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REPORT SPECIFICATION

The 2023 Environmental, Social and Governance Report of Zhenro Services (the
“ESG Report”) is the fourth ESG Report of Zhenro Services Group Limited (the
“Company”) after the listing, which systematically describes the Company’s
strategies, policies, measures and achievements in terms of ESG in 2023, and

focuses on disclosing ESG-related information of the Company.

PERIOD COVERED BY THE REPORT
The Report covers the period from 1 January 2023 to 31 December 2023 (the

“Reporting Period”). Certain contents are related to the performance in prior

years.

EXPRESSION OF THE COMPANY NAME

To facilitate expression, this report also uses “Zhenro Services”, “we”, the
“Group”, the “Company” or other terms to refer to Zhenro Services Group

Limited.

REPORTING STANDARDS

The Report has been prepared in accordance with the requirements of the
Environmental, Social and Governance Reporting Guide set out in Appendix C2
to the Listing Rules of The Stock Exchange of Hong Kong Limited (the “Hong
Kong Stock Exchange”) and Guidelines for Corporate Social Responsibility
Report in China (CASS-ESG 5.0) issued by Chinese Academy of Social Sciences.

The Report mainly considers the importance, quantification, balance and
consistency of each specific indicator related to the performance disclosure
of material issues. We will continue to adjust and optimize the disclosure

indicators in subsequent reports.
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SOURCE OF INFORMATION AND RELIABILITY
WARRANTY

Information and data disclosed in the Report are derived from the Company’s
statistical reports and formal documents and have been verified by relevant
departments. The Company undertakes that the Report does not contain any
false or misleading statements, and is responsible for the truthfulness, accuracy

and completeness of its contents.

LANGUAGE AND FORMAT OF THE ESG REPORT

The Report is available in electronic version, in Chinese language and
English language. In case of any discrepancy between the two versions,
the Chinese version shall prevail. For more information regarding the
background, business development and philosophy of sustainable development
of Zhenro Services, please refer to the official website of Zhenro Services

(http://www.zhenrowy.com/).

CONFIRMATION AND APPROVAL
The Report was approved by the board of directors of the Company (the “Board”)

on March 28, 2024 after confirmation by the management.
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Chairman’s Statement
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2023 is a year full of challenges and opportunities for Zhenro Services. During
the year, we firmly pursued the responsibility and original intention, committed
to the combination of overall development and governance, took quality as
the lifeline, focused on green and low-carbon transformation, kept our feet
on the ground and worked hard to write a new chapter in the high-quality

development of Zhenro Services.

We abide by corporate social responsibilities, continue to improve the
construction of ESG management system, and are committed to fully integrating
ESG core concepts and standards into the Company’s development strategy and
daily operations. By strengthening our own compliance management, improving
internal supervision and risk control, we will create a business environment of
integrity and honesty, laying a solid foundation for the sustainable development

of the enterprise.

We adhere to our original intention and ingenuity, take perfection as our service
standard, insist on providing quality services to property owners and customers,
and create a better life with sincerity. At the same time, we have always been
deeply involved in digital operations, promoting the development of smart
properties, and providing mote convenient and efficient services through the
development of the “Ronglehui (5842%)" customer service program. We have
built a system of “Happiness, Prosperity and Pleasure” and regularly organize
a variety of community activities to create a panoramic happiness experience for

property owners and customers.

Lucid waters and lush mountains are invaluable assets. We actively respond
to the nation’s call for “carbon peaking and carbon neutrality”, deeply
implement the concept of green and low-carbon development, proactively
identify climate change risks and formulate response measures, implement
effective targeted management in terms of greenhouse gas emissions, water
resources use and pollutant emissions, and strive to carry forward the concept
of green environmental protection and contribute to the construction of
ecological civilization while creating economic benefits and realizing our own

development.
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Chairman’s Statement
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Employees are the mainstay of the Company’s survival, development and
growth. We earnestly safeguard the legitimate rights and interests as well as
occupational health and safety of our employees, and build a multi-form, multi-
channel and three-dimensional talent training system to provide employees with
a broad space for development and a platform to achieve symbiosis and mutual

prosperity between the Company and its employees.

Gratitude for the Source of Benefit. We actively fulfill our social responsibilities,
fully integrate our business advantages with public welfare undertakings,
and rely on our high-quality and efficient service system and rich practical
experience. We adhere to the sharing of development achievements with the
society, strive to be a warm and responsible enterprise, and take practical

actions to contribute Zhenro's strength to social harmony and development.

We released the ESG Report to review the Company'’s efforts made in corporate
governance, environmental protection and fulfillment of social responsibilities
in 2023. We hope to further promote the sharing of interests between the
Company and all sectors of society, especially with stakeholders, to enhance
mutual understanding and recognition, and to work together to write a new

chapter of sustainable development.
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About Zhenro Services
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CORPORATE OVERVIEW

Zhenro Services Group (06958.HK) is a leading service group for a better life in
China. Under the service philosophy of “Providing Heartfelt and Personalized
Services for Your Well-being”, we are committed to building a high-quality and
high-value comprehensive service group in China, with a focus on three major
segments, namely property management services, commercial operations and
asset management, so as to provide customers with full-cycle and full-scenario
services. Based on services for residences, commercial office buildings, business
enterprises, commercial complexes and commercial streets as the cornerstone,
we are taking the initiative to explore the arrangement of urban services, long-

term rental apartments and other asset management services.

Zhenro Services adheres to the four regions of the Yangtze River Delta,
the Western Straits, the Bohai Rim and the Midwest, integrates resource
advantages, continues to explore high-quality projects, promotes multi-
format development layout and diversified business innovation, and improves
service quality and digital technology, achieving steady growth in business
scale, operational performance and customer experience. As at the end of the
Reporting Period, the Company’s business covers 55 cities across the country.
The number of property projects under management has expanded to 384 and
the area under management has increased to 80.8 million square meters. There
are a total of 33 commercial operation projects, with assets of over RMB10
billion.

Zhenro Services has been selected as one of the China’s Top 100 Property
Management Companies for many consecutive years. In 2023, it was awarded
18th among China’s Top 100 Property Management Companies, China Top 15
Listed Property Management Enterprises and China Top 20 Commercial Real

Estate Companies in terms of Overall Strength.

6 E 4R 45 M4 P /A ] Zhenro Services Group Limited
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About Zhenro Services
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About Zhenro Services

%301k CORPORATE CULTURE

42 30 fb & IE B IR N B SE 5 S B Corporate culture is the faith and value that employees of Zhenro Services
B RMTorEHAGAELERE uphold. We attach great importance to the construction of our corporate
oo MRACERER T IE E MR A M O ME culture system. We always uphold the core values of “Attaining Prosperity with
E B DA B [ HROBS b L o SE 4R 25 R 1 1 IR 5 341 Integrity” and the service philosophy of “Providing Heartfelt and Personalized

A~
o

Sl AN A DA SCAL A FRFNAT £ 48 2 7 L g Services for Your Well-being”, and build a cultural spectrum based on cultural

B SCAL St > 0T A o fet SR AR AR 11 10 2 S ethos and behavioral advocacy. We are committed to integrating a healthy
e AR E 2R > FEAEF - B and positive corporate culture into the entire process of business operation,
ff~ BB ATEMA S A EEE BB continuously creating value for customers, partners, teams, industries, and

T~ &P~ WA=k o society, and sharing prosperity with employees, customers and partners.
1O AE B .

