- e
- 5
- - - .-'.I....
o -
.i.-.np.li....__..,...._f -
= — e —
=, .
— ——
Sl
- :
My
—
~=F
P

ce Pledge

Vi

r

lowngas Se



%ﬁ

BV SR A R it s 0 e

NEWETETGYASOUTCEICONTTIUTESHOIIEET: anv]wmnani
Qlyeliiy sarvisa noienzs i didrel

RRARARRIEAE—QRERN - FRRILEERER
FERTE B N200851 ARTRUAE - EBHE MERAER L
RANEEERRBEAZRG2— MERRAIZREF IR
ZE b EE135,0002 0 - A ERR25FEFEHD
B8 A 243,000 W o

BERRAGRTZEERERE  HREEORMESEHEER
RE o SF » FRNEERE [2008FBIHXRR  £EIR
mEAR]  ERERRLABIIHERNARNSE °

RROBBNAZPRERZ2 X AR - BTRERD -
EXNSHERNRE - HARNE 1 AFSFABEHEF
WG BATE - BAZPRBEE -

Towngas spares no efforts in environmental protection.
In January 2008, an opening ceremony was held for our
Northeast New Territories Landfill Gas Utilisation project.
In addition to becoming one of the largest landfill gas
export systems in the world, the project will not only reduce
carbon dioxide emissions by up to 135,000 tonnes a year,
it will also reduce our consumption of naphtha by up to

43,000 tonnes annually for the next 25 years.

While protecting the environment, we also strive for
excellent performance in productivity and superior quality.
Towngas was this year's winner of the 2008 Hong Kong
Awards for Industries: Productivity and Quality Grand
Award, a testimony to the broad recognition we received

from across the business sector.

Towngas is committed to providing our customers with a
safe, reliable supply of gas and the caring, competent
and efficient service they expect. We will continue to
uphold our pledge to customers in the days to come,
making every endeavour to perfect the quality of our

service to customers.
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Towngas pledges to continue improving our service and fo set higher targefs, aiming at providing our customers with best
possible service. The new Pledge has become effective from January 2009, and the annual reporting on performance
results will be announced in January 2010,

PLEDGES TARGET

RELIABILITY

Uninferrupted gas supply * Over 99.99%

In case of supply inferruption {on account e 3 days prior nofification
of mainfenance or engineering work)

Restoration of gas supply * Within 12 hours

SAFETY

Emergency teams o Arrive on site within 30 minufes,
at Q0% of the times

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

SPEED AND CONVENIENCE

Customer Service Hotline e Calls answered within 4 rings

Connect or disconnect gas supply o Within 1 working day
Deposit refunded at Cusfomer Centres * 2 hours affer 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

Wirittlen comments or suggestfions 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 fo 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 7 time slots on weekdays and Saturdays for residential maintenance and installation appointments. Upon request,
we can provide maintenance and insfallation service within the same day or 24 hours even on weekends. For domestic
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, dismantling of window or balcony grilles for water heater
installation and electrical wiring for installation of gas appliances, are also provided fo our customers.

BILL PAYMENT

Customers can sefile 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
the 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 Ofﬁpces
(Towngas online customer centre: www.towngas.com, - Convenience sfores including 7-Eleven, Circle K or VanGO
PPS website: www.ppshk.com, or other online services - Bank of East Asia branches
provided by banks|

CUSTOMER CENTRES

In order fo provide convenient and efficient services, 14 of our Customer Centres are open fo 8:00pm, including Sundays
and public holidays. Towngas Avenue is open from 10:00am fo 10:00pm.
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B # Results

A 5 B E Reliability

TR NBRE R E (H8%8199.99%)
Uninterrupted gas supply (over 99.99%)

Rk K TRMBEFERMEE (ZRAELBHER)
In case of supply interruption on account of maintenance or
engineering work (3 days prior nofification)

12/ N AR TE B R AL e

Resforation of gas supply within 12 hours

Z 2 B K Safely

SZ2MRIER (90% BB R 305 ENIKER 5)’

Emergency Team arrived on site within 30 minutes (at 90% of the times|’

® ¥ BB ¥ Appointments

PR E TAER NI HAEE M T 5 Ak

Availability of maintenance and installation services within 2 working days
MEMBEEE Speed and Convenience

BRI (RERIUZ R E NEEEE)
Customer Service Hotline (calls answered within 4 rings)

— BT VER AR BB T B R

Connect or disconnect gas supply within T working day

EETR R/ NS RBZPRORRBIRFRE

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

BR % B % Service Quality

Efficiency?

B BB ENRE
Courteous and friendly atfitude?

EBEFR&ER Handling Suggestions

R=EATIERNEIEE EE =
Reply within 3 working days

W 22 HR AR [ R B 5 R P MR R 7 A A P 75 By ]

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

1. F5/20.257) 8
Average 20.25 minutes

2008
99.993%

100%

F151.08K
Average 1.08 day

95.84%

100%
([EREFHER)

(upon customer’s request)

99.93%
(EREFHER)

(upon customer's request)

2007
99.994%

100%

99.98%

F190.99°K
Average 0.99 day

96.35%

100%
([EREFHESR)

(upon customer’s request)

99.91%
(HEEFHER)

(upon customer's request)

100%

97.92%

2. REBEIY AR ARIN2008F1AE 12 B AETNEPRSERTERD - 0D /WD @ AGREIS8D A EHIRAS -

The result was based on monthly surveys conducted from January to December 2008 by an independent research company. Our farget is fo exceed a score of eight out of ten.




BLEHNSE (ZTH/EERE) 2880 6999
& PRI 2 4% 2880 6988
RERE (0 ERTE) 2880 5522
RFFEERE (RAKE) 2856 1331

Useful Telephone Numbers

24-hour Emergency Hotline 2880 6999
Customer Service Hotline 2880 6988
24-hour Self-reading Hotline 2880 5522

Service Pledge Hotline (office hours) 2856 1331

BERERERRBRAFA
BEBLABEEB= "=
The Hong Kong and China Gas Company Limited

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

CC163-09/03



