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~*  Bringing out credtivity Improving gas safety

RS

ﬂ: RAB-HEAZZAEERES  BESUNRE  REF [Et=-EBEREZ2REAR]| PEBTERE AR
REBPEGRSSROME  ERERLDERNBZEMARENZZEERS  BARRARRAE

Towngos won 10 awards in the “13th Hong Kong Occupational Safety & Health Award” last year, which made Towngas the
company with most gold awards in the year's event. The numerous awards demonstrated that Towngas has gained public
recognition for its excellent occupational safety and health (OSH) culture and flawless safety management system.
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The Smart Inspector is an enhancement
of a remote-controlled helicopter.
It carries a high digital camera and
an adjustable gas defector that reduces
the chance of technicians to work on
scaffolds.
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Regarding the above 10 awards, Towngas was honoured with Gold award in “Safety Culture Award’ for the second fime, and “OSH
Annual Report Award — Gold award” for five consecutive years. In addition, our “360° Total Riser Solution” also won Silver award in
“Safety Enhancement Programme Award”. This programme includes three inventions, namely Smart Inspector, Smart Pipe and Smart
Gondola. They are developed and improved by our staff, which help reduce the danger of work at height.
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‘@ The Towngas Service Pledge
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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 2015, and the annual reporting on performance results will be announced in January 2016.

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)

Restoration of gas supply ¢ Within 12 hours

SAFETY

Emergency Teams e 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 supply  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

Writien comments or suggesfions ¢ Reply within 3 working days

® Resolution, or a statement of when the
matier 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 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 fo cater for different needs of our cusiomers.

APPOINTMENTS

We offer 11 fime slots for residential maintenance and 9 fime slofs for installation appoiniments on weekdays and Saturdays.
Upon request, we can provide maintenance and installation service within the same day or 24 hours. For domesfic
appliances affer 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 elecrical wiring
for installation of gas appliances, are also provided fo our customers.

BILL PAYMENT
Customers can seffle 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 Cenires and Towngas Avenue
- Payment on Infernet Service -Post Offices

(Towngas online customer centre: www.towngas.com, - Convenience sfores 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
- Cheque Deposit Machine at Bank of China [HK)
CUSTOMER CENTRES
In order fo provide convenient and efficient services, 20 of our Customer Centres are open from 10:00am to 8:00pm,
including Sundays and public holidays.
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Uninferrupted gas supply (over 99.99%)
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In case of supply inferruption on account of maintenance or
engineering work (3 days prior nofification]
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Restoration of gas supply within 12 hours
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Emergency Team arrived on site within 30 minutes'
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Emergency Team average arrival time (within 25 minutes|’
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Availability of maintenance and installation services within 2 working days
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Customer Service Hotline [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 after disconnection of gas supply
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Courteous and friendly atfitude”
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Resolution, or a statement of when the matter will be resolved, within 2 weeks
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Resulls of Towngas Service Pledge

B # Results
2014 2013
90 .992% 90 .992%
100% 100%
100% 100%

N/A

Fi921.187 88
21.18 minufes

FEH1.11K
Average 1.11days

92.99%
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(upon customer's request)

100%
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(upon customer's request)

8.81

8.78

100%

100%
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95.84%

N/A

7 # BR ¥ Appointments

F591.13K
Average 1.13 days
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94.06%
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(upon customer's request)
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(upon customer's request)
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8.79

8.80

EBEEZF &R Handling Suggestions
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1. 2014 Rt - FHEZIRERIRERSORRMA TR

Results of Emergency Team's arrival fime has been released in form of average arrival fime since 2014.
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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.




EREERES
BRIBHER (24/0RRE)
EFERERE (24 EHRH)
RERBAR (24/NEEIRTE)
PRI AR AR

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

EFRFESHMIE  towngas.cs@towngas.com Customer Service Email  towngas.cs@towngas.com
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The Hong Kong and China Gas Company Limited

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

CC362-15/02



