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: Tomorrow
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Towngas has introduced an inspection drone to monitor outdoor

REES N B ESTER2IRHIEFES - TowngasiS#i4E  high-pressure gas transmission pipelines, enabling faster and more

L&l ER , SSHIET H A48 e precise assessments of pipeline conditions. Any detected damage
ARIFTEBN R - REBBT HAIRGIRX - can be repaired promptly, further ensuring a safe and stable gas
supply.

Towngas has been actively driving energy technology
transformation by integrating artificial intelligence (Al) across
our operations to elevate gas supply safety and customer
service. To safeguard our underground networks, we use Al
and ultrasonic inspection systems to analyse data for on-site
pipeline health assessments. For our outdoor high-pressure
pipelines, we utilise drones for real-time monitoring to
preemptively address potential issues. Furthermore, our
24-hour customer hotline now incorporates an Al voice analytics
platform, enabling us to accurately identify customer needs

BGRE EOADTT ZAERIBURIERRAIRAT - A% and significantly improve follow-up efficiency.
ARG ERBEK - B A BB TRRRAR R & R R A -

REHFLE In our commitment to providing an uninterrupted supply of
The Al analysis system for polyethylene pipe joints uses low-carbon energy, we utilise low-carbon, clean natural gas
non-destructive testing technology and can instantly inspect d htha f ducti | it h l

the condition of pipe joints by analysing reflected ultrasonic Blel (e & IOI’ ga_s Bie U.C o, U (et years'.we B a_so
waves on-site, ensuring gas supply safety. been extracting high-purity hydrogen from this gas, which
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contains approximately 50% hydrogen. This extracted
hydrogen powers construction site generators and
electric vehicle charging stations, contributing to Hong
Kong's goal of achieving carbon neutrality by 2050.

From Al-enhanced daily safety measures to a global
vision for emission reduction, Towngas remains B ER LR
committed to innovation-led growth. We will continue | OFER -

to work hand in hand with Hong Kong to forge agreener, Developed by Towngas and its partner, the hydrogen-powered generator

. emits only water vapour during electricity generation. It is poised to
more sustainable future. replace traditional, high-emission diesel generators on construction
sites, driving the adoption of lower-carbon energy alternatives.
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/@/ Towngas Service Pledge
i for 2026

Towngas* commits 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 2026, and the annual reporting on performance results will be announced in the following year.

Uninterrupted gas supply* + Over 99.99%

In case of supply interruption (on account + Customer notification 3 days in advance
of maintenance or engineering work)

Restoration of gas supply + Within 12 hours

Emergency Team + Arrive on site within 25 minutes
Availability of maintenance + Within 2 working days

and installation services

Customer Service Hotline + Calls answered within 4 rings

Connect or disconnect gas supply + Within 1 working day

Efficiency + 8.5 out of a total score of 10

Courteous and friendly attitude + 8.5out of a total score of 10

Written comments or suggestions + Acknowledgement reply within 3 working days

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

* Including Towngas Enterprise Limited @ Applies to gas-related services only. A+ Unplanned gas supply interruption.

Apart from the above pledge, we also offer other services to cater for different needs of our customers.

We offer gas appliance maintenance and installation” services, by appointment, from Monday to Sunday. Upon request, we can
provide maintenance and installation services on the same day or within 24 hours. For domestic appliance after-sales, we offer
a 3-year warranty on spare parts (applies only to the installation address of the new appliance). Other fee-based installation
services, including workbench opening, kitchen cabinet design and installation, and electrical wiring for the installation of gas
appliances, are also available to our customers.

Customers can settle their bills by any of the following methods:

- Autopay by bank account or credit cards - e-cheque via Towngas email e-Cheque@towngas.com or
(including Towngas Card, Bank of China and American Express)  "e-Cheque Bill Payment” service at Bank of
- Faster Payment System (FPS) China (HK)'s website or mobile app
- AlipayHK or WeChat Pay HK - Cheque by post
- Payment by Phone Service (PPS) - Counter payment at Towngas Lifestyle Customer Centres
- Online payment (Towngas eService Centre: - Post Offices
www.towngas.com/eService, PPS website: - Convenience stores including 7-Eleven, Circle K, VanGO, U
www.ppshk.com or its mobile app “PPS on Mabile", or Select
Internet / Mobile App banking service offered by any banks) - Bank of East Asia branches

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

In order to provide convenient and efficient services, we have 19 customer centres across Hong Kong Island, Kowloon
and the New Territories.

#Only general installation service that does not involve noisy tasks will be provided on Sundays.



o % 12 & Reliability 2025 2024
IR BE R AL (83899.99%) 99.993% 99.992%
Uninterrupted gas supply? (over 99.99%)

E# Sz H b T2 M L ERALE - SRATFELEBAES 100% 100%

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

12/ N IR AE B R P 100% 100%

Restoration of gas supply within 12 hours

Z2EE Safety

R ERFHIER SRRE (1259 ER) F1919.655) & 92112588
Emergency Team average arrival time (within 25 minutes) Average 19.65 Average 21.12
minutes minutes

F#BRT Appointments
PAETER AR EARS & 22 RIS F191.08K F91.09K

Availability of maintenance and installation services within 2 working days ~ Average 1.08 days ~ Average 1.09 days

¥ #7075 (8 #2 B Speed and Convenience

B RISEAE CRER4ERENEE) 95.28% 96.68%
Customer Service Hotline (calls answered within 4 rings)

VET/ER PO BB BT e 100% 100%
Connect or disconnect gas supply within 1 working day (REEFHER)  (AEESHER)

(upon customer's request)  (upon customer's request)

BB # B % Service Quality

Spies 9.10 9.00
Efficiency"
BY) - BB AR 9.07 8.98

Courteous and friendly attitude’

BHEZRER Handling Suggestions

PA3ME THER M HER LRI Z P st 100% 100%
Acknowledgement reply within 3 working days
2 B AR R RE Sl AR P ROR T3 VAN P 5 B i 100% 100%

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

{38 M ER R BRI E0ES - Applies to gas-related services only.
A EABINERERHESZZ o Unplanned gas supply interruption.
T OREBYERMRRRETOEPASERIERS « LI0H AR - AGHEIS85H A LHRE -

The result was based on surveys conducted by an independent research company. Our target was to exceed a score of 8.5 out of 10.



B#EAsE
Contact Channels

ZRREFEEPL https://www.towngas.com/tc/Household
Towngas Lifestyle Customer Centres /Customer-Services/Customer-Centres

RRB/LEFHL

Towngas eService Centre

EHBE Tinny
Virtual Assistant Tinny

# ERER https://eservice.towngas.com/zh-hk/
Report Meter Readings Online SelfService/ReportMeterReading

HEEE 24/NEIRE)
24-hour Self-reading Hotline

RBEHERSR

Service Pledge Hotline

FRERRR
SMS Hotline

EFEBRE (24 REH) -

24-hour Customer Service Hotline

RSERRR 4ERE) 2880 6999

24-hour Emergency Hotline

2880 5522

28561331

6496 5898

BERPERRBRQA
BB ABEBEI635K
The Hong Kong and China Gas Company Limited

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



