IR
Towngas

BT F=H
March 2012

01 TEFH

Corporate News
—BATFIRBER HEERE
150 Years of Brilliant Achievement

07 MBE

Marketing Information
BEEFERRE LS
Quality Restaurant Environmental
Management Scheme (QREMS)

08 hEMERE
Corporate Social
Responsibility

BRATE THEEER [RERS |

HEE| BE
Champion in “Highest Service Hour
Award”

09 Rz
Environment

[EBFERERE011—EBRR |

B
Hong Kong Green Award 2011

12 EF18#E
Compliments

B IR

BUBRY HEEE

Friendly Hotline Service Wins

Commendation

c j BAER

AARRBER
Ewlsscocrg FSC™ C102068

— B f T F

ES SRR R Y-

150 Years of Brilliant Achievement
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The Group achieved remarkable success in 2011,

The steady
advancement of Hong Kong Core Business, together with rapid
development of Mainland China Public Utilities Business and notable
confribution from New Energy Business has made a new record of

profit growth for the Group in 2011.

Hong Kong Core Business

Last year, we saw prosperity in the travel, catering and hotel industries
in Hong Kong. The Group signed a number of new contracts for
switching of energy from oil to town gas, fostering a speedy growth in
tofal gas sales of 2%, one of the best figures for the past decade.

Number of customers in Hong Kong rose to 1.75 million, with 25,000
new customers. As a public ufility with a huge number of customers,
Towngas puts high priority on customer service. last year, a total of
5,698 compliment letters received from customers, representing an
increase by 3.1% over the previous year.

The stylish ltalian kitchen cabinets “Mia Cucina” launched in 2010
was very popular in the market and they were used in a number of
large residential projects in Hong Kong. A total of 2,000 sets of
kitchen cabinets were sold in 2011, with turnover more than HK$84
million. The development of new products and the expansion of sales
channel enabled sales of gas appliances to grow continuously. Over
230,000 units of appliances were sold in 2011.
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Mainland China Business
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Corporate News

With our unceasing efforts for the past decade, the Group has become the largest city-gas group in mainland China. At present, the Group,
including HKCG and Towngas China, has 100 city-gas projects on the mainland, laying a solid foundation for business expansion. Natural
gos sales on the mainland amounted to 10.3 billion cubic metres for 2011, translating info an increase of 21% compared with 2010.

Last year, the Group had 138 projects, including gas operations and diversified businesses, covering 21 provinces and cities in mainland
China. The number of customers on the mainland rose to 13.2 million, and profit for the Group will continue the double-digit growth rate.

A total of 380,000 units of Bauhinia appliances were sold in 2011, an increase of 36% over the previous year. Since the debut in 2005,
Bauhinia products have achieved an excellent sales record, with 1 million units sold in the China market.
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Bring Love and Warmth to the Community

Towngas has played an active role in serving the community. To show our care
for the community, we distributed around 38,000 pots of soup, 230,000 rice
dumplings and 100,000 mooncakes, with total service hours exceeding
64,000 in 2011,
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New Energy Business

The New Energy Business is another major driving force for the Group's future business growth. The Group has 18 projects on the mainland;
together with the LPG filling stations and Aviation Fuel Facility in Hong Kong, it now operates 20 projects.

In addition to the two existing coal resources projects in Jiangxi and Inner Mongolia, we invested in several coal mining projects in Yunnan and
Inner Mongolia fo seize the potential in the clean coal business. These new projects included the Kejian coal mine in Inner Mongolia, the

Group’s first open pit coal mine, which produces 600,000 tonnes of coal annually.

Since the launch of the New Energy Business in 2008, a number of major projects have been completed. The world-class Aviation Fuel Facility
in Tuen Mun and the coalbed methane liquefaction plant in Shanxi province are operating smoothly, while the construction work on the

methanol plant and coal resources project in Inner Mongolia has been completed.

