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CUSTOMER CARE UNIT 

FREQUENTLY ASKED QUESTION (FAQ) 
   

NO QUESTION ANSWER 

General Inquiries 

1 What are services offered by Gas 
Malaysia Berhad? 

We offer energy solution (gas supply) for residential, 
commercial and industrial customer.  We offer 
reticulated NG and LPG throughout Peninsular Malaysia 

2 Who owns Gas Malaysia Berhad? Gas Malaysia Berhad was established and is a joint 
venture company between Malaysia Mining 
Corporation -Shapadu Holdings Sdn Bhd, Tokyo Gas-
Mitsui & Co Holdings Sdn Bhd and Petronas Gas Berhad.   

3 In case of emergency, where 
shall I call? 

You can call our 24 hour emergency hotline at 1-800-
88-9119.  We will mobilize our nearest technician within 
the reasonable time.  

New Registration 

1 How do I apply for NG and LPG 
supply? 

You may email to ccu@gasmalaysia.com requesting for 
the application forms.  Kindly provide your intended gas 
supply address in order for us to identify the gas type 
supplied to your premises.  You also need to prepare 
the following:- 
1) Total payment of RM335 (LPG) or RM135 (NG).  For 
areas that require customer to purchase meter, an 
additional payment of RM235 is needed.  Kindly refer to 
the attachment for reference.  You may issue a cheque 
payable to Gas Malaysia Retail Services Sdn Bhd 
2) Supporting document - A copy of applicant's IC or 
passport. 
3) Supporting document -  A copy of the residency proof 
(S&P stamping page, condo management invoice, etc). 
4) Fill in and sign the Gas Supply Application form. 
 
Kindly be noted that we do not accept the scanned 
completed forms.  Hence, you need to either submit by 
hand or post to our office at :- 
GAS MALAYSIA RETAIL SERVICES SDN BHD 
No. 20, Jalan Gurney 
54100 Kuala Lumpur. 
 
Once submitted, you need to call our Customer Care at 
1-300-88-4276 to check if the new account is registered 
and also get the gas activation date. 
 
Alternatively, you may walk-in at counter located at 
Kuala Lumpur or Putrajaya offices.  

2 How do I pay the deposit? Payment by cash, credit card or cheque are accepted.  
Payment by cheque will be updated once the cheque is 
cleared. 



2/8 
 

3 If I have completed my 
registration, how long do you 
take to install gas? 

We take approximately 5 working days to arrange a 
technician.  However, we will give an earlier 
appointment, subject to availability. 

 

Gas Activation 

1 Why gas-in appointment for 
Putrajaya and Shah Alam area can 
only be arranged on certain days? 

Gas-in arrangements are based on demands.  Since 
demand in Putrajaya and Shah Alam area is not as high 
as KL area, we have to group appointments in certain 
days in a week. 

2 What do I need to ensure before 
your technician come to install the 
gas supply in my home? 

Please ensure that you have your stove, gas 
connection (rubber hose or copper tube) is ready for 
gas installation.  You need to ensure that your stove is 
compatible for LPG or NG.  Should you need any 
modification work, please contact a competent gas 
contractor, registered with Energy Commission (EC).  
Please refer to EC website for the list of registered 
contractor 

3 Why technician has to enter my 
house during gas installation?  

Our technician has to ensure that all appliances and 
connection are complied to the safety requirement 
stated in the Gas Supply Act 1993 (Act 501).  If the 
technician finds that the equipments are not meeting 
the safety requirement, the technician will not 
proceed with gas installation until rectification is done 
by a competent gas contractor, which the cost is to be 
borne by the customer 

4 Can I buy the rubber hose from any 
hardware shop and get them to 
install? 

You can buy at any outlets selling rubber hose that 
conformed to the specification of BS3212 or MS773.  
In order to install, it is advisable to get a competent 
person to do it for you. 

5 Why I cannot use my rubber hose 
that already has a SIRIM mark on 
it? 

Energy Commission (Suruhanjaya Tenaga) has set that 
the materials approved by Suruhanjaya Tenaga is 
either copper tube or rubber hose that is conformed 
to BS3212/MS773, from end to end.   

