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o 7 Ignite a Smart Future Through Achieving Sustainable
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Scan the QR code for the
information of Smart (loT)

— R Anti-scorch Built-in Hob.

Towngos is committed fo creating a sustainable future and promoting a low carbon lifestyle with innovative
thinking to bring Environmental, Social and Governance (ESG) issues at the forefront of its business operations.
In the past year, the Company won various sustainability awards, including the Grand Award (Large
Organisations) from the Hong Kong Management Association, demonstrating that we continued to improve
our ESG performance while maintaining strong business growth.

In recent years, the Group has been acfively expanding its smart energy business through investing in and
operating a number of different renewable energy projects, and has also successfully developed and launched
Hong Kong’s first Smart (loT) Anti-scorch Built-in Hob. With the use of the new “Towngas Smart Appliance”
mobile app, customer can monitor the appliance status and remote shut-off anytime and anywhere, so as

to enjoy the convenience brought by enhanced home safety.
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The Towngas Service Pledge

for 2022

Towngas pledges fo confinue improving our service and fo set higher fargets, aiming at providing our customers with best possible service.
The new Pledge has become effecive from January 2022, and the annual reporting on performance resulis will be announced in January 2023.

PLEDGES TARGETS

RELIABILITY

Uninterrupted gas supply”

In case of supply interruption (on account
of mainfenance or engineering work|
Resforation of gas supply

SAFETY

Emergency Teams

APPOINTMENTS
Availability of maintenance
and installation services

SPEED AND CONVENIENCE
Cusfomer Service Hotline

Connect or disconnect gas supply
Deposit refunded af Customer &mres

SERVICE QUALITY
Efficiency
Courteous and friendly atiitude

HANDLING SUGGESTIONS

Wiitten comments or suggestions

® Qver 99.99%
¢ Customer notification 3 days in advance

o Within 12 hours

o Arrive on site within 25 minutes

e Within 2 working days

¢ Calls answered within 4 rings
¢ Within 1 working day
¢ 2 hours dffer disconnection of gas supply*

o 8.5 out of a fotal score of 10
® 8.5 out of a total score of 10

® Reply within 3 working days
o Resolution, or a statement of when the

matter will be resolved, within 2 weeks

A Unplanned Gas Supply Inferuption.

* To enjoy this senvice, residential customers are advised fo inform us of their requests for refunds af the fime of making capoff service appointment. The maximum

refunci amount is HK$2,000.

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 installafion service within the same day or 24 hours. For domesfic appliances aftersales, we offer 3-year
warranty for spare parts and free disposal of old appliances (only apply fo the installation address of new appliance). Other
feebased 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 seflle their bills by any of the following methods:

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

- Payment by Phone Sewvice (PPS)

- Online payment (Towngas eService Centre:
hitps:/ /eservice.fowngas.com, PPS website:
www.ppshk.com or its mobile app “PPS on Mobile”, or Inemet
/ Mobile App banking service offered by any banks)

- Bank Automated Teller Machines with 'JET Payment"
or "Bill Payment Service" signage

CUSTOMER CENTRES

- Cheque by post
- e-cheque via Towngas email eCheque@iowngas.com or

"e-Cheque Bill Payment” service at Bank of China [HK)'s
website or mobile app

- Counter payment af Customer Cenfres and Towngas Avenue
- Post Offfices
- Convenience stores including 7-Eleves

n, Circle K, VanGO,
U Select, CRVanguord Supersiore or CRVanguard Shop

- Bank of East Asia branches

- Cheque Deposit Machine af Bank of China (HK)
- AlipayHK, WeChat Pay HK or TNG Wallet

- Faster Payment System (FPS)

In order fo provide convenient and efficient services, we have 21 customer centers across Hong Kong Island, Kowloon

and New Territories.

# Only general installation service will be provided on Sundays.




PSR, B R R R 5

Results of Towngas Service Pledge

B # Results

o] 5 12 & Reliability 2021 2020
TRIRTBEVEE SR ALE" (F818199.99%) 99.996% 99.996%
Uninterrupted gas supply” (over 99.99%)

B e A TR M S E R R ME - 3RpITFELRAES 100% 100%

In case of supply mterrupnon on account of maintenance or
engineering work : customer nofification 3 days in advance

12/ IR IE R SRUL R 100% 99.99%

Restoration of gas supply within 12 hours

z28E Sofety

SSREGFHIERSRE (M250EN) F921.3908 215708
Emergency Team average arrival fime (within 25 minufes) Average 21.39 Average 21.57
minufes minufes

F# MR Appointments

R E TAER AR A1 K 22 R AR F91.16R F91 215E
Availability of maintenance and installation services within 2 working days ~ Average 1.16 days ~ Average 1.21 days

wEMAEEZE Speed and Convenience
B RISEAR CRENIE LB N 95.13% 96.10%

Customer Service Hofline (calls answered within 4 rings)

1B TYER A BB B R R e 100% 100%
Connect or disconnect gas supply within 1 working day (REESHOZR)  (REES025)
[upon customer's request]  [upon customer's request]
BETR R MR RS R OREFRS RS 99.92% 100%
Deposit refunded at Customer Centres (2 hours affer disconnection of gas supply]  (FEZRFHER)  (AEEFHER)

[upon customer's request]  [upon customer's requesf]

PR ¥ & % Service Quality

R 8.99 9.00
Efficiency!
B~ AR R B AR 8.99 8.98

Courteous and friendly affitude!

BREZAER Handling Suggestions

F3METVER AR IR S 2R 100% 100%
Reply within 3 working days
7 2 HA PO AR R R R sl o N P BRR T3 A AN P AR R ] 100% 100%

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

~ ABINMEBEREEZZE o Unplanned Gas Supply Inferruption.
T REBYENRERRETNES BERRIEES - MODARS - FHIRIG8.55 U LR

The result was based on surveys conducted by an independent research company. Our target was to exceed a score of eight point five out of fen.



0

BHgH &
Contact Channels

EREF O https://www.towngas.com/tc/Household/
Towngas Customer Centres Customer-Services/Customer-Centres
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Towngas eService Centre
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