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Knitting is a unique way to show your care for your loved ones.
It takes time, patience and skills to translate thoughtfulness and
creativity into something that is not only beautiful but also, fit-for-

4

purpose. At HK Electric, we serve with a caring mindset, “knitting”
our services to meet customers’ needs, today and always.
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Dear Customers,

2009 marks a new era for HK Electric as we enter info a new Scheme of Control Agreement with the Government. But what
remains unchanged is our consistency and commitment towards Hong Kong and our customers, as we continue to strive for
excellence in delivering world class service and supply reliability. Also remains steadfast is our caring mindset towards our
customers — always trying fo tailor and customise our services to suit their needs.

In review of last year's performance, | am glad to report that our supply reliability continues to maintain at over 99.999%,
a level which we have attained every year since 1997. Moreover, we have accomplished or surpassed all the 18 pledged
service standards.

For domestic customers, we worked closely with the Government on the Electricity Charge Subsidy Scheme, which has been
successfully implemented since 1 September 2008.

Other service enhancements introduced in 2008, such as the expanded Customer Call Centre, Power Quality Centre and
the “Enterprise Advisor” service, have all been well-received. This year, our Customer Information System, the backbone

of our customer services, will be migrating to a new platform. With this new infrastructure in place, quicker and more
comprehensive data retrieval will become available, paving the way for enhanced and more personalised customer service.

Catering to the needs of our various customers is also a key focus this year. To help local ethnic minorities understand more
about our services, we will produce selected service literature in Indonesian, Filipino and Urdu.

Responding fo the business sector’s growing concern for energy efficiency to reduce operating costs, we will install by phases
up to 20,000 “smart meters” for our commercial customers, allowing them to monitor their electricity consumption and
identify energy-saving measures more easily and effectively.

We are honoured by the many recognition we receive for our customer service as well as other aspects of our operations.
For four consecutive years, the Company has won the Customer Relationship Excellence (CRE) Awards. In 2008, we brought
home five CRE Awards under the individual category in recognition of our frontline staff's outstanding performance. This year,
the Company has won the “Public Service of the Year” award under the corporate category and five CRE awards under the
individual category in recognition of our excellent customer service. The number of written commendations also reached a
record high of more than 1,440, reflecting good customer satisfaction.

Despite the uncertain economic environment worldwide, HK Electric will continue serving Hong Kong and our customers the
way we have always been - consistent, committed, and with a caring spirit.

Tso Kai-sum
Managing Director
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from the Managing Director
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Customer Services Policy
=P IR BR
HK Electric is committed to excellent customer services. BERGREEENSFRE -

We aim to exceed customers’ expectations and achieve RAMURBRBUEZENHEEEE  TER

total customer satisfaction by continually improving MINERMNBRE BRSIZE2HE
our services. S o

To accomplish this, we will strive to be customer-focused,
service-oriented and caring in the way we serve our
customers.

Rt - BRIBNDEABUBRE - RER
EREAZRENRAUBRBSFE -

In addition, we will:
AN » BFIE -

Value and

respect customers’

Earn the trust

of our customers by

being professional views Ohd

and reliable suggestions

= E NS
Serve our GO CIE RINE £5 Respond - }EE’JE%?

- RERREEHEE L onPvio 2 EhER

customers with 3 VIS customers’ requests
sincerity, courtesy p ) ‘
and integrity F 3r%  BERO

Dl ' smrm EEFBEX
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Customer- Service- Caring
Focused Oriented BERE

Care for the
community and
provide customised
services

Improve

services in our
continuous pursuit
of excellence

5 krzEMRE
B B RE

AR Rk s

Establish

and deliver service
pledges

5 BRI RES
BRI5 A

Satisty
customers’ needs
and align our
business processes
with best practices

I IREENE
B UWSROESE
NEBIEET, e
BHhE



06

Our Pledges to Excel

Services Provided

Service Standards in 2009

Actual Results in 2008

Electricity Supply

Reliability Rating of Electricity Supply

Average Notification Period before Planned
Suspension of Electricity

Average Time for Supply Restoration after
Interruption of Supply

Site Investigation for Power Quality Enquiries

Connection Of Supply

Connection of Supply *
- Not Requiring Installation Inspection
— After Satisfactory Installation Inspection