Core Values

IEFM RS

Attaining prosperity with integrity

M i
Service Philosophy
Mt SERE IR
Providing Heartfelt and Personalized Services for Your Well-being
o fem
Cultural Ethos

IEEHEE - SR - TR AT - Ak

Honest and responsible, professional and enterprising, practical and hardworking, happy and promising

TR B

O

Behavioral Advocacy

HAFIEIE ~ BCHERR - BT - RORE - MR LT L B A - SRR - W - FP A TS
Ui~ Al

Adhering to the right path, being transparent and honest, performing our duties, refining high quality, acting
simply and directly, facing up to difficulties, being pragmatic and self-disciplined, being thrifty and frugal,
sticking to down-to-earth principle, having customer thinking, joining hands with all parties, and contributing
wholeheartedly

Ak B

Cultural Dictionary

JEAR - AT - BRI R - ABRE

Bottom line, execution, efficiency, responsibility, aggressiveness, extreme

=3¢l

Corporate Culture

EAMRFEHEE AR AT Zhenro Services Group Limited



A2 IE 2R R 75

About Zhenro Services

IERMRH 2 &7

Corporate Culture Pyramid of Zhenro Services
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About Zhenro Services
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PRINCIPAL ACTIVITIES

The principal activities of Zhenro Services cover property management services,
value-added services to non-property owners, community value-added services
and commercial operational management services. While continuing to deepen
its advantageous businesses and stabilizing the basic market, the Company
focused on projects with more space for growth and value, and promoted the
transformation of high-quality strategic resources through innovative and
optimized cooperation models and continuous improvement of expansion
channels. The Group continued to achieve breakthroughs in the areas of urban
services, space management and commercial management, improving the value

chain of property management, and opening a new chapter for a better future.

I E g e

Property Management Services

P %\ FESE IR
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*  Provision of a wide range of property management services to property developers, property owners, residents, and commercial property

tenants, primarily including cleaning services, security services, landscaping services and repair and maintenance services at residential,
non-residential properties and commercial properties.

» Value-added Services to Non-property Owners

et B S A R AR A -

o IR EIRGERTT OIS BB R TT R > EE OGRS - 2 BB R S - B R ARSI - AR &

*  Provision of comprehensive property-related solutions to non-property owners, primarily including sales assistance services, customized services
and goods sales, house maintenance services, preliminary planning and design consultancy services, and pre-delivery inspection services.

o__¢ Community Value-added Services

T SR A B IR S

o T SERAME S PEOE AL IR > BSOS G A A A IR~ HOAL B~ AL oh Bl At M R I [ SR RS DA
THg PR AR - S % P SR PR A AL -

*  Provision of community value-added services to property owners and residents, including home-living services, parking management,
leasing assistance, and other services, and common area value-added services to enhance the customer’s living experience and promote the
preservation and appreciation of the customer’s property.

Commercial Operational Management Services

output services and sublease services.

o TMALT B4 5 PRAL R E A ST - RS AU S IR e AL

*  Provision of commercial operational management services to the tenants and the customers, primarily including brand and management

FEEYR

Principal Activities

10 EAMRFEHEE AR AT Zhenro Services Group Limited
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About Zhenro Services
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Financial Performance

%%ﬂ&]\)\%’%l 1.51,%”;7%

Revenue RMB]’ 150 million

Governance Performance

oz A RO
Number of anti-corruption

training for directors ; times

HIGHLIGHTS OF PERFORMANCE IN 2023

%%'JAE’%Z. 41%773

Gross profit RMBZ40 million

2 8RB BRI E A
%0 1\

Number of directors
participating in anti-corruption

related training 6 persons

ERRATGHIEER
100-
Participation rate of directors

in anti-corruption training

100-

EI&E‘E%EJIIYK%II 0()”\

Number of anti-corruption training

for employees 1 0 times

S &5 BRI S T
3,485
Number of employees participating

in anti-corruption related training

3,485

BTR&EHIEER
100-
Participation rate of employees

in anti-corruption training

100-.
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About Zhenro Services

BRBLRK

Environmental Performance

ke ek 29 7 7 5 W SRR B ﬁﬁ%ﬁ?ﬁ%ﬁ%ﬁ#ﬁ%ﬁo. 0 ] Wi — 4k
Total GHG emissions 7 7 3 tonne CO, equivalent R EITRA

Total GHG emissions per unit revenue 0. 0 1

tonne CO, equivalent/revenue in RMB0’000

A 4K
Social Performance

B TH AR M 7 35 R Bk b 2
26,440 s 100-
Total training hours of employees Percentage of suppliers

2 6 4 4 0 hours signing integrity agreements
J
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Upholding Integrity to Consolidate the Foundation of Governance
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Zhenro Services regards compliant operation as the cornerstone of the
sustainable development of the Company. We continue to establish and improve
the corporate compliance governance system, strengthen risk management
and control, promote the construction of integrity, proactively assume social
responsibilities, improve ESG governance, and achieve stable and high-quality

development to consolidate the foundation of governance.

LEGITIMATE AND COMPLIANT OPERATION

Sophisticated corporate governance is the foundation for the realization of
compliant operation and efficient management. Zhenro Services has always
adhered to high-standard business ethics. Through the establishment of a sound
and fully competent corporate governance structure and risk management
system, the construction of an honesty and integrity culture is constantly
promoted, and information disclosure is enhanced in order to improve the

transparency and effectiveness of management.

Standardizing Corporate Governance

In strict compliance with the Company Law of the People’s Republic of China,
the Securities Law of the People’s Republic of China and other laws and
regulations, the Corporate Governance Code of The Stock Exchange and Articles
of Association of the Company, the Company adheres to the principles of
integrity, accountability, transparency, independence, responsibility and fairness
as well as satisfying governance, effectively ensuring the stable operation of the

Company and protecting the benefits of the stakeholders.

The Company has established a corporate governance structure with clear duties
and checks and balances. The Board is the top governing body and has three
committees, namely, an audit committee, a remuneration committee and a
nomination committee. Each committee has independent responsibilities and
actively cooperates and coordinates to control the direction of the Company’s

operations and achieve the transparent management.

