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Improving Serwce Quality Through Continued

Pursuit of Excellence
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Since 1994, Towngas has published a service pledge detailing the quality of service to which the company is
commitied. This serves as a benchmark for all its employees with the aim of ensuring the standard of the Towngas
cusfomer experience. For the past 17 years, Towngas has consistently received scores higher than 8 points on
its customer surveys, which surpasses the customer satisfaction index specified in the service pledge.

In 2020, Towngas will continue to strive for excellence and further improve its service by raising the target customer
satisfaction index to 8.5 points. What's more, Towngas has made enhancements to its virtual assistant Tinny by
providing live chat function in January this year, thereby offering more comprehensive and efficient assistance to
residential customers. Customers can simply log on to chatbot.towngas.com or scan the QR code below to interact
with Tinny and have their questions addressed in real time.

RFERERETinny 145

Scan the following QR Code for Towngas” virtual assistant, Tinny



. ser viee

2°
&
£
g

a5v°‘°

D KRR " 2020F
R % & =%

BRAAAFCRERSRBER  BREEFESRERSE - UTARRMN2020FREARE - 1 ARER
REBER2021F1 AR -

Bk % & & Bk % & &

TREE
BRTBORAME " EE1690.99%
REESLnTENBESRERE  « SRNEABNEP
R » 120G
R2EE
BBREH » ROSHEMIEERS
BB
RIHIERZERH » RRATERBREET
NERSEEE
BB " RERABSENEE
BRI A « 1ET{EX
RO « BUREM ) BEIER T ORERP RS
BB ER
B * 855 (109555)
1) WENEROES « 855 (109 AE5)
REEFER
Em2n « SETERAEEEF BMEI(E
» MERNBRBBSE A 87 SR B

FEZRFMEREREREAREES  FRROREEREEAES  SRREFEAES2,0007T

BHEER LERE

BRT LA - RRAANRETRNRERY - 2ERERFRE -

HERRRERHE

FMER-EFAAYREERFRABORERZERE - MEFFE - AMRREDARN24/)FAR
HEERZERE AETRAERRBEIE  ZARUSFLETHRE  2EREEERY
(RRZEHENF i) - ZOTREEGKERS  DREFERLEERORN - FHERE REE
R - ERRRENREENTRERKRTY

ftRAE
BFREEAN—EHERE - HERE - = %@ﬁﬁﬂi%%&ﬁgﬁgﬁg ug%gy
- |RITPOfEAFR (B%ETowngasT * Citibank » fowngas.com 7
HERTRERERT) aFER HieEmiEan [EF2aRE]
“IARE) EEARGY : %ﬁ@qui(%ﬁﬁj
- BEEE (ERBLEEFFOhtps/eserviceowngas.com* - 2ABHE
HEBEBEMwww.ppshk.comskEmEEAER [HEBE - 2&7-Eleven - OK - VanGOEFE -

FHRE] - RTINS LrEERRR R IBE R) EHER LB AENET

_ - RGRIEHT
- gﬁiﬁi@% o [BBRE] SrnRTEEESHK B EF%&%;%Z?T?&%%J
& - AlipayHKHTNGE 755
- gk
BREPRD
EREEF  RFAAWMEFHONEERE AT L1028 L8 - EHARARRBRUBRLRS -

* AHRRHRLERS




ﬂ The Towngas Service Pledge
1 for 2020

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 2020, and the annual reporting on performance results will be announced in January 2021.

PLEDGES TARGETS
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RELIABILITY

Uninterrupted gas supply ¢ Qver 99.99%

In case of supply inferruption (on account ¢ Cusfomer nofification 3 days in advance
of maintenance or engineering work|

Resforation of gas supply ¢ Within 12 hours

SAFETY

Emergency Teams * Arrive on site within 25 minufes
APPOINTMENTS

Availability of maintenance  Within 2 working days

and installation services

SPEED AND CONVENIENCE

Cusfomer Service Hotline ¢ Calls answered within 4 rings

Connect or disconnect gas supgly o Within 1 working day

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

Efficiency ¢ 8.5 out of a fofal score of 10

Courteous and friendly atfitude ¢ 8.5 out of a fofal score of 10
HANDLING SUGGESTIONS

Wiitten 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 to inform us of their requests for refunds at the time of making capoff service 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 to cater for different needs of our customers.