Installation Inspection Appointment*
— Provide Appointment for Installation Inspection
— Appointment Punctuality

(within a 1.5-hour time band)

Reconnection of Supply after Payment of
Outstanding Charges

Electricity Accounts & Meters
Closure of Electricity Account at Customer Request

Deposit Refund by Cheque after Full Authorisation
by Customer and Closure of Account

Special Request on Meter Reading

Processing of Concessionary Tariff Application upon
Confirmation from Assessment Centre

Meter Testing

Customer Enquiries

Average Waiting Time for Counter Services
at Customer Centre

Average Waiting Time for Telephone Enquiry
Services by Customer Services Representatives

Reply to Written Enquiries on Customer Accounts

Site Investigation for Electricity Consumption Enquiries

Emergency Services
Average Waiting Time for Telephone Calls to
Customers Emergency Services Centre

Average Arrival Time at Scene in Urban Areas in
Response to Emergency Calls

e e
* Revised Service Standards in 2009

L T - — .
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Befter than 99.998%

7 days in advance

Within 2 hours

Within 3 working days

Within the next working day
Within the same day

Within 2 working days
Better than 98%

Same day as payment is received

Within 2 working days
Within 5 working days

Within the next working day
Within 2 working days

Accuracy traceable to international
standards via HOKLAS accredited
Standards Laboratory

Less than 3.5 minutes

Less than 9 seconds

Within 7 working days after receipt
Within 3 working days

Less than 9 seconds

Less than 28 minutes

e e e \
-
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Better than 99.999%
13.43 days in advance

1 hour 34 minutes

Achieved

Achieved
Achieved

Achieved
Achieved

Achieved

Achieved
Achieved

Achieved
Achieved

Achieved

2.0 minutes

8.0 seconds

Achieved
Achieved

8.0 seconds

21 minutes

|
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New Initiatives at Your Service

i B #T K it

New Customer Information System

A new Customer Information System (HECIS) is being put in
place this year to enhance our customer service on various
fronts, including billing, finance and metering operations. HECIS
is dynamic, paving the way for more efficient and personalised
services.

Carbon Calculator

To provide our customers with more information about protecting
the environment, we have introduced a Carbon Calculator on
our corporate website for calculating the carbon footprint. Simply
click into the “Tariff Table” under the “Domestic Services” or the
“Commercial & Industrial Services” section to find the Calculator,
and fill in the units of your electricity consumption over the past
12 months for the total annual carbon dioxide emission.

MEFEMAR
FEEENRMRESEORRRARE - 2BRATARE
BHEEEE  ¥E PRS- FRRBEDRMARS S R
ERBENBAL R -

fix HE ST R A4
BEBNRSFRUSSBREN - RATBIEAFRBIR
BE  SEREBAMILL (EBSERE N (IE%S
PR AN [HBEER] ETRARINEEE - GAB
A+ BRNRASEN  DIHEH_EICHOENE -

More Payment Channels

In addition to 7-Eleven and OK convenience stores, our
customers can now pay for their electricity bills in cash, up to
$5,000 per bill, at VanGO convenience stores operating round
the clock throughout Hong Kong.

EIHERE

B 7-Eleven R OK BRIES - BESSRIRNEORY - &
28 vanGo BERSUREHNER - SREBLRRBY
BFw -
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Customer Communication in

Minority Languages

To allow local ethnic minorities to better understand our
various services, we will produce some of the customer

service pamphlets and leaflets in minority languages including
Indonesian, Filipino and Urdu. These publications cover topics
such as the efficient use of electricity, electricity account transfer
and termination procedures, efc.