BEENEXSRA T HLENBIRER

BRARMBE2FNY - ESFEBT —EFELNERA - RRIHE—FKELK
AMBEZRE  BRMAEERAE  BERE  CELEFZIH - MegEEYT
# - BREFT - TETREZENE - ERKRNE T BRARBESFNERSAE £
BEgE Basg |

Rapid Business Growth in the 21st Century with
150 Years of Solid Foundation

Established in 1862, Towngas has a long history of 150 years. Throughout the years,
we keep abreast of the times and demonstrate our innovation in every aspect of our
business including product development, quality of service and business operations. In
the coming years, Towngas will continue fo seize every opportunity for business expan-
sion and sfrive to reach new heights in our business.
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“Towngas Green Kitchen” Grand Opening
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(from Left) Towngas General Manager—Customer Service
Peter Wong, Executive Director and Chief Operating
Officer James Kwan, General Manager—Marketing
Duncan Wong and General ManagerProduction &
Technology Sham Man Fai af the opening ceremony.

A brand new “Towngas Green Kitchen” featuring award-
winning gas appliances was recently launched fo help achieve
a highly efficient and better working environment in the F&B
industry. The “"Coolkitchen 4 treasures” appliances developed
by Towngas are highly efficient for they effectively recycle
waste heat from cooking to enhance energy efficiency, while at
the same time achieving a low carbon emission rate.

The four new cooking appliances were awarded with “2011
Hong Kong Awards for Industries: Machinery and Machine
Tools Design Award” presented by the Chinese Manufacturers'’
Association of Hong Kong.

At the opening ceremony, Towngas Executive Director & Chief
Operating Officer James Kwan said “Towngas has always
valued cusfomer relations. VWe treasure any opinion from the
industry and devote great effort to the development of new
product designs to enhance industrial performance. The Towngas
Green Kitchen will become an important communication channel
between Towngas and the F&B industry.”

Furthermore, a “F&B Environmental Taskforce” was established
last year with an aim to provide professional advice for
business partners on choosing cookers best suited their needs
and fo offer them failormade energy solutions for maximising
energy savings while reducing emissions and costs.

EREFTY RER7]] EAMNERYER

Guests from the F&B indusiry expressed inferest
in the energy efficiency of Towngas “Cool

kitchen” products.
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Yazhou Zhoukan “1,000 Worldwide Chinese
Companies” 2011
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Towngas was once again honored by Yazhou Zhoukan as one of “1,000 Worldwide Chinese
Companies” in 2011. The magazine ranked the top 1,000 lisled companies owned by

Chinese enfrepreneurs from all over the world based on the stock prices of July 2011.
Companies that reported the highest average growth rates for revenue and net profit as well as

BRARREEVHREBNPNEMERY TRIET -

being the most innovative over the past three years were awarded the Best Performance Awards

Towngas Chief Financial Officer and Company Secretary John Ho
shares his thoughts af the presentation ceremony.

AEER BRBRES

in their respective regions.
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Setting Targets for Higher + Resulis of Towngas Service Pledge

Achievements
ERARFA [AEAE | kM THERARS

M| R E Relability

B & Results

IR B AR ALE (1818199.99%) 90.092%
UE  BREEEEESERE  RICGEI H - | Uineroed oo sophy lover 9961
=k - M S ST IOEE | oo AFOREF Rgesk A TIRMBEEERME SRAFATBAES) %
RIS BEAREE - R2BE - H In case of supply inérrupﬁliﬁon on account of maintenance or 100%
NIRTE - MEFMAERE BB UREEX engineering work (3 days prior nofification)
FEREZEFRGEE - WHNBFRMKAE - 12N RIBRRESE 100%
Restoration of gas supply within 12 hours
Towngas p|edges to cominue- tq improve OL‘JF-SQFVICG 2 2 B E Safety
and to set higher tfargets, aiming at providing our BB EH (95%E KB RI05 ENIEERS) o6, 18%
customers with the best possib|e service. Every year, Emergency Team arrived on site within 30 minutes (at 95% of the times)'
ot Reratin, Sefoy, Appoirmes. Spead | ™ # B B Appaininets
g i St PP ) AT R PR Gt B2 R Fi51.03%

and Convenience, Service Quality and Handling
Suggestions. The Service Pledge becomes effective
from the beginning of the year and the performance

Availability of mainfenance and installation services within 2 working days

WEMBEREE Speed and Convenience

Average 1.03 days

results are announced in following January S IRIBEER (RER IR R A 95.33%
. Customer Service Hofline (calls answered within 4 rings)
—ETERAEB S EEERGE 100%
Connect or disconnect gas supply within 1 working day [U(paﬁii}: efg%;?ﬁ]
HETERR \REEPROREFFEZES 100%
Deposit refunded at Customer Centres (2 hours after disconnection of gas supply) (REEFMER)

