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Since 2017, Towngas has collaborated with the Hong Kong Sheng 
Kung Hui Welfare Council to implement the “Chef Anchor” 
programme, which integrates “procedural memory” techniques 
into cooking recipes, enabling the elderly to engage in cognitive 
training through the cooking process. In 2025, the programme was 
further enhanced with the launch of “Chef Anchor 3.0”, which 
introduced new core elements of the “DementiAbility Methods™”. 
It supports seniors with mild or early-stage dementia in enjoying 
cooking while enhancing their participation in daily life, and 
also helps caregivers learn when to appropriately step back. At 
the “Chef Anchor 3.0” cooking competition, 20 pairs of elderly 
participants and caregivers worked together to cook with open 
flames. Through the preparation of familiar home-style cuisine, the 
event preserved family memories and showcased the potential and 
capabilities of seniors. 

A controlled study conducted over more than a year by the 
School of Nursing, the University of Hong Kong, confirmed the 
programme’s remarkable effectiveness. Cooking training that 
integrates “DementiAbility Methods™” with “procedural analysis-
based recipes” resulted in significantly greater improvements 
in family harmony, cognitive function and cooking confidence 
among elderly participants in the intervention group compared to 
the control group, while also helping elderly participants regain 
confidence.

“Chef Anchor 3.0” Cognitive Training

Towngas and the Water Supplies Department (WSD) jointly established the “Towngas-WSD Volunteer 
Team", combining the resources and expertise of both organisations to provide volunteer services to 
those in need in the community and create greater social impact. Various activities were held during 
the year, including a Chinese New Year event titled “Flame × Flow Celebration for a Prosperous Year 
of the Snake” for residents of transitional housing in Tseung Kwan O, and a Dragon Boat Festival rice 
dumpling wrapping event for seniors whose family members have emigrated.

A key initiative was participation in the “Caring for Elderly and Delivering Safety” programme organised 
by the Senior Citizen Home Safety Association. The volunteer team visited singleton and doubleton elderly 
households, delivering care and gift packs while assisting with the equipment testing of the “Care on Call ™” 
emergency alarm service to enhance their household safety. The programme brought together over 500 
volunteers who visited nearly 500 homes, explaining the functions of the Personal Emergency Link (PEL) 
devices, checking their 
operation, encouraging 
seniors to build social 
c o n n e c t i o n s ,  a n d 
providing referrals and 
support services when 
necessary.

“Towngas-WSD Volunteer Team“ Cross-Sector Community Support

The Environment
The Group remains committed to reducing its environmental footprint and actively safeguarding natural 
ecosystems. By supporting environmental groups and government-led environmental projects, we work closely 
with the community to drive various green actions. For example, we partnered with The Green Earth to restore 
native woodlands and sponsored the photography competition organised by the Hong Kong Biodiversity Museum. 
We actively promote environmental awareness by encouraging employees and the public to adopt a low-carbon 
lifestyle, fostering social cohesion and working together to build a more sustainable future.

Since the launch of the “Towngas Green Flame Energy Scientist Programme” in 2023, the Group has 
deepened students’ early awareness of the importance of energy transition and nature conservation 
through school talks, educational sponsorships, and off-campus visits. Centred on this year's theme of 
“Biodiversity”, the programme aimed to heighten students’ understanding of ecological conservation, 
and attracted participation from over 40 primary schools across Hong Kong.

During the summer holidays, Towngas partnered for the first time with the Hong Kong's original character 
B.Duck to host a four-day “Towngas Green Flame STEAM Summer Camp”, attracting approximately 200 
student participants. Themed around four major professions: “Engineer, Scientist, Inventor, Ecologist", 
the camp featured interactive talks, DIY workshops, visits, and competitive games. Together with case 
sharing by industry experts, the programme guided students to explore environmental and energy science, 
stimulating their interest in the fields of Science, Technology, Engineering, Arts, and Mathematics (STEAM), 
laying the foundation for nurturing a next generation equipped with a sustainability-oriented mindset.