DD HEEBERRFBE R
REBAMOBEEALET RBRMOEKS - BALHBH
BERBOLRN)HFUNEE - FREZRFZBBOY -
NBUTREEFSHS  RIEES  URBREABHENS
B3 -

P
HK Electric

Smart Meters for Commercial
Customers

With growing concern and a greater call for environmental
protection and energy efficiency, HK Electric will put more
“smart meters” in service for our commercial customers
starting this year. “Smart meters” will provide our Maximum
Demand customers with their daily electricity demand and
consumption patterns, over a period up to 60 days. Based on
these load profiles, customers can improve the load factor of
their installations by re-arranging their business operations to
optimise the use of electricity during the peak demand period.
The consumption data is also helpful when customers carry
out energy audits and when they wish to establish or evaluate
different energy saving measures conveniently and efficiently.

RBXSFPREK [ERER]
BEDRARYBR RN OHEE - BEESENSA
BESFRETS (BHEBR)  [BEBR] KRSBEES
FREBERS/+ONS0AEER  HESSFEREBN
ABES  AEBNEENETER - ELAMNEHBSK
FROREH - HERBRRE RSN -
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Accolades and Awards
MNEBE BROVTE

Customer Service

2008 marked the fourth consecutive year the Company took part
and won in the Customer Relationship Excellence (CRE) awards
organised by the Asia Pacific Customer Service Consortium.

Last year, five awards were presented to our customer service
staff in recognition of their outstanding performance. This year,
we participated in both the corporate and individual categories
and were presented with the “Public Service of the Year” award
under the corporate category and five awards under the
individual category, including Customer Services Team Leader of
the Year (Contact Centre) and Customer Services Professional of
the Year (Contact Centrel, in recognition of our efforts in providing
excellent customer service.

SFPIRF

“EEN\F BNECKREEENF2 BT KBS KRB R
SERD [CAREESEARBRER) ER  UHSRE - X
F - AUSFRELHAEIDER  REMFAEBESRED
BHRR - SF - FAM2BF/L DA [REQHRS)
BREROBBAMAINRER  SEREESREBEAR (SR
RPN REBBRSHEFEERAS (BERARPIL) - BETR
FIBV= AR -

Environmental Performance
Our commitment to green efforts continues to win us recognition,
among the honours include:

e Environmental Performance Award of the 2008 Hong Kong Award
for Industries

e 2008 Hang Seng Pearl River Delta Environmental Awards, and
e Hong Kong Enterprise Environmental Achievement Award 2008.

Our Head Office at Kennedy Road also receives the Class of
Excellence for good indoor air quality under the 2008 Hong Kong
Awards for Environmental Excellence.

RRRE
BREHBROAESZBERAIRIKRE  HPEE :
s EBIHER2008NBRAME

* 2008 BEK=BBRARK

s BBEFERRBME 2008

BEURZEBHENRNBLNAES BRERSBSH R 2008P
ERRERFSURBENERNERER -

Customer Relationship Excellenc
o My Convmmny st Trivee
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Quality Management

Following our adoption of the ISO 9001 quality management system,
we have attained nine ISO certifications covering our major activities
and operations. Most of the certificates have been upgraded to
1ISO9001:2008 to adopt the latest version of the standards.

Occupational Health & Safety

Our emphasis on health and safety training has been well

paid off as we took home a number of top industrial awards in
2008, including the Gold Award in The HK Federation of Insurers
Award for Excellence in Occupational Safety & Health (OSH), the
Silver Award in the OSH Annual Report Award and the Bronze
Award in the Safety Enhancement Programme Award.

mEEIE
BRMAPORECERRERSSAFRBNERRESR - BILBE
A 1509001 BREEERRAM - WAIHEESHIE 1S09001 BER
ERTBE  MERMITBNEEHE - KBHOBBDERFA
Z= 1S09001:2008 BIRHFTIRAS ©

BEREREZE
BMPLSENNERREDEREAR  ESEREL2R
RARBERNIM 2008 PO BEESBRREYTBREA
RER  BRRERARRRURZIASHESARGE -

ERE

caringeompany Recognition Geremony 2008/09

W PRREEA 2R BT &

S BEiTEE 2008/09

Emdrscing Chatlenges E»:Lc..ﬂv-g 4

Community Awards

For the 6™ consecutive year, HK Electric was awarded the Caring
Company Logo for our caring spirit and culture. Our corporate
website was also presented a gold award by Internet Professional
Association under the Web Care Award Scheme 2008.

