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Gas Appliances
for the Community Programme

Donating 10,000 Gas Stoves to

\ the Elderly and Needy Families /
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Towngas Greening up your life
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Launched Gas Appliances for the Community Programme 14
Spreading Warmth and Care to the Less Fortunate
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Secretary for Labour and Welfare Matthew Cheung (front row, seventh from left), Towngas Managing Director Alfred Chan (front row, eighth from o henafician, M en (right
left), Towngas Head of Commercial - Hong Kong Utilities Peter Wong (front row, ninth from left), Towngas Head of District Council Focus Teams : A " TS
Catherine Wong (front row, sixth from left) and representatives from the 18 District Councils celebrate the launch of the programme.
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B - further improve their quality of life. The programme includes on-site
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Programme” on 14 April 2015. Towngas has partnered with Hong Kong’s
18 District Councils to distribute 10,000 free gas cookers to single or

couple elderly aged 60 or over and families receiving CSSA, to help

installation and household gas safety reminders by fully qualified Towngas

technicians.

Towngas Managing Director Alfred
Chan and Secretary for Labour and
Welfare Matthew Cheung visited Ms
Lai, an elderly lady. They took the
opportunity to show their care by
cooking hot soup and delicious food

for her.
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Winning Outstanding Partnership Project Award
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Towngas Executive Director and Chief Operating Officer — Utilities Business Peter Wong (third from
left) received the award on the company’s behalf.
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At the Caring Company Scheme Award Presentation 2014/15 on 25 March,
Towngas was honoured to receive the Outstanding Partnership Project
Award with Tung Wah Group of Hospitals (TWGHSs). Towngas began
cooperating with TWGHs with the launch of the social enterprise “CookEasy”
in 2007.

In 2013, Towngas contributed HK$1.5 million to launch the “Towngas
Warmth and Care Fresh Food Aid Programme”. The initiative has now
distributed over 31,200 fresh food packs to needy families.
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Recognition for Quclll’cy Services
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In March, Towngas was honoured to receive awards from various media
organizations. This string of recognition attests to a growing level of public
support for our all-round and caring services.

#18 Award A8 Presented by
[EHRBRERE] 2 [REERRBEAE] (ESB®)
Sing Tao Service Awards - After Sales Service Sing Tao Daily
[BEBRBAE - RHAER] CREATD
Hong Kong Service Awards - Public Utilities East Week
[ERAREHEKNE] CERSRATI

Ming Pao Elite Awards - Public Utilities Ming Pao Weekly
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Towngas pledges to confinue i \mprovmg our service and o set higher targefs, aiming af providing our customers with best possible service. The new Pledge has become
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L effecive from January 2015, and the annual reporfing on performance resuls wil be announced in January 2016.
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Uninterrupted gas supply

R b TIEMB L ERAMLE
In case of supply interruption on laccount of maintenance or
engineering work|
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Restoration of gas supply
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Emergency Teams
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Availability of maintenance and installation services
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Customer Service Hotline
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Connect or disconnect gas supply
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Deposit refunded at Customer Centres
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Efficiency?
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Courteous and friendly attitude?
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Wiritten comments or suggestions
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service appoiniment. The maximum refund amount is HK$2,000.
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To enjoy this service, residential customers are advised fo inform us of their request for refunds af the time of making cap-off
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3 days prior nofification 100%
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Within 12 hours
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Arrive on site within 25 mmutes‘ 21.18 minutes
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Within 2 working days
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Average 1.11 days
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Calls answered within 4 rings 72.99%
- 100%
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Within 1 working day

[upon customer's request)
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2 hours affer disconnection of gas supply* lupon cuslomer’sreques]
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8 out of a tofal score of 10

= ETERAEER PSR X 100%
Reply within 3 working days :
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100%

Resolution, or a statement of when
the matter will be resolved, within 2 weeks
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Resuls of Emergency Team's vl e hos been released in form of average arivl ime since 2014
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The result was based on surveys conducted by an independent research company. Our target is to exceed a score of eight out of ten
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