6 Instead of buying from the 
contractor, can I purchase at any 
other shop selling the rubber hose? 

You can buy at any shops, as long as the rubber hose is 
conformed to the specification of BS3212 or MS773.  

 

Bill 

1 How much is the monthly charge? A minimum monthly charge will be as follows:- 
For NG (regulated Tariff) - RM5.60 minimum charge for 
usage of 0.224 mmBtu and below.  Each subsequent 
usage is charged at RM25.00 per mmBtu  
For LPG (market price) - The price is fluctuating based 
on the market price.  You may refer to the monthly bill 
for the latest price 

2 Why the LPG charges is different 
every month? 

LPG market price fluctuates monthly.  Thus, our price 
will have to be revised every month. 
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3 I received an estimated bill.  What 
does it means? How do I get the 
normal bill? 

Estimated bill is issued when our meter reader is 
unable to access the gas meter.  The amount on the bill 
is based on the previous average usage.  In order to get 
a normal bill, we seek your assistance to take a photo 
of the meter and send to us at ccu@gasmalaysia.com.  
We will reverse the estimated bill and issue an actual 
bill to you. 

4 I seldom use gas but why my gas 
bill suddenly become very high? 

There are few possibilities causing high bill.  We will 
send a technician to check the meter located at the gas 
riser, upon receiving complaints from the customer.  If 
the meter reading is consistent and the meter is in a 
good condition, the internal piping (after gas meter) 
could be leaking.  The rectification has to be done by 
the owner or you can refer to yout JMB/condo 
management.  If the leakage is found after the gas 
meter, the bill amount has to be settled by the 
consumer .  However, we will get back to you once we 
have checked at site. 

5 What is a Service Charge (Natural 
Gas bill) ? 

Service Charge is a charge to recover the expenditure 
for the gas supply management 

6 What is a gas supply 
management? 

Activities comprising monthly meter reading, bill 
issuance, payment collection, credit control 
management (i.e SMS blasting), E-Services portal, 
customer service  

7 Why is the Service Charge being 
imposed now? 

The Gas Supply (Amendment) Act 2016 has introduced  
the Third Party Access (‘TPA”) to liberalise the gas 
market industry. 
 
Thus, Gas Malaysia Berhad is required to unbundle its 
operations into separate companies. As a result, for gas 
continuation to end users, Gas Malaysia has to setup its 
own dedicated team under Gas Malaysia Retail Services 
Sdn Bhd to carry out the gas supply management to 
end users. 

8 Why must I pay for this charge? End user have to pay for the service charges for Gas 
Malaysia to recover their expenditure for gas supply 
management. 

9 Why my gas bill has gone up 
almost double this time after 
February 2020? 

The gas price is inclusive of gas molecule and the gas 
supply management which comply to Gas Act 2016. 

10 What is the cost of service charge 
for LPG residential? 

Service charge for LPG residential is fix at RM10.43 per 
m3 

11 When is the effective date of the 
gas supply management charges? 

1 Jan 2020. 
However, Gas Malaysia management decided to 
commenced the gas supply management charges in 
March gas bill. 
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Bill Payment 

1 Where can I pay my gas bills? You have several options to pay your gas bills:- 
1) All Pos Malaysia offices 
2) All Bank Simpanan Nasional (BSN) 
3) Online through Maybank2U, CIMBclicks, PosOnline 
or Jompay 
5) Kuala Lumpur & Putrajaya branch offices 
6) Mail cheque to Kuala Lumpur branch office 
7) Auto debit transactions.  Customer has to fill in the 
Recurring Payment Authorization Form (available from 
our e-services) and submit to GMB (counter or email to 
ccu@gasmalaysia.com) 

2 Can I request for an installment 
plan to clear my outstanding bills? 

We regret to inform that there is no such plans.  
Customers have to pay the amount within the period 
stated on each bill. 

3 If I make payment other than Gas 
Malaysia offices, how long does it 
take to update in your system? 

Payments are updated in our system in 3 working days.   

