ Over 99.99%

In case of supply interruption [on account * 3 days prior nofification

of maintenance or engineering work|

Restoration of gas supply o Within 12 hours

SAFETY

Emergency Teams ¢ Arrive on site within 25 minufes
APPOINTMENTS

Availability of maintenance  Within 2 working days

and installation services

SPEED AND CONVENIENCE

Cusfomer Service Hotline ¢ Calls answered within 4 rings
Connect or disconnect gas supgly  Within 1 working day

Deposit refunded ot Customer Centres ¢ 2 hours after disconnection of gas supply*
SERVICE QUALITY

Efficiency ¢ 8 out of @ fofal score of 10
Courteous and friendly atfitude ® 8 out of a fofal score of 10
HANDLING SUGGESTIONS

Wiitten comments or suggestions © Reply within 3 working days

® Resolution, or a statement of when the
matter will be resolved, within 2 weeks

* To enjoy this service, residential cusiomers are advised fo inform us of their request for refunds af the fime of making capoff service appoiniment. The maximum
refund amount is HK$2,000

CUSTOMER SATISFACTION IS OUR TOP PRIORITY

Apart from the above pledges, we also offer other services fo cater for different needs of our cusiomers.

APPOINTMENTS

We offer 11 time slots for residential maintenance and 9 fime slofs for installation appoiniments on weekdays and Saturdays.
Upon request, we can provide maintenance and installation service within the same day or 24 hours. For domestic appliances
after sales, we offer 3-year warranty for spare parts and free disposal of old appliances. Other fee-based installation services,
including workbench opening, kitchen cabinets design and installation and electrical wiring for installation of gas appliances,
are also available fo our customers.

BILL PAYMENT
Customers can seffle their bills by any of the following methods:
- Autopay by bank account or credit cards - Cheque by post
fincluding Towngas Card, Citibank, - e-cheque via Towngas website
Bank of China and American Express) - Counter payment at Customer Cenfres and Towngas Avenue
- Payment by Phone Service - Post Offices
- Payment on Inferet Service - Convenience stores including 7-Eleven, Circle K , VanGO,
(Towngas online customer cenfre: www.fowngas.com, CRVanguard Superstore or CRVanguard Shop
PPS website: www.ppshk.com, or other online services - Bank of East Asia branches
provided by banks| - Cheque Deposit Machine at Bank of China (HK)

- Bank Automated Teller Machines with 'JET Payment"
or 'Bill Payment Service' signage
CUSTOMER CENTRES
In order fo provide convenient and efficient services, 20 of our Customer Centres are open from 10:00am to 8:00pm, including
Sundays and public holidays.




SENGIEE
Resulls of Towngas Service Pledge

B #® Results
A % 8 E Reliabilit 2015 2014
TR R AR SRALE (FB18199.99%) 99.992% 99.992%
Uninterrupted gas supply (over 99.99%)
R At TiEMBEERAMLE (SRR aNER) 100% 100%
In case of supply interruption on account of mainfenance or
engineering work (3 days prior nofification]
12/ R IRAR AR SR PR 100% 100%

Restoration of gas supply within 12 hours

£ 2 B E Safet

ZRBEGTHIERISRR (K255 EMR) F1920.9677088 | Fi921.18048
Emergency Team average arrival fime (within 25 minufes| Average 20.96 Average 21.18
minufes minufes

7 # BR ¥ Appointments

PARE TAER AR LS 2 2 E IR TS 112K FH1A1K
Availability of maintenance and installation services within 2 working days | Average 1.12 days | Average 1.11 days

WEMBAEEE Speed and Convenience

B RIGHER CRENIZ R ENELE) @3.21% 92.99%

Customer Service Hotline [calls answered within 4 rings)

— A TER AR SR B R R

Connect or disconnect gas supply within 1 working day

100%
(AEEPHZEXR)

(upon customer's request)

100%
(AEEPHZEXR)

(upon customer's request)

HEREEMNREREEROREAPES 100% 100%
Deposit refunded at Customer Centres (2 hours affer disconnection of gas supply) | (FERFEHZk) (REEFHER)

BB % & % Service Qualit

(upon customer's request)

(upon customer's request)

= R 8.85 81
EHlOency
YD~ AR R A AR 8.86 8.78

Courteous and friendly affitude

EBEF &R Handling Suggestions

A= ETHERAEIEEmEA 100% 100%
Reply within 3 working days
2 Hf A R R R RE S AN R R T3 VAN P A e i 100% 100%

Resolution, or a statement of when the matter will be resolved, within 2 weeks
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The result was based on surveys conducted by an independent research company. Our farget is to exceed a score of eight out of fen.
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2880 6999
2880 6988
2880 5522
2856 1331
6496 5898

EFEREEHII  towngas.cs@towngas.com

IR
Towngas

Useful Telephone Numbers
24-hour Emergency Hotline

24-hour Customer Service Hotline
24-hour Self-reading Hotline

Service Pledge Hotline
SMS Hotline
Customer Service Email  towngas.cs@towngas.com

2880 6999
2880 6988
2880 5522
2856 1331
6496 5898