The Company and our staff have also been keen supporters of
the Community Chest of Hong Kong in raising funds for charity.
In 2008, we received three awards from the Community Chest
for our contribution to its annual “Walk for Millions” campaign. A
gold award was also received for our support of the Community
Chest's Corporate and Employee Confribution Programme, while
the philanthropy of HK Electric staff made us the 8" Top Fund-
raiser in the Employee Contribution Programme in 2007-2008.

We also sponsored and made donations to more than 80
community, environmental and professional projects in 2008.

On the education front, the Company’s Smart Power Campaign,
a yearly programme to promote energy conservation and the
smart use of electricity, won a Silver Award at the 8" China Golden
Awards for Excellence in Public Relations in 2008.

tERFIRE

BREBEESNTERY SRERE| Z2H  RBERMBE

TENREFRARINELERE - BB BIOMETK BEE
HEEEE 2008 [FEERERBIG) TR - KREBBIERETHER
EREEAL-

NIREEM—EXKFEBLARTHEER - _FF/\F
BAELSTRE=—BRE  REQTH [ARTSHITIHN
FF - WINNEAHTRE [BFRESSIBEE ) 28
WARR [ESBIBEE ] T KEREBHENS -

15 - BNTEENEDRBDIN\+SBILERR - BR
HEREEEN -

ERBHELE  BESF—ESERRFEADNAEN
B8] BESE  REF [E/\BPEKELAHKBREA
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Smarter Life at Home
FREBREZTHE

You and i-Connection

Our internet application service enables the public to access
our services any time, anywhere. Customers can use electronic
forms to apply for electricity supply, account transfer and
termination, efc.

SMS billing service allows you to receive billing information on
your mobile phone. Simply register your mobile phone number
with our Account-On-Line service fo receive monthly billing
information via SMS. You may also opt for other billing formats
such as e-mail and/or electronic fax.

N S

BRRHBLRE BRTERBE  NTBERENERR
BRY - ERERBIRE  MEBHESRFE  RREIARIL

RRES BRFEELERE -
BFRHIEARERE - BRBFR (BLR] RBESLOHF

REBERK NTBBFRERNNSAERE - MNTEE

Rio%  AIONESEHR/ ABALANNERE -

You can access your account information such as account
balance and monthly bills quickly and conveniently with our
Account-On-Line service. You can also obtain your electricity
consumption records for the past 24 months any fime with our
round-the-clock Account-By-Phone Service or by calling our
Customer Services Representatives during office hours.

Smart and Safe Use of Electricity

A visit fo the “Electricity@Home” section on our website will
treat you to a virtual home energy survey which helps estimate
the monthly and annual power consumption of various home

. ®ae

Z HK Electric

BRAFBERMADWVRELES YR MMALEIRE &
REMEREFSEN  BERFHEHRERKRE - MINTER
BB24)\BHNIEFAE]  ARRAREANERMANS SR
BAK  REVBE24BRNAERR -

BRRNZEZME
ATANEBRMBIEH [ REABRR LOERASAE -
BHESEEBTARGENRESR - 1t9 - [REABRE)
MEHSESHERNETZ2ABNEN - URREES
BEERS -
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electrical appliances. Also available is useful information
about energy efficiency, as well as safety tips and a guide fo
purchasing electrical appliances.

Our engineers regularly conduct seminars and talks for
community groups and housing estates, promoting safe and
efficient use of electricity.

Adding Flavours to Enrich Lifestyle

HK Electric not only powers your daily life but also add flavours to
make it more colourful. Our Home Management Centre (HWC)
offers a range of interesting and useful courses including electric
cooking and home decoration, health and beauty, parents-and-
children workshops and entertainment.