B ALE KR Environmental, Social and Governance Report 2023
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Upholding Integrity to Consolidate the Foundation of Governance
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Board
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Audit Committee

HiZ 2 &

Remuneration Committee

RAZHE

Nomination Committee
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Responsible for reviewing
and supervising the Group’s
financial reporting procedures,
internal control systems, risk
management and internal audit-

related matters
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Responsible for formulating and
reviewing the Group’s policies
and structure in relation to the
remuneration of directors and
senior management, establishing
formal and transparent
procedures for developing such
remuneration policies and
making recommendations to the
Board

MR

Structure and Duties of the Board

E M B A B A W] Zhenro Services Group Limited
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A58 Y 2 ek

Responsible for reviewing
the structure, the number of
members and composition of
the Board annually and making
recommendations on changes
to the Board
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Upholding Integrity to Consolidate the Foundation of Governance
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Strengthening Risk Control

The Company attaches great importance to risk control, aiming at preventing
and effectively controlling various potential risks. We continuously optimize
the internal risk control mechanism, conduct risk identification, prevention
and follow up on the rectification work, together with organizing risk control
training to enhance employees’ awareness of compliance, so as to discover, avoid

and control risks to the greatest extent.

Risk Management System

The establishment of a sound risk management and control system is the basic
guarantee for maintaining the long-term stable operation of the Company.
The Company strictly complies with the Audit Law of the People’s Republic
of China and other laws and regulations, and keeps optimizing its internal
risk management mechanism. During the Reporting Period, the Company
issued management systems such as Management Measures for Supervision and
Inspection of Zhenro Services Holdings Group and Guidelines for Regional
Legal Work Procedures of Zhenro Services Holdings Group. According to the
dynamic compliant risks, 14 risk management notices were issued specifically
to ensure timely and effective risk management. The Company has established
an organizational structure for risk management with clear responsibilities to
ensure the top-down and orderly implementation of various internal controls
and risk management processes. The Board is responsible for maintaining
sound and effective internal control and risk management systems, preparing
annual risk management reports, and regularly examining, reviewing and
monitoring the effectiveness of the risk control and management systems.
Each business department is required to strictly implement the strategies and
systems developed by the Company within the authorized scope. To enhance
the professionalism and effectiveness of risk management, the Company has
engaged independent internal control consultants to review the internal control
of the Company and make recommendations on rectification or improvement

measures.

B e REIRBE Environmental, Social and Governance Report 2023 15
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Upholding Integrity to Consolidate the Foundation of Governance
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Prevention Measures

Risk Identification and Response

To normalize and comprehensively prevent and respond to possible risks, the
Company continues to improve risk prevention and response measures, actively
defends against relevant risks, improves risk response capabilities and creates a

good compliance atmosphere.

o SE BRI EOR > W e L B 7 4 I B o o e o LA A o
o EHIBREE T A ARE A ETAG A RS HIE D
o ST JEUBR B > Lo bRy ok BN R PRV AR (0 1 LR B

o FRTAERLER > T ERIE

e Improve risk control policies, clarify risk prevention and control responsibilities, and establish a sound risk

management and control mechanism

e Conduct regular supervision and auditing, comprehensively inspecting and assessing the Company’s compliance

e Establish a risk early warning mechanism, timely identify and handle potential compliant risks

e Update integrity agreements and expand the reporting channel

R L A

Rectification Tracking Measures

o ABGEBIREMEE > BAEME SN A& BTN > &R EFE B - A6 e ERESE
o PTG I R K T R A o BT S R B o P D R B A R A B
o FRZHALK SRS EES - BN AEEIREEER - WEBHIEE - RIEHRE - ZO10H%

e Organize legal inspections and supervisions, covering various business departments and links of the Company,

including compliance and internal system improvement, etc.

e Carry out rectification in a timely manner for compliance issues, and promptly rectify and report violations of the

Company's relevant systems

e Conduct diverse compliance training and promotion activities, including training on laws and regulations, internal

systems, operating procedures, case analysis, etc.

JEEL g L 917 R0 4 TSR A £ i

Risk Prevention and Rectification Tracking Measures
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monitor potential risks.

The Company has formulated clear and well-defined risk control indicators,

and constantly deepens its risk control efforts to vigorously prevent, control and

BB TR

Risk Control Indicators

SR

Achievement

BRUEWIEE

Compliance Awareness Development

THER - B

Upgrade and optimize the template

HBERB TABEW

Cultivate employees’ awareness of compliance
o B L

Improve risk management system

B JE s HE

Conduct legal inspections

O A TP A
All achieved

REi - Es;

Internal Operation Support

AL e fm BALRAT 4R

Put the information system into operation
Al ORI R

Improve litigation support success rate

HECE N SERE ST

Increase comprehensive scores for major special projects

2R A
All achieved

1E SR B A BT AL 58 35 3 W RO JELPE R A
DA AL By Jm e KB T > iRk R A
SR B T O RE ST o el A > A F R
VE RS - EORA B I BRSO

U L& -

Zhenro Services continuously optimizes and improves the Company's risk
control system to support the improvement in risk control standards through
digitization and strengthens the system’s ability to identify and provide early

warning of risks. During the Reporting Period, the Company’s litigation

management system and material contract supervision and management system

were successfully launched.
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Litigation management

system

HREFE GRS
Material contract
supervision and

management system

Supplier compliance

system

18

EBLGRF b  BLSE  A A R
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We realized the control of the whole process from case reporting to
closure

We improved the systematic reporting of litigation or arbitration risks

in the risk reporting mechanism

SEEEAER - WG - RS R AR R TR - R
b~ MR - EmEH

We improved the management and control of material contracts and businesses,
and promoted a full-cycle, standardized, systematic contract risk control system

which was implemented strictly

SEE LR A R A 7R R B - BUGTEAG S Thae

s R LR E T E R R A B - a8t - [

We improved the functions of supplier admission review, supplier risk
monitoring, performance evaluation, and other functions

We promoted an intelligent, automated and information-based system for

integrated, full-cycle, and digital management of customers and merchants

JEL B B AR A

Risk Management System
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Themed Training on “Prevent Work-related Crime”

Risk Management Training

The Company arranges training courses on risk management and internal
control every year and conducts regular training on risk management concepts,
knowledge, processes and internal control methods to ensure that adequate
management resources are available for risk management and internal control.
The trainings are related to laws and regulations, organizational systems,
workflow specifications, special theme training, etc. During the Reporting
Period, the Company conducted special theme trainings, including training
on the prevention of legal risks in investment promotion and operation, and
the trend and prevention of corporate crimes. Meanwhile, we shared industry
information and business risk prevention points in the form of weekly industry
reports to implement risk prevention promotion in the daily work of the

employees, unconsciously raising their risk control awareness.

[ R o T £ ) SELREL
Themed Training on “Control of Legal Risks

in Investment Promotion and Operation”
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Protection of Intellectual Property

With a focus on the protection of intellectual property rights, Zhenro Services
strictly abides by the Copyright Law of the People’s Republic of China, the
Trademark Law of the People’s Republic of China and other national laws
and regulations, and continuously strengthens intellectual property risk
management through a comprehensive intellectual property management
system and an accountability system for infringement of intellectual property
rights. We actively protect our intellectual property rights from infringement
through trademark registration and other means. As of the end of the Reporting

Period, we held a total of 58 registered trademarks.