B % ® % Service Quality

(upon customer's requesf]

K’
Efficiency? 877
a5 PN WY B NFEN RS 8.79
1. F9/319.825)38 ) Courteous and friendly attitude? 4
Average 19.82 minutes di X
2 BRETANFRATRONE AE IS AR TN ESREs | B~ BR Handling Suggestions
R85 < LIMOD RS - FHENFED A L H0pUE - R=(ETERNEE BE RS 100%
The result was based on monthly surveys conducted from Reply within 3 working days
January to December 2011 by an independent research 2 IR R R R S 5 AN P R R T M T A B 100%

company. Our target is to exceed a score of eight out of ten.

Resolution, or a statement of when the matter will be resolved, within 2 weeks
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“Hong Kong Outstanding Enterprise 2011"
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Towngas was named one of the 41 “"Hong Kong Outstanding Enferprises
2011" by the Economic Digest. The award recognises and awards listed
companies with outstanding business performance over the past year. The
winning companies are selected according fo a set of criteria such as
business performance, corporate governance and popularity among  HARARERUBREERAANEMEARKEMETLE -

minority shareholders. Towngas Chief Financial Officer and Company Secretary John Ho received the
award on behalf of the Group.

ERAIZEE MEABEAZER

Towngas Launches “Street Art x Pit Cover Design Contest”
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PIERBE S EE - RHEBK$20,0007T - #IEAH/2012F3A/318 - FIFFAE -

streetarf.towngas.com

With the full support of Hong Kong Education City, Towngas has launched Hong Kong’s first pit cover
design confest, encouraging the people of Hong Kong to unleash their creative powers by designing
their own pit covers, thus highlighting Hong Kong’s unique culiure. Pit covers serve an imporfant
purpose — they mark the position of gas valves, providing easy access for inspectors and facilitating
the regular monitoring and maintenance of the gas supply system.

Participants can choose one of three themes for their entry: 1) Hong Kong Story, 2) VWarmth, Laughter
and Joy, and 3) low Carbon Footprint. The deadline for submission is 31 March 2012. For further

information, please visit street.towngas.com
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Flourishing spring flowers illustrate joy, hope and felicity.
Created by Maria, 903 DJ.

06



HRATMITESE
EENBHALE [EE

Towngas Executive Director and Ch\e{ Opa ing Officer Jomes Kwan

infroduces the newdy formed ‘F&B Environmental To%k{ome'
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Quality Restaurant Environmental Management Scheme
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To encourage catering operators to enhance competitiveness by implementing
environmental management measures, the Hong Kong Federation of Restaurant and
Related Trades and the Hong Kong Productivity Council launched Hong Kong's first
accredifation scheme for the trade on environmental performance — “Quality Restaurant
Environmental Management Scheme”, a scheme funded by the Environment and
Conservation Fund of the HKSAR Government. As a major sponsor, Towngas has
established a 'F&B Environmental Taskforce’ to tender professional advice on energy
saving and cost reduction. The taskforce will launch regular safety inspections on gas
appliances so to help foster a greater sense of safety in the industry.

2011 Service and Courtesy Award
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Widely known as the Oscar Award of the refail industry in Hong Kong, the “2011
Service and Courtesy Award” was held successfully on 2nd November 2011

Towngas staff Llouis Mok from Customer Centre was named a top performer in the
Retail [Service) category. When asked about his secrets of success, Mok said we
need fo serve cusfomers with three 'hearts’, namely a heart devoted to the needs of

customers, a heart fo listen and a heart to think from the customers’ point of view. It =FsnaTE#E (£
is only with these three hearts we can provide genuine heartfoheart service to our  louis Mok L] wins 2011

valued customers.

FHTERSPPINFHER

Newly Refurbished Towngas Customer Centres
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Service and Courtesy Award.

HARAREBRY (RERFRBARIN) FL+-—REE -

These brand new Towngas Customer Centres will provide the neighborhood with
allround services Monday to Saturday from
Holidays (Except Lunar New Year Holidays) from 1
is located at shop L104, 1/F Tin Yiu Plaza, Tin Yiu Estate; while our Lam Tin centre

10am to 8pm, Sunday & Public
Tam fo 8pm. Tin Shui Wai centre

can be found at shop 318, 3/F Kai Tin Shopping Centre.