Disconnection and Reconnection 

1 My gas has been disconnected due 
to non payment.  What is the 
procedure in order to get back the 
gas supply? 

We appreciate if you could arrange payment for the 
outstanding amount until disconnection date, plus a 
reconnection fee of RM35.00 (residential) and 
RM50.00(for retail).  Kindly call us back to provide the 
payment reference and we will advise you the date and 
time available for the reconnection 

2 My gas had been disconnected 
due to non-payment.  How long do 
you take to reconnect my gas 
supply? 

Gas will be reconnected within 2 working days from the 
date of full payment (outstanding until disconnection 
date + RM35.00 reconnection fee) acknowledgement to 
us.  However, we will give an earlier appointment is 
there is any available slot. 

3 My gas had been disconnected 
due to non-payment.  What is the 
minimum amount that I have to 
pay in order to reconnect the gas 
supply? 

There is no minimum payment amount to reconnect.  
All outstanding with reconnection fee must be settled 
in order to reconnect. 

4 What is the minimum outstanding 
amount for disconnection? 

There is no specific minimum amount for us to 
disconnect.  Gas disconnection will be carried out if 
account is due, regardless any amount.  You need to 
ensure to make payment within 21 working days from 
the bill date.  
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Close Account and Refund 

1 What is the procedure to 
terminate the gas supply and how 
I can receive my deposit? 

You need to fill in the Termination & Refund Form 
(available either at our Kuala Lumpur & Putrajaya offices 
and also from our e-services) and submit to us by email 
at ccu@gasmalaysia.com.  We will send a technician to 
read your gas meter and disconnect your gas supply.  
Then, we will refund your deposit balance (if any) by 
online transfer to your bank account.   

2 How long do you take to 
disconnect the supply, once I 
have submitted the Termination 
or Refund Form?  

We will take approximately 1 week to arrange a 
technician to disconnect gas supply at site 

3 My account has not been 
activated for quite some time and 
I found out that my account had 
been closed.  If I want to activate 
my account, can I use back my old 
account? 

We regret to inform that we are unable to activate your 
old account. Account can only be dormant for a period 
of 3 months.  A new documents and payment must be 
submitted in order for us to register and consequently 
arrange for gas-in 

4 My account has been closed but I 
have a credit in my account.  Can 
I transfer my credit to my new 
account? 

We regret to inform that any transfer is not allowed.  
The amount can only be refunded and the process will 
take approximately 2 months.  Kindly fill in the refund 
form. 

5 Can I request to refund deposit 
and excess payment under my 
tenant' s name?  

Our policy is only to refund to the account holder.  Since 
only unit owners are registered with us, we can only 
refund to the unit owner.  Tenant will need to make 
arrangement with the unit owners to get the refund 

E-Services 

1 I have already registered an 
account in your e-services but I 
do not receive any link in my e-
mail.  What should I do? 

Firstly, you need to check the email from your Junk 
Inbox.  If still not received in the Junk Inbox, you may 
email to us at ccu@gasmalaysia.com and we will 
forward your enquiry to our IT division in order for them 
to check. 
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Gas Information 

1 What is the gas pressure? For NG:- 
Gas pressure before meter is 0.43 psig 
For LPG:- 
Gas pressure before meter is 0.5 psig 

2 How much kg in 1 m3? 1 m3 = 2.293 kg 

3 How much m3 in 1 kg? 1 kg = 1/2.293 = 0.43 m3 (for residential Pressure of 
0.5psi) 
1 kg = 1/2.995 = 0.33 m3 (for Retail Pressure of 5psi) 

4 How much mmBtu in 1 kg? 1 kg = 0.0468 mmBtu (For residential and retail) 

5 How much kg in 1 mmBtu? 1 mmBtu = 1/0.0468 = 21.36 kg (For residential and 
retail) 

6 What is the difference between 
NG and LPG? 

The main difference is the components.  NG contains 
methane and ethane while LPG consist of propane and 
butane.  The specific gravity is also different.  LPG is 
heavier than NG 

7 What is the difference between 
NG and LPG Supply system? 

NG is sourced from the Petronas Gas Berhad's Peninsular 
Gas Utilisation (PGU) pipeline.  It is distributed through 
our pipeline.  The pressure is reduced through several 
stations.  Once the gas pressure has been reduced to the 
appropriate level, it is delivered to the customer’s 
internal piping system.   
 