APPOINTMENTS

We offer maintenance and installafion® service, by appoiniment, on Mondays o Sundays. Upon request, we can provide
maintenance and installation service within the same day or 24 hours. For domestic appliances dftersales, we offer 3-year
warranty for spare parts and free disposal of old appliances (only apply to the installation address of new appliance]. 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.

BILL PAYMENT
Customers can seflle their bills by any of the following methods:
- Autopay by bank account or credit cards - Cheque by post
fincluding Towngas Card, Citibank, Bank of China - echeque via Towngas email eChe ue@iovlvngios‘qom or
and American Express| o?(r:niegllfg‘" Payment” senvice at Bank of China [HK|'s website
) E%.mem sy e Sevies IS ) = Counter_poyprﬁent at Customer Centres and Towngas Avenue
ine payment (Towngas eService Cenfre: - Post Offices

hps://eservice.lowngos.com, PPS website: - Convenience stores including 7-Eleven, Circle K, YanGO,
www.ppshk.com o its mobile app “PPS on Mobilk”, or Infemet ~ CRVanguard Superstore or 8RVOnguord Shop
/ Mobile App banking service offered by any banks) - Bank of East Asia branches

- Bank Automated Teller Machines with "JET Payment" - Cheque Deposit Machine at Bank of China (HK)
or "Bill Payment Service" signage - AlipayHK o TNG Wallet

- Faster Payment System (FPS)
CUSTOMER CENTRES
In order fo provide convenient and efficient services, 21 of our Customer Centres are open from 10:00am fo 8:00pm,
including Sundays and public holidays.

* Only general insfallation service will be provided on Sundays
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Results of Towngas Service Pledge

B # Results

A% B E Reliability 2019 2018
IR B R R FE (H878199.99%) 99.988% 99.990%
Uninterrupted gas supply (over 99.99%)

Bk i TIRMB E R R MHRE - = RAiaLBmEr 100% 100%

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

12/ N RIRIE A R e 99.98% 100%
Restoration of gas supply within 12 hours

2 2 8 E Safety

ZZRERFHEERSRE (R250E8N) Fi921.65208 19228008
Emergency Team average arrival time (within 25 minufes) Average 21.52 Average 22.80
minufes minutes

¥ ¥ B % Appointments
PR TYER ARG A1 R 2o 3 PR F191.15K F191.10K

Availability of maintenance and installation services within 2 working days  Average 1.15 days ~ Average 1.10 days

MEMHEEE  Speed and Convenience

B RIGHGR CRENUZ R ENEEE) 96.66% 96.13%
Customer Service Hofline (calls answered within 4 rings)

— AT ERAESR BT R L E 100% 100%
Connect or disconnect gas supply within 1 working day (REEFHZLK)  (REESHE)

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

HETE R NREIEFRRORERFA RS 99.75% 100%
Deposit refunded at Cusiomer Centres (2 hours after disconnection of gas supply) — (EERF#Zk) (BRSO EK)

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

BRI ® % Service Quality

SrEs 8.95 8.92
Efficiency
B - BRI EERRE 8.93 8.88

Courteous and friendly atfitude

EEBZAER Hondling Suggestions

REETERNEREmEZR 100% 100%
Reply within 3 working days
w2 B A ARR P RE S AN P AROR T3 VRN P S R 100% 100%

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 was to exceed a score of eight out of fen.
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24-hour Emergency Hotline

BEPRBRE (240ERE)

24-hour Customer Service Hotline

HERR 24/ EIRTE)
24-hour Self-reading Hofline
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Service Pledge Hotline
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Towngas
EERBAE
Useful Contact Methods
2880 6999
2880 6988
2880 5522
2856 1331
6496 5898

SMS Hotline
BERELEFRL

Towngas eService Centre

https://eservice.towngas.com
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The Hong Kong and China Gas Company Limited

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