BANIEAECHERENERAERENANSREE - AR
REEZERBHAENDEA -

REBRER

BEAEEBBES LRERHARBETENEN - RABTH
BEZEDLMDEHSESARERBRANRE  REFHES
BAERR RENSBREBHERR  ZLRE  BRRES
RITEDHRBEHRT -

HMC's new practice classroom provides a modern, spacious
and well-equipped venue for cookery lovers to learn hands-on
their favourite recipes. Over 30 corporate classes were also
organised in 2008 for companies to learn cooking in a fun and
relaxed manner. Festive cooking workshops such as Moon
Cakes Workshop for Mid-Autumn Festival and Cookies Workshop
for Christmas were also hosted.

We are dedicated to promoting the benefits of electric cooking.
In addition to displaying the latest models of induction cookers
at our display centre in North Point, we also organise electric
cooking demonstrations at department stores, retail outlets

and shopping malls, as well as regular roadshows at housing
estates to introduce how electrical cooking appliances can
deliver safe, cleaner and more environmentally-friendly cooking
environment at home.

To demonstrate the unique style and benefits of electric
living, two residential projects on Hong Kong Island, namely
JResidence in Wanchai and SOHO 38 at Mid-levels, were
completed in 2008 with “Fully Electric Homes", which proved to
be highly popular due to their green and health benefits.

PLHRNBEBREHZREZEAFHOALRHE-—BRHR
RRETESHERREBRENGH  SBRFRESEOVES -
ZBENE  BRAREEXRB|M I =+2BIEIIRE - £EXME
KAERNRS TEBREE - PILVNEPHRERSEH B L)
SEEAMRERBDSTSIFL - RBOBEREE -

BAMBNOBFHEEERRNER - REBEHRESS
BRIZBTHROEBHERIN - MESERT ERTESR
BEENBERREARS - WEHERWETHESE
REFRSVREBERRERR  BR  REREARRRE
LTEHEE -

RERBELETHERBUINGBR  RAUEZERESHNEES
WA SOHO 385 [REBRE] » ERRXNERNVEBR RS
BEREM -
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Partnering for Business Success

XEBHEBET

Professional and One-stop Services

The “Enterprise Advisor” service is available at our Customer
Centre, providing our commercial customers and their electrical
contractors with advice on application for new or additional supply,
energy efficiency and safety, power quality issues and account
matters, all under one roof.

We also provide free energy audit service for commercial and
industrial customers to help them improve energy efficiency.
Interested customers may refer to the Energy Audit Service Leaflet
and Energy Audit Application Form on our website.

Our customer care managers make regular “ambassador visits”
to our corporate cusfomers, while our customer liaison officers
make courtesy visits to brief customers about frenching work and
answer related enquiries.

/ / __ e,

EX—ARE

BRUASEPLNEE—I5E]  REXESERAEENEN
BRHBSR—IGHANENBHRY - RBEERZDPFEND
EBNENER RN BNLE BREERKRFEE

BAMRIEXSFRRHEBEREZRE - RREEHERNT
AAERARSERBENED - FETABLALIVELHRE
BERBRRFE 00/ \ME 5 REBFBERS °
BMNEFRBECHRFIERSS  IRMRESFEERRHE—IE
HORE - MEFKBEESMENLERIES  BFERBA
ERBERT  BEERIENFEIRSERHES -

ZETCERAEE

BLEAUBBRAWICH MHAZAERR I RPLRETRER
RERE  GSHERREFNREE  KMEBERVHES
BRE - RRERHBEAERNG BEEEEBREIBHEN -
BREHTHEAULRFENUR—SFIHEM - TPHFR
SIRERE - RBRRIREER/E SREREERNIE -

Managing Electricity Usage

The “Electricity@Office” feature on our website allows customers
to conduct virtual energy surveys for their offices. It also offers
information for businesses on energy conservation, power
quality and tariffs.

Customers with more than five accounts registered under the
same account name can choose to receive a consolidated
monthly bill statement by registering with our “group bill” service.

Technical and Power Quality Advice

To help customers better understand power quality issues and
how to safeguard mission-critical power supply, we organise
regular seminars and visits to our Power Quality Centre in
North Point.

Electrical and mechanical designers, contractors and registered
electrical workers are welcome to subscribe to “e-REW Express”
on our website for technical news and updates on our electricity

supply and services.