"Towngas Green Flame" Igniting the Dreams of Future Innovators

Low-Carbon Initiative to Increase Environmental Awareness

During the year, the Group launched its “Saving Energy, Going All ‘Green’” low-carbon initiative, 
encouraging employees to adopt green living through daily habits. The campaign revolved around 
four key themes: “Towngas Greening Day”, “Earth Hour”, “Low-Carbon Living Experts”, and 
“Creative Uses of Coffee Grounds”, and garnered strong engagement across our project companies. 
During the initiative, employees teamed up with local communities to advance green actions, planting 
a total of over 12,000 trees and potted plants. The campaign also promoted the concept of waste 
upcycling, further elevating environmental awareness among our workforce and the public.
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Youth Development
The Group actively engages in activities that support the growth of children and youth, promoting caring 
education and improving learning environments. By offering a diverse range of programmes and activities, 
we cultivate empathy and a sense of social responsibility in children, empowering them to build self-
confidence and become responsible future citizens.

The “Career in a Nutshell” programme, organised 
by Towngas, is a year-long initiative designed for 
senior secondary students. It offers a wide range of 
vocational training, including career talks, workplace 
experience opportunities, and energy industry 
knowledge, helping students explore their interests 
and plan their future career paths. The programme 
attracted 102 students from 11 secondary schools 
this year.

“Career in a Nutshell” Helps Youth Set Sail in the Workplace

The “Gentle Breeze Movement” continued to improve the learning environment for teachers and 
students this year. Since its launch in 2013, the initiative has spanned 16 provinces, autonomous 
regions and municipalities, cumulatively donating educational materials worth over HK$6.14 million 
to 53 schools, benefiting over 20,000 teachers and students. We also established the Towngas Smart 
Energy Charity Library, enabling children to broaden their horizons through reading.

In 2025, the Group launched a technology-assisted education activity at the Changting County 
Experimental Primary School, providing teachers and students with brand-new desks, chairs, drones, 
and sports equipment. The drone teaching equipment donated is equipped with a programming 
platform, allowing students to independently design flight paths which cultivates spatial thinking and 
innovation capabilities to support the development of technology education.

“Gentle Breeze Movement” Enhancing Learning Environments

Mainland Internship Opportunities to Nurture Young Talents

Towngas has further expanded its collaborations across public and private sectors to provide more 
workplace experience opportunities for senior secondary school students. These include the Home 
Affairs Department's “Career Development and Job Experience Programme”, the Hong Kong General 
Chamber of Commerce's “Business-School Partnership Programme", and the Employees Retraining 
Board's “ERB Youth Internship Programme", helping students gain valuable experiences that inspire 
their future development.

The Group also participated in the “Home 
and Youth Affairs Bureau Scheme on 
Corporate Summer Internship on the 
Mainland and Overseas 2025” for the 
fifth consecutive year, offering internship 
opportunities on the Chinese mainland to 
Hong Kong students studying locally and 
abroad. During the eight-week internship, 
students were immersed in core operations 
across multiple cities such as market 
development, technology and engineering, 
financial management, and smart kitchen 
business. Towngas provided structured workplace training and safety knowledge courses to nurture 
the next generation of talents for the energy industry.
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Stakeholders Partnership
Strengthening Value Chain Resilience

We prioritise customer needs at all times, enhancing customer satisfaction through 
ongoing improvements to our service systems and product quality. Meanwhile, we deepen 
partnerships with suppliers by integrating ESG criteria into procurement procedures and 
systematically managing associated risks, thereby collectively fostering a more adaptive, 
inclusive and sustainable value chain ecosystem.

