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As a leading green and smart energy company in Hong Kong, Towngas is dedicated
to providing our valued customers with safe, reliable, and clean energy solutions, along
with a wide range of innovative appliances and diverse energy applications. By utilising
natural gas, the cleanest fossil fuel with the lowest emissions, along with harnessing
the potential of naphtha and landfill gas, we have successfully limited our gas production's
carbon emissions to only one per cent of the total emissions in Hong Kong.

We are continuously pushing the boundaries of innovation, and our latest breakthrough
is the integration of Internet of Things (loT) technology into our smart water heaters.
With this advancement, users can conveniently switch the heater on or off and adjust
the water temperature remotely using their smartphones. Additionally, they can easily
monitor their gas and water consumption, ensuring both safety and convenience. Similarly,
our smart controller, powered by loT technology, enables users to monitor their cooking
appliances via mobile devices. It even supports emergency remote shutoff providing
users an additional sense of security and peace of mind.
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ﬁﬁi@gfﬁi;ﬁm gﬁi‘?gég?m Towngas' 6-Star Service Package provides customers with

a 24-hour hotline for enquiries, installation and maintenance
smart water heater that utilises loT services arranged within one working day, as well as
technology, allowing for remote control | oomprehensive after-sales services for residential

Towngas has launched an innovative

via smartphones for enhanced safety
and convenience.

appliances. This ensures that customers can enjoy
high-quality and comprehensive services.
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In 2006, we signed a gas supply contract with an Australian natural gas supplier, BRI RN DR RRTERERE -

ensuring a consistent energy supply for our Hong Kong customers. Through this Through the “Sending Warmth to Thousands
partnership, we have collectively saved our users over HK$20 billion in fuel with Smart Technology” programme,

|~/ Towngas donates smart controllers
expenses to date.
° /E and smart meters to families in need.
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Towngas Service Pledge

M for 2024

Towngas pledges to continue improving our service and to set higher targets, aiming at providing our customers with best possible service.
The new Pledge has become effective from January 2024, and the annual reporting on performance results will be announced in January 2025.

PLEDGES TARGETS

RELIABILITY

Uninterrupted rl;as supply’ + Over 99.99%

In case of supply interruption (on account + Customer notification 3 days in advance
of maintenance or engineering work)

Restaration of gas supply + Within 12 hours

SAFETY

Emergency Teams + Arrive on site within 25 minutes
APPOINTMENTS

Availability of maintenance + Within 2 working days

and installation services
SPEED AND CONVENIENCE

Customer Service Hotline + Calls answered within 4 rings
Connect or disconnect gas supply + Within 1 working day
SERVICE QUALITY

Efficiency + 8.5 out of a total score of 10
Courteous and friendly attitude + 85out of a total score of 10
HANDLING SUGGESTIONS

Written comments or suggestions + Reply within 3 working days

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

+ Unplanned gas supply interruption.

CUSTOMER SATISFACTION IS OUR TOP PRIORITY

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

APPOINTMENTS

We offer maintenance and installation” service, by appointment, on Mondays to Sundays. Upon request, we can provide
maintenance and installation service within the same day or 24 hours. For domestic appliances aftersales, we offer 3-year
warranty for spare parts and free disposal of old appliances (only apply to the installation address of new appliance). Other
fee-based installation services, including workbench opening, kitchen cabinets design and installation and electrical wiring
for installation of gas appliances, are also available to our customers.

BILL PAYMENT
Customers can settle their bills by any of the following methods:
- Autopay by bank account or credit cards - Cheque by post
(including Towngas Card, Bank of China and - e-cheque via Towngas email e-Cheque@towngas.com or
American Express) “e-Cheque Bill Payment" service at Bank of China (HK)'s
- Payment by Phone Service (PPS) website or mobile app
- Online payment (Towngas eService Centre: - Counter payment at Customer Centres
https://eservice.towngas.com, PPS website: - Post Offices ) i i
www.ppshk.com or its mobile app “PPS on Mobile”, or Internet - Bosnéifytence stores including 7-Eleven, Circle K, VanG0,

/ Mobile App banking service offered by any banks)

~ Bank Automated Teller Machi ith "JET P t - Bankof East Asia branches
oprill %z;)yrpnaer?t S:rviecre“ ggnlgg: " LA Cheque Deposit Machine at Bank of China (HK)

- AlipayHK, WeChat Pay HK or TNG Wallet
CUSTOMER CENTRES - Faster Payment System (FPS)

In order to provide convenient and efficient services, we have 20 customer centres across Hong Kong Island, Kowloon
and New Territories.

#Only general installation service that does not involve noisy tasks will be provided on Sundays.
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Uninterrupted gas supply” (over 99.99%)
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In case of supply interruption on account of maintenance or
engineering work : customer notification 3 days in advance
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Restoration of gas supply within 12 hours
Z28EE Safety
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Emergency Team average arrival time (within 25 minutes)
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Availability of maintenance and installation services within 2 working days
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Customer Service Hotline (calls answered within 4 rings)

LETER A SR E B R e

Connect or disconnect gas supply within 1 working day
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Efficiency!
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Courteous and friendly attitude”
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Reply within 3 working days
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Resolution, or a statement of when the matter will be resolved, within 2 weeks
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Results of Towngas Service Pledge

B # Results

2023
99.992%

100%

100%

F1521.325 8%
Average 21.32
minutes

F191.08%
Average 1.08 days

95.95%

100%
(EAEEFHENR)
(upon customer's request)

8.96

8.94

100%

100%

2022
99.994%

100%

100%

F1520.87 5 8%
Average 20.87
minutes

109K
Average 1.09 days

95.07%

100%
(AEEFrZER)
(upon customer's request)

9.00

9.00

100%

100%

N EBNMEBERHESTE -
Unplanned gas supply interruption.
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The result was based on surveys conducted by an independent research company. Our target was to exceed a score of 8.5 out of 10.
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Contact Channels

EREFHL https://www.towngas.com/tc/Household/
Towngas Customer Centres Customer-Services/Customer-Centres
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Towngas eService Centre
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The Hong Kong and China Gas Company Limited

363 Java Road, North Point, Hong Kong
www.towngas.com