HRAREHERREHLME -
Towngas new customer centre at Kai Tin Shopping Centre, Lam Tin.
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Champion in “Highest Service Hour
Award”
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ARBOME » [RUAZETIH] M1999FKIY - 25D REH Towngas volunteers received the "Highest Service Hour Award” from Selina Tsang,

Eﬁi@g‘?&OOO/J\H# ¢ wife of the HKSAR Chief Executive.

At the 2010 Hong Kong Volunteer Award presentation ceremony organised by the Social Welfare Department, Towngas was named
champion in the "Highest Service Hour Award (Private Organisation — Best Customer Participation)” and received a Certificate of Merit in the
"Highest Service Hour Award (Private Organisation — Category 1).

As part of our continuous drive to promote the volunteering spirit and community services, the Company has steered several large scale annual
charitable events such as “Rice Dumplings for the Community” and “Mooncakes for the Community”, which atiract wide participation from the
Company's Volunteer Service Team, local communities and non-profit making organisations. Since its establishment in 1999, the Towngas
Volunteer Service Team has rendered over 326,000 hours of community service.

RIE [2011REHERRAR]

“Outstanding Friends of Social
Enterprise” Award
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In recognition of our efforts in promoting the development of social enterprises in Hong Kong, Towngas was presented with the “Outstanding
Friends of Social Enterprise” Award by the Home Affairs Bureau.

The Company has worked with the Tung Wah Group of Hospitals on a social enterprise project called CookEasy since 2008. By delivering
fresh and healthy yet convenient meal packs, CookEasy creates employment and training opportunities for disadvantaged groups. We not only
contributed to the conceptualisation of the business, but also assisted in daily operation and promotions in ways such as lining up contacts with
private housing estates and other organisations.

Towngas has always been a responsible corporate citizen. VWe endeavour to promote the sustainable development of existing social
enterprises and explore opportunities for new projects.
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Towngas seized the silver “Green Managmenet Award” at the Hong Kong Green
Awards 2011. This newly formed category aims to recognise companies with

outstanding achievements in putting environmental pratices into their daily management
BRRADARCELZE2NEAREEEERNER () B5fRARIE
REERRAFIEE -
Towngas Head-Corporate Health, Safety and Environment Victor
Kwong and Senior Environmental Officer Brian Tam attended the
presentation ceremony on behalf of Towngas.

systems including energy and water conservation as well as waste and carbon footprint
reduction.

REATH [MRHEWERKRTE2012]

Greeners Action “Lai See Reuse and Recycling
Programme 2012”
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This year, Towngas sponsored and joined Greeners Action’s “lai See Reuse and
Recycling Programme” for the first time aming at reducing waste.

With the tremendous support from its staff, Towngas collected about 19,000 pieces of

Lai See packet in the programme. It can also be interpreted as a reduction in CO2

emission by about 300 kg. BEATGEZS RAREREEHRERTSNEDFUEEINFIRE -
Towngas Head - Corporate Health, Safety & Environment Victor
Kwong with the Lai See packets collected.

[ME—XR — xR REE ]
Take a Brake - Corporate Green Driving

Award Scheme
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Sponsored by the Standard Chartered Hong Kong 150th Anniverasry

Community Foundation and organised by Friends of the Earth (HK), the Take =~ S/ HMERE S - v o o

a Broke — Corporate Green Driving Scheme award presentation ceremony Group photo of the representafives from all winning organisations.

was held on 12 January 2012. The Scheme aims to call on corporations to improve fuel efficiency and cut fuel consumption to reduce the
emission of harmful pollutants. A total of seven awards were bestowed to encourage corporations and their employees to practice energy-
efficient driving. Towngas was crowned with the Gold status, reaffirming the Company’s endeavours and achievements in raising fuel efficiency
and reducing fuel consumption.
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Green Power Hike 2012
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Towngas once again took part in the Green Power Hike, the large-scale
charity walkathon promoting environmental conservation organised by
Green Power. This year marked the 19th anniversary of the Green
Power Hike and the event grows ever more exhilarating. The run

aims to help Green Power raise funds for environmental
education and related work, and to encourage people fo hike

and appreciate nature and Hong Kong's ecology.