Key Highlights

Customer Service with Excellence in Quality and Efficiency

100% achievement of targets under the Towngas Service Pledge  
(Hong Kong)

ESG-Oriented Supplier Management

100% integration of environmental and social standards into the new 
supplier screening mechanism15

20 suppliers participated in the “Towngas Green Supply Chain Finance 
Programme”, with an annual total purchase amount of  
approximately HK$150 million

15 Reporting scope includes Mainland City-Gas Business and Renewable Energy Business.

https://www.towngas.com/media/3kjdpi41/tg_servicepledge2026_leaflet.pdf
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Management Approach
To enhance the sustainable development development across the value chains, the Group strives to establish 
fair and transparent supplier cooperation mechanisms, and continuously monitor ESG risks across the supply 
chain, enhancing the sustainable development performance of suppliers through training and technical 
support. Meanwhile, we adhere to high standards to provide customers with safe and reliable products and 
services. Through diverse communication channels, we actively engage with our customers to understand 
their needs and optimise the service experience, thereby strengthening mutual trust with our stakeholders.

For more information about the management approach, please visit the Towngas website:

• Customer Experience
• Supply Chain Management

Policies
• Code of Practice for Suppliers
• Customer Services Code of Conduct Policy
• Sustainable Purchasing Policy

Customer-Centric Intelligent Service
Grounded in rigorous quality management, we continuously drive innovation in products and services while 
further improving our service management system. By proactively responding to customer needs, we strive 
to deliver safe, efficient and thoughtful service experiences to different customer groups, enabling equal and 
convenient access to high-quality services for every customer, thereby enhancing our corporate image and 
overall customer satisfaction.

Customer Excellence
The Group’s Superior Quality Service (SQS) Programme is the driving force behind our efforts to improve our 
product and service quality. In Hong Kong, with over 43% of our employees as SQS members, the Group 
has completed over 2,200 SQS projects over the past 33 years. Beyond improving customer satisfaction, this 
programme has generated cost savings of approximately HK$750 million for the Group. We also uphold 
the Towngas Service Pledge, delivering services with friendliness, professionalism and efficiency to meet 
the highest service standards. During the year, Towngas successfully achieved all service targets under the 
pledge.

During the year, the Group conducted “Customer Service Quality Special Self-Assessment” for a total of 
122 project companies under its Mainland Gas Business. Through systematic evaluation and continuous 
improvement, the Group strengthened service quality to further enhance customer experience. Customer 
satisfaction for Mainland Gas Business reached 97.5% during the year.

The “TGSE Chip”, an Internet of Things (IoT)  security chip jointly developed by Towngas Lifestyle, 
StarFive and ChinaFive, has been successfully implemented across various smart gas applications on the 
Chinese mainland since its launch in 2022. Designed on the Reduced Instruction Set Computer V (RISC-V) 
architecture and integrated with 4G communication modules and IoT technologies, the chip effectively 
enhances the data security and meter reading efficiency for smart meters. By the end of 2025, the 
cumulative sales of the “TGSE Chip” have exceeded 6 million units on the Chinese mainland. This year, the 
Group introduced the chip to the Hong 
Kong market, where smart meters are being 
progressively upgraded with the chip and 
the first batch is already in operation. This 
innovative solution not only strengthens 
functions such as remote monitoring, 
meter reading and data analysis, but also 
establishes robust protection for user 
information through an offline security 
mechanism, enabling Towngas to deliver 
safer, more convenient and efficient 
intelligent services.

https://www.towngas.com/en/ESG/ESG-Framework/Customer-Experience
https://www.towngas.com/en/ESG/ESG-Framework/Supply-Chain-Resilience
https://www.towngas.com/media/getmedia/bb8d5d1f-8db9-415c-b2c8-4a6b1a08609a/5-Code-of-Practice-for-Suppliers_EN_v2.pdf
https://www.towngas.com/media/getmedia/5162a710-4fd7-43e3-bd04-ecabf84e5c63/6-Customers-Services-Code-of-Conduct-Policy.pdf
https://www.towngas.com/media/nzte1nzz/11-sustainable-purchasing-policy_en_v2.pdf
https://www.towngas.com/media/3kjdpi41/tg_servicepledge2026_leaflet.pdf
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Digital Service Upgrade:  
Building an AI-Powered Smart Service System