I
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To cope with the mandatory implementation of new cable colour
code, the publishing of Code of Practice for the Electricity (Wiring)
Regulations 2009 Edition and introduction of 22kV supply voltage
for our high voltage supply customers, the fifth edition of Guide
to Connection of Supply will be published in July 2009.

Connecting Renewable Energy Power
System to Grid

To encourage and support the use of renewable energy, we have
introduced a standardised arrangement fo help customers connect
their renewable energy power systems to our electricity grid.

ﬁ%ﬁ%%ﬁg/|\\-§

EERRNEREERRABENERTER - LTURILA
NWEAERRDNBESREXBERRRIE - RRE TS
SAIRSRRERRRSERYG - HER - BOBRR
ERSSER -

BREHMZHERATZ2EDINZI - ROMEBHANS - ¢
SNEZNREE - HIUSEEMFE—ER1T00 [TMEER
BRRYE - BE  ERRENRE HERREEEE

(HOFEX)

- BERBIRFTVEABERRERM - (FRI|EH

Electric Cooking for Business Success

Our Electric Commercial Kitchen Centre demonstrates how
electric cooking equipment help restaurant operators reduce
emission and noise levels, achieve better energy efficiency and
improve working environment and productivity.

We also organise trade seminars and take part in major
exhibitions to showcase the latest technologies in electric
commercial cooking. HK Electric also provides an all-round
consultancy service fo those who wish to switch to electric cooking.

EENERAEEANBER  BREABTRAEASERRNER
REZENENRE  RBEEDEZAERSERRE  UER
BENHERREBSEFERETNERS  —BRE -
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Caring for the Needy
T 35 R 1R 1

Concessionary Tariffs

We offer concessionary tariff schemes for the elderly, disabled,
single-parent families and the unemployed. Under these
schemes, customers enjoy a 60% discount for the first 200
units of electricity consumed every month, with the deposit and
minimum charge waived.

SMS and Express Services

The hearing-impaired can make enquiries and send service
requests via SMS to our SMS Enquiry Service hotline. An express
counter is also designated at our Customer Centre to serve
senior citizens and people with disabilities. The counter features
a teleloop system for those with impaired hearing.

k. &
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BARBFENSE —RET - BRAL  BREERKEA
TRHAZEBREISE  RUMAFTEERS 200 EREENONR
BE woBsEBERTNKRENSE -

I E R R RRE
EETEROATTHLERERBARSHNEREAR
% - RMESSDVMBERRELN  FRESRBEAL
B - MUERSERBERM  HERBSEROSS -

Printed Materials Accessible to All

As a special service to the elderly and the visually impaired, we
provide large-font electricity bills on paper twice the size of the
standard version for easier reading. We also offer a large-font
version of our booklet on safe and efficient use of electricity, plus
Braille bills and brochures in English, Cantonese, Mandarin and
Putonghua.

Text-based Homepage and Audio Guide

Our corporate website can be viewed in mono-mode and text-
based versions for the benefit of visually impaired customers.
Also, an audio guide on compact disc or cassette tape, jointly
developed with the Hong Kong Society for the Blind, details our
services and other useful topics, such as ways to handle supply

ENfmGa 75 B EE

RBEERRENRNBIALINER  BARARH MIXFR]E
BER [MAFR] NAS/NBS  MBULREREAEM
RE - BBER/)\BFUBANBERESKAFEROR - 5E
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BMABEEARNESSEREBE [SERBIEM] BER
BRESH  RBENMTBRANEBEREMEHGT - AugE
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interruptions and guidelines on the safe and efficient use of
electricity at home.

Serving Customers with Special Needs

Customers who depend on life-supporting equipment can
register with us so that our staff can handle their supply
accordingly. We will notify these customers in advance before
carrying out any planned supply interruption.

Caring for the Community

We continue supporting the Community Chest of Hong Kong in
partnership with our customers, who simply need to authorise
us to round up their monthly electricity bills to the nearest $1, $5

or $10, with the surplus donated to the Community Chest.