Building a Culture of Integrity

Zhenro Services deems compliance with laws and regulations, integrity and self-
discipline as the foundation, and always pays attention to the construction of
integrity system. To create a good atmosphere of integrity and honesty, Zhenro
Services integrates high standards of business ethics throughout the Company’s
internal management and external cooperation. In the meanwhile, the Company
keeps increasing punishment for fraudulent and corrupt behaviors, forming
a deterrent force of “nobody dares to conduct corruption”, a binding force of
“nobody is able to conduct corruption”, and a cultural atmosphere of “nobody

intends to conduct corruption”.

Strengthening Integrity Management

The Company strictly complies with the Anti-Money Laundering Law of the
People’s Republic of China, the Anti-Unfair Competition Law of the People’s
Republic of China and other laws and regulations and upholds the principle of
“zero tolerance” for fraudulent and corrupt behaviors. Besides, the Company
has developed and strictly implemented internal systems such as “Management
Measures for Audit Penalties of Zhenro Services Holdings Group” and
“Management Measures for Supervision and Inspection of Zhenro Services
Holdings Group” to urge the members of the Board, all employees and business
cooperation partners to abide by them rigorously. The Company requires all
employees to discipline themselves with the highest standards of business
ethics and abide by the relevant provisions of anti-corruption. Furthermore, the
Company staunchly combats all forms of corruption, bribery, fraud and money

laundering, and investigates and severely punishes disciplinary violations.
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MitEm A EES - B THER SRR In order to enhance the anti-corruption awareness of the Company’s directors,
Sk o fTRE BRI SUL A - AFBE employees and business partners and build a culture of integrity, the Company
ik BH e eV 4 AN B ORI AR - Sl BT actively carries out anti-corruption training, publicity, and education. Also,

BT~ P mE AR 78 AT IR k) an Integrity Agreement is to be signed with new employees, suppliers and
S 7] A A R R ) P SEBRIT o contractors, aiming to jointly maintain an honest and healthy business
environment.

LR B TABRIRE[F] 25 %
w1 CREER Bk )
An Integrity Agreement is required to be signed simultaneously when new employees

are hired and when all suppliers and contractors are contracted

SE S 4 B R BB B o ST R DA e ) e D R ) R 5

Regularly conduct anti-corruption training for all employees, and provide training on

the system update for our regional branches and subsidiaries

SR S - BB B TR A I A% B B0H
R EE I E H
Carry out special integrity training and publicity for “Ro’s Star”, “Ro’s General”,

employees of key business lines, as well as the core backbones of subsidiaries in regions

BB B

Integrity Management System

20234F s ANFEITMER LSS - 8 TI:5 In 2023, the Company’s directors, senior management and employees
& T 13 R E B AIEAAE - LETERI3,491 participated in 13 anti-corruption training sessions, with a total of 3,491
AR o IR > AR KA SIS T L participants. The Company was not involved in any corruption litigation during
BEE o the Reporting Period.
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76 3 SO ) Improving the Whistle-blowing Mechanism

YNGIESS LU SN SR 2k &S e The Company insists on smoothing business ethics reporting channels,
BEERBMAN] - SWE T - KF - ¥ improving the monitoring and reporting mechanism, and encouraging
BAER 5 & 7 T2 8 BB I R M B — 1) employees, customers, business partners and other parties to take the initiative
BACERAT Ry o to monitor and actively report all violations of discipline and regulations.

JRE BB A E9 &5 BRERS R R il

Integrity Customer © | Whistle-blowing On-site
mailbox service hotline telephone whistle-blowing

[35€ SIE i
Integrity Whistle-Blowing Channels

NFVHIE T 58 35 1 SR AR ) > S el The Company has developed a sound protection mechanism for the
N AE BT RAR IR > B2 DM whistleblowers and strictly keeps confidential the whistleblower’s personal
FCE IR AR BT BIRE W B TR information. Any individuals are not allowed to retaliate against the
P B N I 4 R A2 AR AU o

whistleblowers in any form so as to fully protect the whistleblower’s rights and

interests from infringement.

/ (C2ed S ONEWSEEl NI o f = N PSS a8 3]
O Only authorize auditors and relevant personnel to conduct internal communication as to the
information of the whistleblower

H A E s N A g B 114 e ] B B

Avoid the time and place sensitive to the whistleblower

gq A B i AR P 4 — B v 780 PR e B A BRI 5 2

Fully protect the information on the whistleblower in every process of whistle-blowing treatment

B PR A it

Protection Measures for Whistleblowers
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ot WA o 2 A 3 [ % T I AR During the Reporting Period, the Company carried out special audits and
B J T BT R AT ARtk - I UL AN routine audit inspections on various property areas and commercial management

o areas and the results are as follow:

LA FEatie A

Number of covering areas Times of audit inspections

ST IR, 5 2w A T CIRBIRFE A 2K BT Fat e
5 property areas; 2 commercial management areas 6 special audit inspections; 2 routine audit inspections
MALESGH IR STRENGTHENING ESG GOVERNANCE

1E 5 IR 55 R MR B AT P ARR AR R B o FR Zhenro Services vigorously implements the concept of sustainable development,
SEE N FIESGIA PR LA > MSESGHLE D continues to improve the Company’s ESG governance structure, and fully
Al A ) () B KL R R o [ IRE integrates the ESG concept into the Company’s strategic planning and daily
A T A5 B A 25 A0 B O 0 E o R EER operations. At the same time, we attach great importance to the communication
BAFREMAE NN E R EE . R with stakeholders, listening to the opinions and expectations of all parties on the
FRMEFRER A > DIAE e S ESGE H Y Company’s management, and carrying out identification of material issues, with
> BAFHUBAT B S At e AT a purpose of continuously improving ESG management measures and better
fulfilling our social responsibilities.
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ESG Governance Structure

The Company has established an ESG management structure, comprising the
Board, the ESG working group, various functional departments and subsidiaries

with clear and coordinated duties to promote the orderly implementation of

ESG LAEMIA FIEE > F/A A BEAT vl Fr i various ESG work, thereby laying organizational guarantee for the Company’s
BE R 55T A AR PR EE o sustainable development.
HHE
Board
ESG LA/l o
ESG working group Wit/ ) ESG S B A I G S A B
ok - HOMEA OB
ol A R R Bl ML ESG BB - 570 - KB
o IV - 0 BSG R KIS Decisions MHmER = -
o EEENGHSEA L RETSY /@‘E/\ Bk T3 making Reviewing the risks in relation to and significance of ESG
JE S KOAHBTE), 16 4 ESG AHBH % matters of the Company ' o
HEH AT ievlgwmg and approving the strategies and objectives of
. & the Compan
%%gjgﬁ_%‘ﬁﬁ BRECH - R - KRB Eogtil Supervisi};g an reviewing the ESG-related policies,
K e IN , perfi d wards relev:
g‘ ﬁE ESG% %1 FEEBABIE, ESG Y AR— gg:zﬁff;e:ftt geerc (;r[;n;:;; and progress towards relevant
. ﬁ%%§$‘%@$&11’? R R R

¢ Developing the sustainable development
strategies and targets

e Assisting the Board in identifying and
determining risks and opportunities in relation
to ESG matters