The Group continuously optimises its online service platforms and 
establishes a customer service system powered by artificial intelligence (AI) 
to accelerate its service digitalisation. In Hong Kong, approximately 20% 
of customer inquiries were successfully handled by the round-the-clock 
AI chatbot Tinny, and over 60% of customers completed maintenance 
service bookings via self-service platforms. In addition, Towngas has self-
developed an AI speech analytics system that operates in an offline mode. 
The system supports Cantonese speech-to-text transcription, keyword 
extraction and intelligent categorisation, achieving over 95% translation 
accuracy and 90% categorisation accuracy while ensuring data security. By 
analysing customer enquiry data, the system enables effective prediction 
of business trends and provides solid insights for service optimisation.

Looking for 
maintenance 
information?

Affordability and Accessibility of Products and Services
The Group’s mission is to ensure that all members of the community, including disadvantaged groups and 
low-income families, have access to stable, reliable, clean and environmentally friendly energy products and 
services at affordable prices. We also continuously integrate advanced technologies into our products and 
services to fully address the diverse needs of different customer groups.

The Group continues to enhance service convenience and accessibility. In addition to traditional customer 
service centres, we promote electronic billing and diverse online services, allowing customers to manage 
their accounts, make payments, review usage, schedule maintenance and update information anytime. We 
have established secure and efficient online payment platforms, integrating multiple payment methods and 
flexible settlement options, to help customers better manage their expenses, transition from traditional to 
intelligent service models and comprehensively enhance the customer experience.

In Hong Kong, we are committed to promoting inclusive services by providing multilingual customer 
service hotlines for ethnic minority customers. We also offer bills and gas appliance instructions in Braille 
for customers with visual impairments, and have provided wheelchair access at customer centres to ensure 
barrier-free access for people with limited mobility, thereby further improving service accessibility and 
convenience.

Towngas has also established the “Towngas Concession Scheme” to provide assistance to individuals and 
households in need, including elderly singletons/elderly couples, people with impairments, single-parent 
families, and low-income families, thereby alleviating their financial burden in relation to energy expenses. 
In 2025, the scheme benefited over 41,000 Hong Kong households, with a total amount exceeding HK$37 
million.

Accessibility Innovation:  
Advancing a Visually Impaired-Friendly Experience

Towngas has introduced Cooking Safety Stickers designed 
for visually impaired users. The tactile, high-contrast colour 
designs enable customers to operate gas cooking appliances 
more safely and independently. Designed with orange-black 
and orange-white colour schemes optimised for high contrast, 
the product caters to the needs of people with colour 
vision deficiency and elderly persons with declining vision, 
demonstrating our commitment to fostering inclusive living 
through innovative technology. Also, the latest smart meters 
are integrated with IoT technology, enabling visually impaired 
users or the elderly to perform meter reading, enquiry and 
other operations directly via the supporting mobile application 
and the accessibility function on smartphones.

Enhancing Resilience for Stable Supply
Effective supply chain management not only helps to identify and manage potential risks, but also fosters 
cooperation with suppliers to jointly create long-term value.

During the year, our major procurement categories included natural gas, naphtha, gas appliances, 
underground pipelines, and related accessories.

Suppliers’ Profile by Geographical 
Location and Expenditure

% (Number 
of Suppliers)

% (Expenditure 
Amount)16

Hong Kong Business
Hong Kong 89 41
Chinese Mainland 4 17
Others 7 42
Mainland Gas Business and Renewable Energy Business
Chinese Mainland 100 100 

16 Based on the total purchase value of products and materials.

https://www.towngas.com/en/Household/Towngas-Concession-Schemes#tabno=1
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ESG Risk Management for Supply Chain
In the supplier selection process, we have established ESG-related criteria to assess suppliers’ ESG 
performance.

