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Service Excellence Underpinned by Professionalism and

Environmental Commitment
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At Towngas, we constantly seek innovative ways to integrate
environmental protection into our daily operation, taking
proactive steps to improve production processes and designing
appliances of ever greater efficiency. Our persistent effort
landed us the Environmental Performance Grand Award in
the 2007 Hong Kong Awards for Industries, which testifies
to public recognition of our unwavering commitment to the
environment.

While working to contribute to a cleaner environment, Towngas
also endeavours to excel in customer service. As part of such
effort, we organised the "Most Caring Service Ambassador
Campaign" at the end of 2007 to encourage employees to
carry on the company's customer-oriented service tradition.
On top of this, we continued to strengthen inspection and
check-up services to fulfil our pledge to ensure safety for
customers.

For the years to come,Towngas pledges continuous customer
service enhancement in the spirit of constant growth and
innovation.
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RELIABILITY
Uninterrupted gas supply * Over 99.99%
In case of supply inferuption (on account * 3 days prior nofification
of maintenance or engineering work|
Restoration of gas supply o Within 12 hours
[l SAFETY
Emergency teams o Arrive on site within 30 minutes,

at 90% of the times

| APPOINTMENTS

Availability of mainfenance * Within 2 working days
and installation services

[l SPEED AND CONVENIENCE

Customer Service Hotline ¢ Calls answered within 4 rings

Connect or disconnect gas supply * Within 1 working day

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

Efficiency ¢ 8 out of a tofal score of 10

Courteous and friendly atfitude 8 out of a fofal score of 10

[l HANDLING SUGGESTIONS
Writien 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 af the fime of making capoff service appoiniment.

CUSTOMER SATISFACTION IS OUR TOP PRIORITY

Apart from the above pledges, we also offer other services fo 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 installation service within the same day or 24 hours even on weekends. For domestic
appliances after sales, we offer 3-year warranty for spare parts services and free disposal of old appliances. Other
feebased 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 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
the Bank of China and American Express) -By Post by cheque]
- Payment by Phone Service -Counter payment ot Customer Centres and Towngas Avenue
- Payment on Infernet Service - Post Offices

(Towngas online customer centre: www.fowngas.com, - Convenience sfores including 7-Eleven and OK
PPS website: www.ppshk.com, or ofher online services - Bank of East Asia branches

provided by banks)
CUSTOMER CENTRES

In order to provide more convenient and efficient services, 12 of our Customer Centres are open fo 8:00pm, including

Sundays and public holidays, and the other Centre is open from 10:00am to 7:00pm. Towngas Avenue is open from
10:00am to 10:00pm.
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Results

A % 8 B Reliability 2007 2006
TRRT B ) R FE (+878299.99%) 99.994% 99.994%
Uninterrupted gas supply (over 99.99%)
Rk E b TiEMEL ERRAME (S RAFRLEBHNES) 100% 100%
In case of supply interruption on account of maintenance or
engineering work (3 days prior nofification)
12/ N MR 1B B SR FE 99.98% 100%
Restoration of gas supply within 12 hours
Iz 2 8 ® Sofety
SRIBIEES (90%3B R BIEFHI05 BRI S 15)’ 93.22% 93.66%
Emergency Team arrived on site within 30 minutes [at 90% of the fimes)!
U # B % Appoiniments
R E TIER MR AR 1E R R R IR F190.99°K FI1R
Availability of maintenance and installation services within 2 working days Averoge 0.99 day | Average 1 day
D msms@EEE  Speed and Convenience
BFRIBRAR (RER IR R BNERE) 96.35% 96.70%
Customer Service Hotline [calls answered within 4 rings)
e 100% 100%
—ET RN RSB (EREFNESR) | (AEEFNER)
Connect or disconnect gas supply within 1 working day (upon customer's request) | (upon customer's request)
e N 99.91% 99.92%
BETERR R REIFEF P ORORAFES EREPHER) | (EEREPOER)

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

Pm % ® ® Service Quality
e
Efficiency?

B - BN R RS

Courteous and friendly attitude?

l§ BxF&ER Handling Suggestions
REELEAANRESHES
Reply within 3 working days

2 BRI ARR B RE o 5 AR P SRR 75 )2 0 P A AR el

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

1. F5R20.78 588
Average 20.78 minutes

(upon customer's request)

8.71

8.71

100%

97.92%

(upon customer's request)

8.74

8.77

100%

100%

2. REBIERARARN2007F1AE12ABAETNESBEERTESS ° A0S AR - AHBUS8H A LAKAE -

The result was based on monthly surveys conducted from January to December 2007 by an independent research company. Our farget is fo exceed a score of eight out of fen.



BEEWEE (T W/ERE) 28806999
BF RS 2880 6988
HERAL (S 1/ NEIRTE) 2880 5522
RIEFERE GRARRE) 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

BEEPERREBRAE
BERLABEE=AZH
The Hong Kong and China Gas Company Limited

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