¢ Supervising and guiding each functional

BIRRERE M S T AT
- === Each functional department and

AT

Execution

subsidiary

department to implement the Company's o JEAT/AH ESG Eﬁ%@%&%ﬁ%ﬁﬁ
sustainable development strategies and relevant . Tﬁrﬂﬁ ESG LA/ AT B BRI
actions, and coordinating and promoting the Al A

implementation of ESG-related matters ¢ Implementing the Company’s ESG

related strategies and management
measures

Assisting the ESG working group in
data collection and providing feedback

e Following up on the policies, management,

performance and progress towards relevant

targets in relation to ESG matters °
e Responsible for the public disclosure of the

performance on ESG-related matters, and taking

charge of the overall planning and preparation

of the ESG reports
¢ Regularly reporting to the Board on work

progress and other matters authorized by the

Board

ESGH i 2L 1

ESG Governance Structure
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Directors’ Statement

The Board, as a top governing body for the Company’s ESG management, is
ultimately responsible for ESG-related work, target setting and review, and
ESG disclosure-related matters. The Board is responsible for reviewing and
approving the ESG strategies and objectives, assessing and reviewing material
ESG risk issues, and ensuring a robust and efficient ESG governance system of
the Company. The Company has also set up a special ESG working group to
assist in formulating and reviewing ESG-related strategies, objectives, policies
and principles, and to identify and manage ESG-related risks and opportunities
to ensure the effective execution and implementation of ESG policies approved
by the Board.

In order to effectively prevent and control various potential ESG risks, the
Board not only leads and guides the management in daily operations, but also
ensures the integrity and effectiveness of risk management and internal control
systems by formulating management strategies and regularly monitoring their
implementation, so as to promote the effective ESG management. The Board
participates in the assessment, prioritization and final confirmation of ESG
issues annually, and performs a materiality analysis of the identified risks in

consideration of their significance to stakeholders.

The Board is responsible for regularly reviewing and tracking the progress
towards ESG targets and discussing the future development direction to ensure
the sustainability of the Company development. During the Reporting Period,
the ESG working group communicates and reports to the Board on the ESG
work results including climate change risk identification and achievements of
environmental targets, aiming to confirm the effectiveness of all relevant works
and management. Subject to amendments and guiding opinions proposed and
approval by the Board based on the 2023 results, each functional department is

responsible for the implementation of relevant plans.
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Communication with Stakeholders

The Company attaches great importance to good communication with
stakeholders, and actively communicates with shareholders and investors,
government and regulatory bodies, partners, customers, employees, media and
the public, community and other significant stakeholders, so as to gain an in-
depth understanding of the requests and concerns of stakeholders, and provide a

reference and basis for the orderly implementation of the Company’s ESG work.

TSR 5 A 7 R 0 e S A

Concerned Issues and Communication Channels for Significant Stakeholders

=YL b
Stakeholders

%

00 ®
A3

il Vs <

Shareholders/Investors

B Y T B

Key Issue of Concern

RTIS g
A%ﬁﬁ
B

Economic performance
Compliance with laws and regulations

Risk management

{2 ] X

Ways of Communication and Response

R &
BEE R
ES vl

BUGt /A

Rk
General meetings
Investor meetings

Results presentation
Site releases/announcements

Site survey

BB
@ 554 ST
e R frik
s /B Compliance with laws and regulations Site survey
Government/regulatory bodies Information security Talks
Anti-corruption
'@\ FREE BT
s (e 3T ik
BIEBM Information security Site survey
Partners Exchanges with industry peers Talks
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Concerned Issues and Communication Channels for Significant Stakeholders

kil b A Y T B T I g 5
Stakeholders Key Issue of Concern Ways of Communication and Response
TESR e R
R %2 kKA
B R P
« H BT %
[ HRelLyEs R ik
%5 Information security Online promotions
Customers Customer service quality Telephone/Messages
Sensitive customer information management WeChat/Weibo
Intelligent property development Questionnaires
Talks
oy o8 Fri 4 BTk
I‘I BT RS BB
' B TH R B0 YA

AL Remuneration and benefits Interviews with employees
Employees Employee health and safety Internal telephone
Employee development and training Internal WeChat official account
AR
e
- AR 9
X LB AR ik
S LA R Compliance with laws and regulations Press releases
Media and the public Impact of business on the society Announcements
Interviews
Meetings
[ ]
7Y /N, BL5
e o NiiEE ik
A Contribution to Communities Site survey
Community Public welfare Talks
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Analysis of Material Issues

With a view to improving the pertinence and effectiveness of ESG management,
the Company persistently implements the identification and assessment of ESG
material issues. Based on the assessment results of material issues for 2022,
benchmark of our peers and the actual development of the Company in 2023, we
have reviewed and identified the ESG material issues for 2023. Upon research on
and feedback from internal and external stakeholders, we assessed and identified
a total of 27 material issues having substantial influence on the development
of the Company and stakeholders, and we formed a matrix of material issues of
Zhenro Services for 2023 upon comprehensive analysis of the importance and

concern of the issues.

TE B8 R 202 3 45 71 4tk 8 e ot

Material Issue Matrix of Zhenro Services in 2023

S5 2 R R Dy v TR
Significance to Stakeholders

AT BRI I

Significance to the Company’s Development

BT Environmental issues
1 REVEM 1. Environmental management
2. RRIFERIRE FRCE 2. Improving energy efficiency
3.0 MEERURSEL 3. Addressing climate change
4. BEEYDEFIRAEREN 4 Waste creacment and recycling
@ 5. BEKHERUER 5. Wastewater discharge management
@ 6. KEREM 6. Water resources management

@ 7. IREEMZ R 7. Biodiversity conservation

Mg Social issues
8. EHETHE 8. Emphasis on communication with employees

9. fRIFETHEL 9. Protecting employee rights and interests
10, AAHERE R 10.  Talent development and training
1. B TARR R 11.  Employee benefits and remuneration
12, B THER BB 12. Employee rights and care
13, BRFEMEREE S 13. Occupational health and safety
14, 7 BB B 14.  Product and service quality
15, B RRAL A BB By 15. Intelligent management and innovation
16. BHIEHIEE 16.  Compliant marketing and operations
17. IS RE(RE 17.  Protection of intellectual property rights
18, HFWEEE 18.  Customer satisfaction management
19. {5 BE2HBARE 19.  Information security and privacy protection
20. FEAEALRENE 20.  Responsible supply chain
21 NREERER 21.  Community investment and contribution
22, A EE BGEREE) 22.  Public charity and volunteer activities
iR Governance issues
23 ST SE R IR 23, Anti-commercial bribery and anti-corruption
24, JRBRETE 24, Risk control
25, MRIEARIEE 25.  Legitimate and compliant operation
26.  ESGHms Bl B 26. ESG strategy and management
27. FIGAHB 7 HE 27.  Communication with stakeholders
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TE SR AR WA [ MRS B0 > SEAR AR ) B
BEHR A o DUSEZIAE b R R O
BELL ~ BEL > BEEMEFITEGE
RBs - WA SRR o RERTH S
TCiLBIRB RSy - B WA R AR
SRR -

S0k i BB

[AESEN. & AR SRR 3873 ES
R R B B (hEEAR
I S T A A ) (i AR AR AN
B R R ) F R e
[WZEMRTs - mEEaE - BEEN ] =K
[N R TIEZE S T d o E
AR o BT IR » FRAMFEAE i 2 IRH |
BEMBEAR > DUFE - BN RE > #%
EANR R B3R O SR 5 o

s i

IESEMRRS B TR R L - R E R
AR MBS SR I - SRR BT i S S A
FIFRIERESK o FRAMATHE 17 DAT SEms e ] ~ [5¢
TR TAMRs B REs i Jm o JEANER
0 I s A B - AL RUBORLE o LI &S5
SRS AR R SR AT

Embracing the service philosophy of “Providing Heartfelt and Personalized
Services for Your Well-being”, Zhenro Services provides quality services for
property owners and customers in a high-quality, caring and intelligent manner
engraved in the brand genes, creates a better life with sincerity, and focuses
on improving diversified service capabilities to provide property owners and

customers with a panoramic happiness experience.