RESRATESF

BERREBEFLONSE  TORMBREN - UEBE
STERBHSNRERNSIL - ERESHE - RMNB%
ASERSH -

oA Rt B+
RMRERSE—BIFARS - SERBERBERSEN
BRFSERBEN T STHI0T - RBSBDAMRS -

=F  BREIHSZF/BEBEN\T=BTHNSRN - BT
NAHBHEE - AYBU—L—HHO AR ERBEVENE
—BTEET - TESREEXIAN+FISERUAR -
FRIEBREOERKE - MAFLERRBREQHKRM -

Last year, HK Electric colleagues donated more than
HK$830,000 to the Red Cross emergency relief for Sichuan
earthquake victims. The Company has matched the sum,
bringing the amount to more than HK$1,670,000. All donations
will be used for rebuilding houses, township clinics and schools
for victims of Sichuan earthquake.

Our volunteers continue to care for the community through active
involvement in green activities, elderly and community services,
including the monthly electrical inspection service for elders
living alone, and the “CAREnival for the Elderly” organised in
2008-2009 to help senior citizens understand more about the
Government's electricity subsidy scheme, while extending our
care through fun and games.

We continue to educate the younger generation on energy
saving and the smart use of electricity through our annual Smart
Power Campaign, and to support the study and application of
renewable energy on campus through our Clean Energy Fund.
Educational boat trips were also organised under our “Cruise
and Learn” programme, allowing underprivileged children to
broaden their horizon and learn more about Hong Kong and the
power industry. In 2008, our volunteers took part in 68 voluntary
services, with total service hours exceeding 3,860 hours.

@
,

/
p

BREEIRNEESFSIARR BULRERITERS - 85
BRRBERBENRBENRE  URESR/\/SNELT
[BYZE] ZFE  ORETEBBNETHERBGSE
MEBEE BEIRRSSHHARRENTER -

BNBERNE (S BESE - HEFEADNER - BB
BE: MEB BREFERES]  BHNAHURRHARRE
FROBEER - RFAMENR EBERBLBBR] - BF
REEBREN)RAR  SHATUESSBERRR @ E—
HIBEBNENGR - E_BR/\F - BEEIEHAS R
NHNRELRE  RERBREBEA=FT/\B/T\F -
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Care to Communicate
AILWEE

Your satisfaction is our top priority and we conduct periodic surveys
to gauge our performance. We regularly meet with members of
the Customer Liaison Group to hear their views and suggestions,
which has proved to be a valuable forum for gathering ideas and
comments for improvements. Mystery Shopper programmes and
after-service surveys also help us evaluate our performance from
our customers’ perspective.

To keep our customers abreast of our latest developments,

we have launched a new quarterly bulletin “HK Electric On-line”
for distribution alongside electricity bills to all customers. The
bulletin features company updates, our green initiatives

and community work.

BEINRSFREHABLAMTORS - RIL - RFIEHESE
RAE - THRIBRFANKRR  BRRSFRHABENRTE -
BREHRBEEFBBIMENNERTIE - BRRMABK
BORER - J\MZERERRD  BILATSEBERRE - It
b BRFINVESHBBRESEREFRNTRRBE - £BLFH
BERRAFIVRIEXYE -

You are welcome to convey your opinions either through the
Customer Suggestion Forms available at our Pay-in Centre in
Central and Customer Centre in North Point, or via electronic forms
on our website. We also encourage customers fo tell us about
exceptional staff performance by writing to us direct, or obtain an
Excellent Service Commendation Form by calling our customer
service hotline.

RINBAMRZTSOEE - RAKDHOSSEBMMBEER]
BEAMESPIRE  MBATIRFOER - RRILENILE
REF -

BNBLEEREFBRRERR (AIRPEHBREIILAZS P
R MELRRBERBARMOTARRMARERR - AN
REBFNETH/IRE - BNMIUBNRAARNEZ SR
RARZDREERBRERE -
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Payment Made Easier
ZTRE BELE

We offer a wide variety of

payment options for you to
settle your electricity bills:

