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*** Innovating for a Green Environment
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Heng Komg Awards For Industria

|n line with our management philosophy of “Growth =
Innovation x Implementation”, Towngas has strived
to promote innovation in recent years. The launch
of our smart metering system has served to simplify
the reporting process, while our Water Heater
Hydropower Generator Module has eliminated the
need for battery replacement in our water heaters,
thereby benefitting both our customers and the
environment. The 2018 Hong Kong Awards for
Industries: Innovation and Creativity Award and the
Innovative Business Award: The Innovation Enterprise
Gold Award received last year affirm our unique
and innovative concepts as well as our continuous
quest for creativity.

In April last year, Towngas has also launched a
new virtual assistant named “Tinny” to handle online
enquiries. Visit www.towngas.com and click on the
“Virtual Assistant” tab to speck to Tinny for
instant responses on queries regarding Towngas’
residential services.
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Towngas pledges to confinue improving our service and to set higher fargets, aiming at providing our customers with best possible service. The
new Pledge has become effective from January 2019, and the annual reporting on performance results will be announced in January 2020.

PLEDGES TARGET \

RELIABILITY

Uninterrupted gas supply ¢ Over 99.99%

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

of maintenance or engineering work|

Resforation of gas supply ¢ Within 12 hours

SAFETY

Emergency Teams ® Arive on site within 25 minutes
APPOINTMENTS

Availability of maintenance  Within 2 working days

and installation services

SPEED AND CONVENIENCE

Cusfomer Service Hofline ¢ 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 afiitude * 8 out of a fofal score of 10

HANDLING SUGGESTIONS

Wiitien 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 customers are advised fo inform us of their requests for refunds at the time of making capoff sevice appointment. The maximum
refund amount is HK$2,000.

CUSTOMER SATISFACTION IS OUR TOP PRIORITY

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

APPOINTMENTS

We offer 11 time slots for residential maintenance and 9 fime 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
clft)er 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 seftle their bills by any of the following methods:
- Autopay by bank account or credit cards - Cheque by post
W12y ; d
[including Towngas Card, Citibank, Bank of China - 9cheque via Towngas email eCh Ue@TO\.Nﬂ%GS.Qom or
and American Express) eCheqlue Bill Payment” service of Bank of China {HK)'s website
g or mobile a
eyt by Phone Senvice (PPS) ) ) - Counter pa)?rﬁent at Customer Cenres and Towngas Avenue
- Online payment (Towngas eService Centre: - Post Offices
www.fowngas.com/eService, PPS website: - Convenience stores including /Eleven, Circle K, VanGO,
wwwppshk.com or its mobole app “PPS on Moble”, or Infemet CRVanguard Superstore or 8RVonguord Shop

/ Mobile App banking service offered by any banks| - Bonk of East Asia branches )
- Bank Automated Teller Machines with "JET Payment' - Cheque Deposit Machine ot Bank of China (HK)
or 'Bill Payment Service" signage - AlipayHK or TNG Wallet

- Faster Payment System (FPS)
CUSTOMER CENTRES
In order to provide convenient and efficient services, 21 of our Customer Centres are open from 10:00am to 8:00pm,
including Sundays and public holidays.
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o Of B OE Reliability 2018 2017
TRIRT B RV R LR (E858199.99%) 99.990% 99.991%
Uninterrupted gas supply (over 99.99%)

Fe s Kb TiEMH T ERRME (S RAFAEBME) 100% 100%

In case of supply interruption on account of mainfenance or
engineering work (3 days prior nofification]

12/ N RIRIE A R e 100% 100%

Restoration of gas supply within 12 hours

£ 2 B E Safety

ZRBEGTHIERISRR (K25658EMR) F1922.89 88 F1922.575 &
Emergency Team average arrival time (within 25 minufes) Average 22.8 Average 22.57
minufes minutes

W ¥ B % Appointments
R ETER AR 18 K 22 KBRS TR F9111K

Availability of maintenance and installation services within 2 working days Average 1.1 days  Average 1.11 days

WEMBHERE Speed and Convenience
B RIS CRENUE R E L) Q6.13% 94.98%

Customer Service Hofline (calls answered within 4 rings)

— (A TVER AR SR B R 100% 100%

Connect or disconnect gas supply within 1 working day (REEsasg) (RS, EOEK)
[upon customer's request]  (upon customer's request]

BER R RRE RSP ORERSZE 100% 100%

Deposit refunded at Customer Centres (2 hours ffer disconnection of gas supply]  (REZRF0ZR)  (AEEFEFHENR)

[upon customer's request]  (upon customer's request]

B ¥ ® % Service Quality

R 8.92 8.91
Efficiency”
Y BB ENRSE 8.88 8.87

Courteous and friendly affitude”™

EEEAER Hondling Suggestions

REATERNERZEE@mEE 100% 100%
Reply within 3 working days
2 B PR R R sl AN P BRR T AR AN P AR B ] 100% 100%

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

* RBBYERNARARETNES BEERTESS - 0D BRS - FwREIS8D LA LHIMKAE

The result was based on surveys conducted by an independent research company. Our farget is fo exceed a score of eight out of fen.
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2880 6999
2880 6988
2880 5522
2856 1331
6496 5898

EFREEHiA  towngas.cs@towngas.com
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Useful Contact Methods
24-hour Emergency Hotline
24-hour Customer Service Hotline
24-hour Self-reading Hotline
Service Pledge Hotline

SMS Hotline

2880 6999
2880 6988
2880 5522
2856 1331
6496 5898

Customer Service Email  towngas.cs@towngas.com

EBPERRBERLA
BRI ABEEI63R
The Hong Kong and China Gas Company Limited

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

CC461-19/02