PROVIDING QUALITY SERVICES

In the face of ever-changing market demands, Zhenro Services always adheres to
the path of high-quality development, strictly abides by the Urban Real Estate
Administration Law of the People’s Republic of China, Law of the People’s
Republic of China on the Protection of Consumers’ Rights and other laws
and regulations, with a focus on the three major aspects of “property services,
commercial operations and asset management” to continually promote multi-
format development layout and diversified business innovation. Meanwhile, we
keep improving the service quality management system, leveraging our precise
and meticulous services to make property owners and customers feel our care

and thought.

Service Brands

Zhenro Services is committed to building a high-quality and high-value
comprehensive service group in China. Adhering to the high standard of
product and service quality, we have created a service brand layout with “Rong
Shangban (%75 3¥)”, “Rong Enjoy (EF%K)” and “Rong Service (FERHS)”.
We also constantly expand our service touchpoints and refine our management,

so as to build a better life with a full-scenario services system.
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Rong Shangban
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A property management service
product for commercial properties,
office buildings and other types of
non-residential properties, aiming
to enhance the brand influence
and asset value of the service
property projects

Ikt 5 ik

Service Brands

REXR
Rong Enjoy

W R 2 AT A 200 A T
SR Bt Y 2 O R 9 AL [
ERBHES > BEERES
At s > WEEERE
J5 B s A 1 B

A wider range of community
value-added services and products
provided to meet new living needs
of customers. It enables property
owners and customers to develop
community awareness and enrich
their living experience

TE SR B = KM il i

Three Major Service Brands of Zhenro Services

E M B A B A W] Zhenro Services Group Limited
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Rong Service

PEA B AR 47 4 BN A
EERALE L - 7 i BT A
BC L > SRR S G % ) e Al
H5IE > 52 BLSE AR5 D i 4R
Weaving a network of property
owners’ service needs from six aspects,
including clothing, food, housing,
transportation, entertainment and
business. Taking into account the
social attributes, product classification
and hardware setting of the residence,
refine the service touchpoints and
corresponding service items, and
present the product performance of
the Rong Service
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(= s o) B )
Three-level

Management System

CE A B BE )
Three-tier

Management System

A3 el BE )
Red and Yellow
Card System

In 2023, the Company continued to improve management of service quality and
promote the enhancement of service quality in accordance with the “Three-level
Management System”, “Three-tier Management System” and “Red and Yellow

Card System”.

o DITEREIVE NPT IR [ms a2l B E B R e MR —
[ 3o 24w — JE A IR L | = AR R A

e Adhering to the quality system standards of “strict monitoring”, “strict
implementation” and “strict assessment” as our quality system standard and
covering the three levels of “group-regional subsidiary-project service center”

o DIBBEAHAF AW o RIRFS - HF - SEFEKAE S WL A F R
BEEH TSR

¢ Guided by the principal of matching quality and price and based on three
major perspectives of service, customer and evaluation, Zhenro Services has
gained insight into customers’ pain points and needs, and solved accordingly

o EBMBEEEAGHINERTLET - B SHEREENEE L - R
R B A A

e  Strengthening the implementation of system standards and promoting the
realization of the quality strategy goals by penalising unqualified items

N ieiyes weiibilis

Zhenro Services management system of service quality

B ALE KR Environmental, Social and Governance Report 2023
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(VLS
Three-level

Management System

iR 4 P

Service group

B WAEE A AR EHIER  WRE B - M HE SR M O R
The service group builds and maintains the quality management system of the Company, prepares

quality standard documents, work instructions and develops special business solutions

[ A

Regional companies

RRBSE N B FYOK - Jy MR A A T BN B - SRR ME B B R R
According to the quality management requirements of the Group, the regional companies provide
guidance for basic services and special businesses of projects under their management, as well as for

the achievement of quality targets

YL R s

Project service center

TERSAFREET > FEEEE RN EHIOR R TRE . HBKHEREMA
1

Under the guidance of regional companies, the project service center implements the management
requirements of the quality management system, and the work standards, to achieve the quality

management targets

(SR BRI EE)
Three-tier Management

System

R o3 %

Service Classification

AR TR - AU AR HERE  MESSRGIEERR - REERES Y - L
= RE=EER

Focusing on customer demands, operation targets, and quality assurance, we have established a
hierarchical service standard system, with the service standards being classified into three levels,

namely supreme, premium, and classic

% P

Points of Contact with Customers

BISERSE 5 - BB K - BSEEAR - HIRT RS AR T > AR R R SO
Based on the key scenarios, requirements and movement lines, we have developed the manual of

key contact with customers to address pain and itching points of customers

Evaluation System

AEERENR R > USRI BB RATIED > 28 TR - BRSS9
T ZRER R TR0~ BB - A1 - Jalbe ) DO A A2

Establishing an indicator monitoring system, which can be divided into three-level indicators
(responsibility statement, key business, implementation) and four aspects (operation, quality,

organization and risk), to track the responsibility statement and the implementation of key tasks

EAMRFEHEE AR AT Zhenro Services Group Limited
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CALE R B )
Red and Yellow Card
System

B

Yellow card warning

WA IR 757> BB A S HOE B3 IH 5 S0 AR SR EIFER  BUNFIE
AFEEERS 5 U AR B A A

Employees with the inspection score of less than 75 points and over 3 serious nonconformities are
subject to public announcements, company-wide name and shame by e-mail, cancellation of merit

appraisal qualification and annual promotion qualification, etc.