BRRITRGZES EIREVR
Bh% 8

&

e Autopay via bank accounts

e Autopay via COMPASS VISA/DBS,
BOC credit cards or American
Express card

e PPS (Payment-by-Phone Service)

e ATM (Automatic Teller Machines)

s FRRITEUZHBBER

o B COMPASS VISA/DBS + PR

ERFUAXHERFRIEDER

. pEE)
- SBESH

B N

Payment on Internet (PPS by
Internet, JET Payment, HSBC's
online@hsbc and Hang Seng
e-Banking Services)

BERB ((REBE] BLR -
(MBS  EY [BLB/M] R
R84 e-Banking BRFE)

¢ At post offices
e At 7-Eleven, OK and
VanGO convenience stores

e At our Customer Centre and Central
Pay-in Centre (we accept cash,
cheque and American Express card)

e FEFPINERPEHEBR (TURE - o BEB
EYEHEBFEN) e 7-Eleven - OK BHIER
VanGO EF[E

By post (post a crossed cheque
made payable to “The Hongkong
Electric Co., Ltd.” to G.P.O. Box 6600
Hong Kong together with the lower
portion of the bill)

AR (ERZREQBSEE
THPLBSSBHBURBEE
66005% - BRER [EBEEER
NS

Details of the above payment services and autopay application forms are available on

our website, or by calling our Customer Services Representatives.
TAEANERBRILEAE CRRFHFBERTHEESDERRFRS - MEUKERMD

BERBARES -



Always at Your Fingertips

AR 35 86 1)

Customer Centre
9/F Electric Centre, 28 City Garden Road, North Point, Hong Kong

2887 3411  Mondays to Sundays
9 am-6 pm
(Except public holidays & festivals which fall

on Sundays)

66813411  SMS Enquiry Service
25107667 Fax
2887 3466 Account-by-Phone Service (APS)

(24-hour Automated Telephone Service)

Our Customer Centre offers a broad range of services related
to customer electricity accounts, such as application for supply,
account transfer, deposit, meter reading and final accounts.

Installation Inspection, Meter
Installation and Technical Enquiries

ZEDI
FEIARTDERE 28FEBDINIE

2887 3455 Mondays to Saturdays

9 am - 6 pm (Except public holidays)
25107721 Fax

2887 3838 Electricity-by-Phone Service (EPS)

(24-hour Automated Telephone Service)

2887 3411 Ef—EZE2HALFIBETTF 68
(ARBHRBEZ8BRN)

6681 3411 RANERR

2510 7667 ==

2887 3466 [EF&] (24 \KEBRREBERS)

You can make appointments for installation inspection, meter
installation and supply connection within two working days in
1.5-hour time bands via the above channels or by visiting the
HK Electric website at www.heh.com.

You may request for fax or SMS nofification after confirmation of
the inspection appointment time band. You can also opt for SMS
e-alert notification of inspection results and confirmation of their
electricity supply connection.

Customer Emergency Services Centre
2555 4999 Chinese (24-hour)

2555 4000 English (24-hour)

2555 6637 Fax (24-hour)

Customer Liaison Officers
(Trenching Works)

2814 3443  24-hour

Contact Us
Postal Address
E-mail Address
Website

G.P.O. Box 915, Hong Kong
mail@hec.com.hk

www.heh.com

BREPLRHEZENENRSKRE - AINBHFHE KAH
B BREE  REVBEERERRILES -

KERIR  REERREKIMBE

2887 3455 EH—ZE28HN

EFIBETF 605 (RRIBHABRIN)
2510 7721 BE
2887 3838 [SRE] (24 \FEBARREBERRE)

BB B LR HERABIBEE www.heh.com L8R
K EMBELERANISNBEBRETEERR - ZESE
KRRENEE -

EBRENRRERR - CUBREDRBEERERERRST © N
TEREBBFHAMER - WARRERRERBDOVESR -

ZRRFS

2555 4999 3 (24 I\BF)

2555 4000 X (24/065)

2555 6637 BE (24/MF)
ZEHBEE (BNIE)
2814 3443 24 I\

A8 B

FREF Mk EERBBURSEFE 915 %
FHE mail@hec.com.hk

At www.heh.com
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