LPG is stored using either the bulk / baby tank system or 
the manifold system. These systems are connected to 
your appliances via secure and isolated underground or 
above ground distribution pipes. 

8 How long my cooking can last if I 
consume 1 m3 of NG or LPG? 

It depends on the equipment that you are using.  You 
may refer to your equipment's supplier to get further 
guidance 

Internal Appliances 

1 I am planning to renovate my 
kitchen.  Can I remove my 
internal gas pipe? 

Firstly, you have to request for gas termination through a 
Termination & Refund Form.  We will terminate the gas 
within 1 week.  Once terminated, you can do renovation 
inside unit including removal of the gas pipe.  However, 
the removal of gas pipe has to be done by a competent 
gas contractor registered with Suruhanjaya Tenaga and 
the cost has to be borne by the customer.   

2 My house is supplied with NG.  
Why do I have to modify my gas 
stove first? 

Using NG on LPG appliances can cause a small flame and 
incomplete combustion.  

3 What will happen if my NG 
appliances are used for LPG? 

If you are using NG appliances for LPG, you will get a 
strong and long flame, carbon monoxide generation and 
soot production.  In order to get a perfect type of flame, 
you have to ensure to use the correct appliances 
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4 Where should I install my gas 
detector? 

It depends on the type of gas that you are using.   
 
NG is lighter than air.  Gas detector should be installed 
not more than 30cm from the ceiling. 
 
LPG is heavier than air.  Gas detector should be installed 
not more than 30cm from the floor. 

5 What is the procedure to 
relocate the gas pipe inside my 
house, do I need to inform GMB?  

Gas disconnection has to be carried out first before any 
modification or pipe relocation is done inside unit.  You 
have to fill in the Termination Form (available from our 
e-services) and submit to us by email at 
ccu@gasmalaysia.com.  We will arrange a technician to 
disconnect gas supply at site.  Once disconnected, you 
can allow your own competent gas contractor to start 
relocating.  You can call us back to reconnect your gas 
supply when pipe relocation is completed.  A 
reconnection fee of RM35.00 must be paid prior to the 
reconnection appointment 

6 My gas supply is still not 
available, even though your 
Customer Care told me that my 
account is active.  What should I 
do? 

You need to firstly check with your condo management 
on the possibility of gas activity that requires turning off 
the main valve.  If confirmed no activity, you need to 
check:- 
1) If the gas cooker battery is weak.  You have to change 
the battery 
2) Gas cock (valve from the wall) is turned on 
3) Gas meter valve is turned on 
4) Gas smell when the gas cooker is turned on. If no 
smell, some air could be trapped inside piping.  You need 
to turn on and off for several times until the gas is 
available. 
 
If the above method is not working, you may call us back 
and we will arrange a technician to assist you. 

 

Retail License 

1 What does retail license means? Activity of sale or use of gas through the retail 
licensee's piping system to consumer's premises, where 
the gas is either:- 
(a) received from a storage tank or cylinder on the retail 
licensee’s own property or premises or on the property 
or premises of the owner or occupier, or 
(b) received through distribution pipelines. 

2 What does use of gas means? Use of gas means the activity of using gas as a private 
gas licensee. 
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3 What does piping system means? Piping system means all parts of those physical facilities 
including installations, through which gas moves for 
purpose of regasification, transportation or distribution 
of gas from the last flange of a regulating or metering 
station connected to the distribution pipeline or from a 
filling connection of a storage tank or cylinder for 
purposes of reticulation or delivery in respect of retail 
or use of gas through a piping system to any gas 
appliance in any premises. 

4 Who is the Retail Licensee? Retail Licencee can be Joint Management 
(JMB)Body/Management Corporation (MC) or owner of 
a piping system. 

5 What is the main responsibility of 
a Retail Licensee? 

Retail Licensee is responsible to manage the gas supply 
to the end user within their premise. 
This comprises of the following: 
• monthly meter reading 
• bill issuance 
• payment collection 
• credit control management 
• purchasing of gas 

6 Who will issue the Retail License 
(RL) and oversee the 
implementation of RL? 

Energy Commission (under Gas Licencing Unit) 

 