ALRECA K

Red card demerit/serious demerit

A BRI 6073 BB TR A MBI S TR 5 BREF 5 SRR IR A B B 140 H IR
FEHRARC () 3 B LB TSR g4 - PRI o 1 B e
o AR B BAR

In addition to punishment corresponding to a yellow card, employees with the inspection score
of less than 60 points and over 5 serious nonconformities are subject to job transfer, demotion or
salary reduction for relatively serious cases; termination of labor relations for serious cases, if their

performance evaluation result of the current period is not higher than C (inclusive)

LY

Service Excellence

5 G R S T S TE AR R — B LA 3 Excellent service quality has always been the pursuit of Zhenro Services. We are

Ko TAMLLEF B bl - A LE 62 1 A centred on our customers, digging deep into the needs of property owners and

g};, E/‘J%g»}j»z R %%Eﬁﬂﬁfﬁﬁélifﬁﬂﬁ R Wg customers, improving the customer service management system, opening up
W2 TEAL P I - BT R RS diversified customer communication channels, enhancing the service capabilities

MRASHE 7 > 8 7 B % 5 40 1t T 48R 1 R of our customer service personnel, and doing our best to provide customers with

B TEELIL A IR o W IR - R better services to achieve common prosperity and win-win situation. During the

ISO 9001 B =& & FIL Al R 523K -

Reporting Period, we have passed the ISO 9001 quality management system

certification.

BRI 4 RE RS Environmental, Social and Governance Report 2023 33 i FL‘ |
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% P IR B $ Tt

20234F >

KA T (R R

Customer Service Enhancement

EHEIR) In 2023, the Company optimized systems such as the Customer File

CF PR B AL ) (O 2E00E BI85 1) Management Rules, the Customer Reception Management Rules and the
SR S CE RIS D ARE) - Corporate WeChat Management Guidelines, and outputed the Pocket Book of

R % P IRE R > TRAL &P IRES Y St Managing Service to further standardize customer service standards, strengthen

BB R > - TR T R K o

(SRR & 6T
Corporate WeChat

Management Guidelines

CERE 1455
Pocket Book of Managing

Service

the pertinence and effectiveness of customer services, and enhance the level of

customer services.

FIREERSS > BERENERER > RIEREIETRN A W
REEEEAF TR > BRI - MR NE R TR

IR I RB R AR S > IR AN 5 B B

Use corporate WeChat to enrich the personas of property owners and improve the efficiency of
daily communication between managers and property owners

Provide private services for property owners based on their different needs to enhance the
cohesion and sense of enjoyment of property owners

Enhance the reach of the Company’s services and strengthen the monitoring of external

information release

&R Bl > RS RIESA - FFHE - A58 - AB0ERESTH > 24
Y

B AR MRBE A - IRE AR - BUGIRVE - REBEE - BFEEH - FER
B WREHAE - ERHA - AR A oEARRE - s IREs R T AL
Centring on customers, we carry out managers service design, customer planning, resource
combination, organization and operation to improve quality and efficiency

Covering 10 dimensions, including service etiquette, service adhesion enhancement, service
touchpoints, on-site sensory, decoration and vacancy, report management, information
configuration, public opinions of activities, business transfer, and Q&A, with a total of 35

service/management specification toolsets

&5 RS B A

Main Aspects of Customer Service Management System

EAMRFEHEE AR AT Zhenro Services Group Limited
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TERRTHE P R8s o BOKF- B[R] I 24 R
Brot % PR IR > misiE R iE
MR B WIS RE ) > 2B R AP IRES i -

A 2o i B % R R RN B B b 4
RS > Bl A B A B 2 -
DB HRALEE - ROIRASE - BRERS
Sl BESRHL5E B IV 5 % Rk B T % R
EBEIREEY > WRERIFHERE
RS MR B RE © BUAh > B R R MR
N BIEFHEAT IR AR B i 25 SR
Wl AR R AR > O R R S
AR M s

BT i H RSB > 2w R A B R
REs A > A B ER THAE i % RN B AR RS
BB RE ) - ISR > ARIFET 2
PR LA B BB A3 - Bl ik
AEAECTTTAT BB AT ) CER

IRBFARUE O 48 ) CRIBEH) % > LA342
MRS H -

=ZoN

While improving the level of customer service management, the Company
continued to improve the customer service training system, strengthen the
service capabilities of managers and customer service personnel, and present

good service quality.

We provide newly recruited customer service personnel with induction
operation training, which includes professional theoretical study, job practice
specifications, case studies and Q&A, and hands-on practice, etc. We also
require them to complete training tracking assessment and training certification
assessment for new customer service personnel, to ensure that they have a good
grasp of the knowledge and skills of customer service. In addition, managers
and customer service personnel are also required to conduct special training in
etiquette norms, standard discourse, etc., and can provide independent grid

services only after passing the certification assessment.

For the on-duty customer service personnel, the Company continued to carry
out empowerment training to continuously improve the service awareness
and service capability of the on-duty customer service personnel. During the
Reporting Period, the Company conducted a number of empowerment trainings
for managers and project management echelons, which included TTT Action
Coaching Technique, Power of Execution, Pocket Book of Managing Service

Standards, Decoration Management, etc., with a total of 342 participants.
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KRHEEE Customer Communication Channels

M TR E - BT EEEEE * We have set up a number of online and offline communication channels to listen
MR OB R P ok B R to customers’ needs, opinions and suggestions during the service process, and
o HEF RV RN EERE - ’ME establish a good interactive relationship with customers. We carry out project
HBARIE B SRRy H G E) - i HE K manager reception day on a monthly basis. The project manager and the head
RAFMA TN RmIEEFE R R E of each department visit the community to collect the opinions and suggestions
o EET OB BETERME of the property owners, record the demands of the property owners, answer the
I P A e R o questions for the property owners, and form problem reports for follow-up.

400MIR 5 B Bt #AAT
400 Service
Supervision Hotlines

THH R H

WS A
Corporate WeChat Project Manager
Reception Day
YRR L THHZER®e
Property Service Quarterly Project
Center Reception Seminars

B RE

Customer Communication Channels

36 TE28 % S A B2 w] Zhenro Services Group Limited



1€ 2% 1f) i

AR BT b L AR 2

Zhenro Services Forging ahead with Commitment to Quality Services

[ IR 7 R IR T M e 2 5 S ) S AR5 1Y
oK BIREYER B TARE L W%
R P B o R — A B T A RS R
DEEBRE AT -

center.

B e 25 T R sk i1 A AL AR B i

Clarify the work organisation and implementation of each project seminar

IAF S~ o A BT £ R B K R v 2 i T AR R IR
Regional and business unit operations management departments are responsible for supervising and monitoring the
implementation of customer communication and exchange work

F AR SR S AT YEA TAF > AR EARRA B ek L Lot - S - G - a5y E - Bl
AH - BN B F RGBS AR 2 P

Make preparations for the seminars, including but not limited to the topic and process of the seminars, sorting out difficult
issues, meeting venues, meeting materials, on-site personnel, statements, customer profile information and invitation
confirmation arrangements, etc

PR T AT > B I LR A IR B L N A — DR N BRRR g B R F A Sk SRR
R A~ TE 4 B S

Sorting out difficult tasks, communicating with relevant departments and unifying statements on difficult situations,
announcing and communicating with customers at the seminars, striving for customers’ understanding, cooperation and
support

HEF B ET TSRS > MEAT RFS o $RTHE S B SEMOE I BE F B B S RO T SR RS B
FRAUIT IR TSI B VA T e R o T T PH B i 2

Analyze and summarize customers’ opinions and make return visits to enhance customers’ perception and experience of
property services; rectification matters shall be entered into the Ro’s Wisdom System in a timely manner to form a ticket
with further follow up and settlement to ensure closed-loop processing of rectification matters

