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Towngas offers
NEW payment method

EFNE| RERRIEEREFZE

CHEQUE | e-cheque via Towngas website
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We accept payment by e-cheque now, customer can make the
e-Cheuge payable to “The Hong Kong and China Gas Company
Limited” and send to our designated email address
e-Cheque@towngas.com. Remember

to include the e-Cheque
information and Towngas
account no. in the email.

It is environmentally

friendly and convenient. \
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Customer can also visit T
Towngas website to arrange
e-cheque payment, please scan
for more details:
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Green Cooking Tips
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‘Eﬁ’ % _ # Steaming and simmering \
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Try reducing the amount of water used

50%
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For example, a 60% increase
in water used for preheating
might lead to a 50% increase
in energy cost, carbon
emission and cooking time.

Ifincrease 60% water
for preheating

BEERAEERMRERRY
When possible, steam your food
using a metallic container rather
than a ceramic one
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Your energy cost, carbon

emission and cooking time
i maybe reduced by up to 25%.
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' carbon emission
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For more green activities, please visit our new mobile app “Towngas

SR/ F)” or Facebook fanpage of “lowcarbonaction”.
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Service Pledge
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Towngas Greening up your life
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Towngas pledges fo confinue improving our service and fo set higher fargefs, aiming at 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

PR % & & Targets 2015 B #& Results

BB % #& & Pledges

A % 82 B Reliabilit

IRR T B R AL e #%8199.99% 99.992%
Uninterrupted gas supply Over 99.99%

E#E s b Ti2 /% B R Gt e = RBIFESEMEF 100%
In case of supply inferruption on account of maintenance or 3 days prior nofification

engineering work)

PRAE BRI 12N Y 100%

Restoration of gas supply Within 12 hours

2 2 8 E Safet

ZIREK 25 B NIRETR S F1520.967§2
Emergency Teams Arrive on site within 25 minutes 20.96 minutes

7 # BR ¥ Appointments

FARIE TVER AT AR TS
Within 2 working days

RS R L RKIRTS

Availability of maintenance and installation services

F51.12K
Average 1.12days

BEMHS@EEE Speed and Convenience

B RBBEAR SRE P PR S B N 93.21%
Customer Service Hofline Calls answered within 4 rings

£ B L BT AL —{ATERP 100% ¢
Connect or disconnect gas supply Within 1 working day (Ui)ﬁii): e?g%i?st)
HUAKE RSP O BEGEM/\EEIESHORRBS RS 100%
Deposit refunded af Customer Centres 2 hours after disconnection of gas supply* (AEEFHEX)

(upon customer's request)

BB % B % Service Qualit

=R 85 (109 Am5)
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Efficiency 8 out of a fofal score of 10 8.85
YD~ PR S SR 0 AR 8% (102 M) 8.86
Courteous and friendly aftitude 8 out of a fotal score of 10
BEEFR&ER Hondling Suggestions
EmEE AT ERAEER P E WA Rt 100%
Wiritten comments or suggestions 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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The result was based on surveys conducted by an independent research company. Our target is fo exceed a score of eight out of fen

FEEFPNERERERERNEIEZS - FRENRBGHRHEHER  SRREREREE2,0007
To enjoy this service, residential cusiomers are advised fo inform us of their request for refunds at the time of making cap-off
service appoiniment. The maximum refund amount is HK$2,000.

BEEE LERA
CUSTOMER SATISFACTION IS OUR TOP PRIORITY
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Apart from the above pledges, we also offer other services to cater for different needs of
our cusfomers.

WIERRERF APPOINTMENTS
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We offer 11 time slots for residential maintenance and 9 time slots for installation
appointments 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
to our customers.

f1% 7% BILL PAYMENT
REARBEA—BHENE  HERE -

Customers can sefile their bills by any of the following methods:

- BAPAEEAR (BRART . - BEXE
Citibank + RERITREREB ) Cheque by post

BEEE

Autopay by bank account or credit cards
[including Towngas Card, Citibank, Bank
of China and American Express)

- [REE] SRABRG

Payment by Phone Service

BLegsg (KRBLEFPHL
www.towngas.com * & B4k
www.ppshk.comzi$RTTHR LAY 48 1
B RT)

Payment on Intemet Service (Towngas online
customer centre: www.towngas.com, PPS
website: www.ppshk.com, or other online

services provided by banks)
- WA (82 5] & [BERE] F
MRITEBES

Bank Automated Teller Machines with
"|ET Payment" or "Bill Payment Service'
signage

- BERARMBEREF R
eheque via Towngas website

- RREPHLYL [BFRE]

Counter payment at Customer Centres

and Towngos Avenue

2BBHE

Post Offices

- 2/87-Eleven - OK - VanGOEFIIE -
EREREERMARANED
Convenience sfores including 7-Eleven,
Circle K, VanGO, CRVanguard Supersiore
or CRVanguard Shop

- RBRITED1T

Bank of East Asia branches

PREEZ [FXRH]

Cheque Deposit Machine at Bank of

China (HK)

REZFHRL CUSTOMER CENTRES
BHEEE  RM0MESHRLNELEMAT L10BE% Lo 2HMAR
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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.

EBFEEFERAT The Hong Kong and China Gas Company Limited
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