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Whi|e focusing on the enhancement of customer service
quality, Towngas is also committed to fulfilling our social
responsibility and actively promotes environmental and social
activities in the community. Last year, Towngas was honoured
with Gold Award in “Enterprise” category, Gold Award in
“Volunteer Team” category and Special Commendation for
Community Care at the “7th Hong Kong Outstanding Corporate

Citizenship Awards” organised by the Hong Kong Productivity
Council in recognition of our commitments to fulfill social
responsibility. Our efforts in community care and sustainable
development of the economy, society and environment have

been widely recognised.
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On the other hand, we continue to offer quq|ity producis
and services for our customers. With the “People-oriented”

design concept, Mia Cucina introduced a series of
infelligent appliances this year to provide a full range of
equipment and establish the personalised cooking area
for the customers in pursuit of quality living to enjoy the

fun of cooking.
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The Towngas Service Pledge
for 2017

Towngas pledges fo confinue improving our service and fo sef higher fargets, aiming af providing our customers with best possible service. The
new Pledge has become effective from January 2017, and the annual reporting on performance results will be announced in January 2018.

PLEDGES TARGET

RELIABILITY

Uninterrupted gas supply ¢ Over 99.99%

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

of mainfenance or engineering work|

Restoration of gas supply ¢ Within 12 hours

SAFETY

Emergency Teams e Arive on site within 25 minutes
APPOINTMENTS

Availability of maintenance  Within 2 working days

and installation services

SPEED AND CONVENIENCE

Customer Service Hofline e Calls answered within 4 rings

Connect or disconnect gas supgly o Within 1 working day

Deposit refunded ot Customer Centres * 2 hours after disconnection of gas supply*
SERVICE QUALITY

Efficiency ® 8 out of a fofal score of 10

Courteous and friendly atfitude * 8 out of @ 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 senvice, residential customers are advised fo inform us of their request for refunds af the fime of making capoff service appoiniment. The maximum
refund amount is HK$2,000.

CUSTOMER SATISFACTION IS OUR TOP PRIORITY

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

APPOINTMENTS

We offer 11 time slofs for residential maintenance and 9 time slots for installation appoiniments on weekdays and Saturdays.
Upon request, we can provide maintenance and installation service within the same day or 24 hours. For domestic appliances
aﬁer 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
[including Towngas Card, Citibank, Bank of China - echeque via Towngas email eCheﬂiJe@lowngos.com or
and American Express| "eCheque Bl Payment” senvice at Bank of China [HK|'s website
- Payment by Phone Service or mobile app
- Online payment (Towngas eService Centre: - Counter payment of Cusiomer Centres and Towngas Avenue
www.towngas.com/eService, PPS website: - Post Offices
www.ppshk.com or ifs mobile app “PPS on Mobile”, or Infemet - Convenience stores inc|Udin8 7Eleven, Circle K , VanGO,
/ Mobile App banking service offered by any banks) ~ CRVanguard Superstore or CRVanguard Shop
- Bank Automated Teller Machines with 'JET Payment" - Bank of East Asia branches
or "Bill Payment Service" signage - Cheque Deposit Machine at Bank of China (HK)

CUSTOMER CENTRES
In order to provide convenient and efficient services, 21 of our Customer Centres are open from 10:00am fo 8:00pm,
including Sundays and public holidays.
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Resulis of Towngas Service Pledge
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Uninterrupted gas supply (over 99.99%)
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Restoration of gas supply within 12 hours
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Emergency Team average arrival time (within 25 minufes)
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Availability of maintenance and installation services within 2 working days
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Customer Service Hofline (calls answered within 4 rings)
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Connect or disconnect gas supply within 1 working day
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Deposit refunded at Customer Centres (2 hours affer disconnection of gas supply
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Courteous and friendly affitude”™
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Resolution, or a statement of when the matter will be resolved, within 2 weeks

B & Results
90 991% 90 .992%
100% 100%
100% 100%

F14521.54 5588
Average 21.54

minutes

F191.14K
Average 1.14 days

92.53%
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(AR B ER)

(upon customer's request)

100%
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(upon customer's request)
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100%
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minutes
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Average 1.12 days
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(upon customer's request)
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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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Useful Telephone Numbers
28806999  24-hour Emergency Hotline
2880 6988  24-hour Customer Service Hotline
2880 5522 24-hour Self-reading Hotline
2856 1331 Service Pledge Hotline
6496 5898 SMS Hotline

2880 6999
2880 6988
2880 5522
2856 1331
6496 5898

EFRFSHIE  towngas.cs@towngas.com Customer Service Email  towngas.cs@towngas.com

ERPERRBRAF
B ABEEI63H

The Hong Kong and China Gas Company Limited

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