Hong Kong Business

100% of the new suppliers acknowledged and committed to complying 
with the Code of Practice for Suppliers and the Sustainable Purchasing Policy

Mainland City-Gas Business and Renewable Energy Business

100% integration of environmental and social standards into the new 
supplier screening mechanism

This initiative further demonstrates the Group’s commitment to upholding high ethical standards and 
sustainable operational principles in supply chain management. Other business segments will gradually 
adopt relevant standards to enhance the resilience of the overall supply chain. For existing suppliers, the 
Group continuously identifies critical suppliers and monitors their ESG performance. A regular assessment 
mechanism, covering self-assessments, questionnaire submissions and on-site inspections, has been 
established to systematically understand suppliers’ ESG performance.

In Hong Kong, critical tier 1 suppliers are defined as suppliers with purchase values exceeding HK$5 
million or those providing non-substitutable products and materials. Non-critical tier 1 suppliers refer to 
companies that provide non-substitutable products and materials to critical tier 1 suppliers. During the year, 
we identified 26 critical tier 1 suppliers, accounting for 96% of the total value of products and materials 
purchased17. We have also completed ESG assessments of 36 tier 1 suppliers. The results indicated that 11 
of these suppliers presented potential high sustainability risks, and follow-up improvement measures will be 
implemented accordingly.

In respect of the Mainland Gas Business and Renewable Energy Business, we have identified 54 critical tier 1 
suppliers.

Building Supply Chain Resilience
The Group actively promotes the green transformation of its supply chain. Through various training and 
collaborative programmes, the Group enhances supplier capacity and strengthens the foundation for our 
Scope 3 emissions data collection.

The Group has continued to deepen its 
partnership with SGS, leveraging the 
S-Carbon platform to systematically track 
and analyse greenhouse gas (GHG) emissions 
across the supply chain. This enables 
the Group to precisely identify emission 
sources and provides robust data support 
for advancing low-carbon supply chain 
management.

17 Based on the total purchase value of products and materials (Hong Kong Business).
18 Based on the total purchase value of products and materials (Hong Kong Business and Mainland City-Gas Business).

Over 90% of critical tier 1 
suppliers18 have used the S-Carbon 
platform to complete GHG 
emissions quantification

Honoured with the SGS S-Carbon Award for Leading Innovation in 
Digital Carbon Management

The Group received the S-Carbon Award from SGS, a world-
leading testing and certification organisation, in recognition of 
its innovative practices in supply chain carbon management. 
Through the full adoption of the S-Carbon platform, we 
systematically collect and manage Scope 3 carbon emission 
data, effectively enhancing carbon emission transparency and 
strengthening decarbonisation capabilities across the value 
chain. The achievement not only demonstrates the Group’s 
leadership in digital carbon management, but also sets a 
benchmark for climate governance in the energy industry 
across Asia. Going forward, the Group will continue to place 
digital innovation and green technology at the core of its 
strategy, actively supporting the achievement of the national 
“dual carbon” goals. 

In 2024, Towngas and HSBC launched a financial initiative, namely the “Towngas Green Supply Chain 
Finance Programme”, which aims to reduce the overall carbon footprint of the supply chain by providing 
targeted financial support. The Programme is structured into three tiers, with each tier corresponding to 
different ESG performance requirements. Suppliers at higher tiers are eligible for more favourable loan 
interest rates, thereby incentivising continuous ESG improvement. The Programme primarily supports 
suppliers involved in the Group’s gas appliance product sales and installation operations.

As of the end of 2025, 20 suppliers participated in the Programme, with  
a total annual purchase value of approximately HK$150 million

Four out of 20 suppliers have advanced to tier 2, and one supplier has 
progressed to tier 3

Driving Supply Chain ESG Capability Building through Green Finance

This year, the “Towngas Green Supply Chain Finance Programme” invited a third-party organisation to 
conduct four training sessions, with over 100 suppliers participating. The training covered basic ESG 
knowledge and environmental data collection methods, helping suppliers deepen their understanding 
of ESG, standardise data management, and drive sustainable development across the supply chain.






