Five Towngas teams joined the race this year. To our great
delight, the team from Towngas Telecom won the Championship
in the 10 kilometre team race.

mERBE TARNKOEG TRAEKHELE -
The team from Towngas Telecom won the
Championship in the 10 kilometfre team race

225 R EENHEAATETINESAER °
Group phofo before Towmgos runners set off for the
25+«kilometre race.
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Walk for Nature @ Mai Po
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Towngas once again sponsored WWF Hong Kong's Walk
for Nature @ Mai Po. The activity was held on & November

last year, with 40 Towngas staff members and their families

joining the walk. Parficipants spent a meaningful day

watching migratory birds at the wetlands in the Mai Po

Closed Area, deepening their understanding of environmental

AWHMNBERRRETIRRBLNT BHAEBZMNRRZIK o
Participants enjoyed a wonderful day out fogether at Mai Po.

profection and wild life conservation.
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Fried Chicken Rieces with Red Wine | ees
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cooking centre
BRI

Flame Cooking Recipe C fowngas

o Ingredients

e HE 1/2 & Chicken 1/2
WA %1 E Green pepper & red chilli each 1
A 1/2 1@ Onion 1/2

FREA 2 K Garlic 2 cloves
= 2 1§ Spring onion (white part] 2 stalks
PR 1/2 %%  Red wine lees 1/2 Thsp
EeE)] 1 5% Shaoxing wine 1 Thsp
R Seasonings

=] 1/2 &g Salt 1/2 tsp
U] 1 2R Sugar 1 tsp
X)) 1 2R Cornstarch 1 tsp

A Hh [t = Light soya sauce 1 Thsp
x5t Sauces

7K 1/4 % Water 1/4 cup
] 1 3R& Sugar 1 tsp
X)) 1/2 Z&&  Comstarch 1/2 tsp
A Hh 1/2 &%t light soya sauce 1/2 Tosp
S DFF Sesame oil a litfle
% Method

1 JCESTE - B AT - B 20 DEE -

2.5 AIREOFEYITI - FERY A BRI

3. ERZROM - AR - BUE -

A BFBRNBERET - AW FE - FA RER B
B - MALDBEESEHT - AT

BER - Er -

£24 §24 F-3

cools~lowe

1. Wash chicken, chop info pieces. Season and marinate for 20 minutes.

2. Cut green pepper, red chilli and onion info chunks. Slice garlic. Cut spring
onion into sections.

3. Heat 2 Thsp oil in wok, stirfry chicken until cooked. Remove.

4. Sauté the vegetables with remaining oil until fragrant. Return chicken

pieces. Add red wine lees and Shaoxing wine, foss well. Pour in sauce
and cook until thickened. Dish.
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Friendly Hotline Service
Wins Commendation

We fully understand the needs of our customers, and provide them with the
friendly, competent and efficient service they expect. To render more convenient
and friendly service, we have our staff from the 24-hour Cusfomer Service

Hofline answer phone calls, so that custfomers can make enquiries or
appointments directly with our Customer Service Officers.
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R

"Mr Energy”, a columnist of the Hong Kong Economic Times, commended
Towngas for sticking fo its policy of having phone calls answered directly by
staff. He pointed out that the cusfomer service hotlines of most large
corporations such as banks and telecommunications companies use recording
systems that do not satisfy the needs of customers, while Towngas has stuck to

its policy of having staff answer phone calls for over a decade, providing
friendly and efficient service to customers.

AN

customers’ satisfaction.

This recognition of our efforts encourages us to continue fo do our utmost for our
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Customer Focus Team

Since its inception in 1993, the Customer Focus
Team has proven to be an effective
communication channel between Towngas and
our cusfomers, helping to ensure that our
services fully meet customer expectations.

Consisting of senior staff from  Customer
Services, Customer Accounts and Refail
Marketing, the team visits two public housing
esfafes or private residential developments
every month to discuss issues related fo
Towngas services, such as gas safety, bill
payment and gas appliances. The team also
solicits comments and views from cusfomers so

as fo provide even better products and services.
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The Customer Focus Team visited an elderly centre at Ma On
Shan on 4 Aug 2011

If you are interested in arranging a visit from our Customer Focus Team fo your housing estate

or residential development, please contact our Corporate Communications Department at:

Address:

Corporate Communications Department, The Hong Kong and China Gas
Company Llimited, 15/F 363 Java Road, North Point, Hong Kong

Telephone: 2963 3483 Fax: 2516 7368 E-mail: ccd@towngas.com
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