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To satisfy the customers’ need, Towngas has launched iPhone, Android and Nokia 
Apps respectively to provide a convenient and environmentally friendly way for users 
to access over 1,000 recipes with their mobile phones and the easy-to-use eServices 
which enable customers to report meter readings and receive eBill alerts.

We care for our customers as well as our employees. Last year, Towngas won the 
“Distinguished Family-Friendly Employer Award”, demonstrating that the family core 
values we promoted have gained public recognition. In addition, Towngas Volunteer 
Service Team was honoured with the “Award of 10,000 hours for Volunteer Service”, 
“Highest Service Hour Award” (Private Organizations – Best Customers Participation) 
and “Outstanding Friends of Social Enterprise” Award in 2011.

Towngas will continue to fulfil its corporate social responsibility, not only provide safe 
and reliable gas supply, but also promote a caring culture within the community.

Towngas provides caring and creative services



Towngas provides caring and creative services



The Towngas Service Pledge
for 2012

Towngas pledges to continue improving our service and to set higher targets, aiming at providing our customers with best possible service. The 
new Pledge has become effective from January 2012, and the annual reporting on performance results will be announced in January 2013.

PLEDGES TARGET

RELIABILITY
Uninterrupted gas supply · Over 99.99%
In case of supply interruption (on account · 3 days prior notification
of maintenance or engineering work)
Restoration of gas supply · Within 12 hours

SAFETY
Emergency teams · Arrive on site within 30 minutes, 
   at 95% of the times

APPOINTMENTS
Availability of maintenance · Within 2 working days
and installation services

SPEED AND CONVENIENCE
Customer Service Hotline · Calls answered within 4 rings
Connect or disconnect gas supply · Within 1 working day
Deposit refunded at Customer Centres · 2 hours after disconnection of gas supply*

SERVICE QUALITY
Efficiency · 8 out of a total score of 10
Courteous and friendly attitude · 8 out of a total score of 10

HANDLING SUGGESTIONS
Written 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 request for refunds at the time of making cap-off service appointment. 

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 8 time slots for residential maintenance and 9 time 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 after sales, we offer 3-year warranty for spare parts services 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 provided to our customers.

BILL PAYMENT
Customers can settle their bills by any of the following methods:
 - Autopay by bank account or credit cards - Bank Automated Teller Machines with "JET Payment" or 
  (including Towngas Card, Citibank,    "Bill Payment Service" signage
  Bank of China and American Express) - By Post (by cheque)
 - Payment by Phone Service - Counter payment at Customer Centres and Towngas Avenue
 - Payment on Internet Service  - Post Offices
  (Towngas online customer centre: www.towngas.com, - Convenience stores including 7-Eleven, Circle K , VanGO, 
  PPS website: www.ppshk.com, or other online services   CRVanguard Superstore or CRVanguard Shop
  provided by banks)  - Bank of East Asia branches
CUSTOMER CENTRES
In order to provide convenient and efficient services, 19 of our Customer Centres are open to 8:00pm, including Sundays 
and public holidays. Towngas Avenue is open from 10:00am to 10:00pm.



2011 Results of Towngas Service Pledge

1. 
 Average 19.82 minutes

2. 
 The result was based on monthly surveys conducted from January to December 2011 by an independent research company. Our target is to exceed a score of eight out of ten.

Results
 Reliability

Emergency Team arrived on site within 30 minutes (at 95% of the times)1

Customer Service Hotline (calls answered within 4 rings)

Connect or disconnect gas supply within 1 working day

Deposit refunded at Customer Centres (2 hours after disconnection of gas supply)

   

Efficiency2

    

Courteous and friendly attitude2

Reply within 3 working days

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

Uninterrupted gas supply (over 99.99%)

In case of supply interruption on account of maintenance or 
engineering work (3 days prior notification)

Restoration of gas supply within 12 hours

 Safety

 Service Quality

Handling Suggestions

 Appointments

Speed and Convenience

Availability of maintenance and installation services within 2 working days

95.33%

100%

(upon customer's request)

100%

(upon customer's request)

8.77

8.79

100%

100%

99.992%

100%

100%

96.18%

2011

Average 1.03day

95.20%

100%

(upon customer's request)

100%

(upon customer's request)

8.69

8.69

100%

100%

99.993%

100%

100%

96.67%

2010

Average 1.07 day



CC
24

9-
02

/1
2

Results of Towngas Service Pledge