T W5 S ARk @ PRI - DIRETTAT IR - P BN - RSO IE - Wl 52 ARE R BT A
Timely review of the problem items of the property owners’ seminars, and specify attribution of liability, problem description,
corrective measures, planned completion time and the person in charge

XEBska sty

Organizational Procedures of the Property Owners’ Seminars
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At the same time, in order to understand the needs of customers for property
services in a timely manner, clarify the focus of property services, and help
customers to solve their pain points, the Company further standardized the

organizational procedures of the property owners’ seminars at each service
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FF MR A
KNEEMB R P M A o S T R
% PR R0 5 A S B R IR S 2
AT > BILE P IRBEE - HARER
MBI R WSR2 ZAEE
WEEBGEF R EE - e R OR B AR
B -

Customer Satisfaction Survey

The Company regularly carries out customer satisfaction surveys to keep abreast
of customer comments and voices, and take targeted service improvement
measures to optimize customer service quality. We also organize mystery
customers to conduct unannounced surveys on investigation of the on-site
customer service quality in an all-round and multi-dimensional manner, so as to

guarantee the service quality from the source.

% P T A .

Customer Satisfaction Survey

o RJEAETIHA RS WU PR SEE BATH H R SMA REIE H 138

o ROFETHBRMEE IR ROTER - TR F Y SE MR 1 RS
Rongju residential projects use SMS survey method, with the survey targets including
property owners of self-owned Rongju projects and outreach projects

e Rongqi non-residential projects use face-to-face interviews method to gain a good

knowledge of customers’ feelings and suggestions on property services

MRLEE ]

Mystery Customer o

o AAILE R RETFPS0MMIAR » WARSEFPT AR - BIFRE F B R T

Organize mystery customers to conduct unannounced surveys on 50 projects, identify the

areas for improvement in customer service based on the results of surveys

A8

J ) B % T o A N IR I o
i PRAEL) (b N RICAE & %) %%
FEMLEOR > BT E e E ol K E
o B LA IR A LAY 7 5B R 45 B 3
By o TRAM SBT3 B A T A R R A P o
JE > BESL T AR R A o AL ]
B WEORPTA B A AR
HEME - AR - BIRTHE TR A #
Bk o DisEEE A R » AR A
B TR R B - & LB #
i ©

Responsible Marketing

The Company strictly complies with the requirements of the Law of the
People’s Republic of China on the Protection of Consumers’ Rights and
Interests, Advertising Law of the People’s Republic of China and other laws
and regulations, strictly prohibits any false or exaggerated publicity, and
insists on carrying out marketing activities in a legal and compliant manner.
We constantly improve our marketing management system and management
system, and have established an internal audit mechanism to standardise the
management of our marketing activities to ensure the legality, authenticity and
effectiveness of all marketing contents. In order to enhance employees’” awareness
of responsible marketing and prevent business compliance risks, the Company
has continued to provide employees with responsible marketing training and

popularize the knowledge of responsible marketing.
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20234 RAE L BN P T T
o FEIRANRERRE L > W TR
By~ 8 RE T S 400 IRFS BB AR R IR
ROCE R ER2RE > BAEEN
R B B

Customer Experience

In order to continuously improve customer service experience, Zhenro Services
has devoted greater efforts in digital operation, promoted the development of
smart properties and enhanced operational efficiency and core competitiveness.
During the Reporting Period, the Company upgraded its digital service system
to further promote digital and smart management of the community and
provide property owners and customers with a more convenient and comfortable
service experience. At the same time, we carried out diversified community
activities to further bridge the distance between us and the property owners, so

as to enable customers to experience the humanistic care of Zhenro Services.

Digital Service System

o Ronglehui

In 2023, we upgraded the mini-program, Ronglehui, adding features such as
visitor verification, convenient hotline number and 400 service supervision
hotline, online activity organization, and online shopping mall on the basis of
the original functions, to further provide property owners with more convenient

and safer services and thus enhance the service experience of property owners.

B e REIRBE Environmental, Social and Governance Report 2023
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g7

Services

TERRIRE

Online Warranty Service

EHFH

Main Contents

BRI /MR PR S HIETE R - ERPE AR R - B IRO \ B AT Y
B AR TR B B KT

Property owners can submit repair requests in the mini-program at any time, track the
progress of repairs in real time, and evaluate the service personnel, which effectively

improves the efficiency of repairs and service quality management level

S

Visitor access

M E RS > EETEER MEFEGHEEL - R ETmLF
M MERREER BRI ATAT > AT REAE R e

Add a feature of visitor verification, and property owners need to fill in the visitor
information through the mini-program and share the pass code to the visitor. The gate
security shall verify the information before releasing the visitor, which improves the

residential security of property owners

5 R TR B 400 R 5 A 2
Convenient hotline number and

400 service supervision hotline

AR BTG BB R A

Online activity information release

and registration

TERR T
Online shopping mall

SR B R B 400 OB BB AR RS S E I SR BRI RS - B P R
Fridd s B

Add a convenient hotline number and 400 service supervision hotline to facilitate property
owners to get a hold of relevant convenient services and communicate with customer

service or file a complaint

A H R /P B AL TS B T 7ER B ERUE B 5 B KA
Project managers can publish community activities information through the mini-

program, and property owners can obtain activity information and sign up online

SR SRS A - 26T TR L R A B AR - Mk R
s
Add a feature of online shopping mall, and property owners can buy related products and

services in the online shopping mall and enjoy home delivery service

ST M T B R

Main Services of Ronglehui Mini-Program

EAMRFEHEE AR AT Zhenro Services Group Limited
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98.35% » DB AL BB S512,4370H > 5E
L 96.66%

. Ro’s Map

Ro’s Map is an operation and management platform of Zhenro services,
and its market development module achieves the integration of corporate
strategic planning and business frontline by connecting with panoramic plan
of Zhenro Services, ensuring data standardization and standardized reporting,
and improving the accuracy and stability of data. Among other things, the
panoramic plan of Zhenro Services aims to establish a set of standardised
management system for the whole life cycle applicable to all residential projects
by connecting various key links such as project development, delivery, takeover
and operation, and establishing a series of review mechanisms and key node
control mechanisms. There are 4 milestones in the plan, including 16 first-level
nodes and 49 second-level nodes. In 2023, a total of 242 residential projects
have been launched on Ro’s Map, with an estimating launching rate of 98.35%,
and a total of 12,437 tasks have been completed, with a completion rate of

96.66%.

% [ gL 2 5 WG B O )
The Number of Launched Projects on Ro’s Map in Each Region
60
56
49
45
32
BRIGE IR IR [itRlee =Sl R I AR I {ETIE R
Jiangsu and Northwest Jiangsu-Shanghai Central China Western Straits
Anhui Region Business Division Region Region
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AL E B

R EREAEAET A5 R R
(MBS A e > i T AL TS B AT > Ak
BB TR B RIS B 2 T
MR E R AR TR HEE S
1~ R R > RS - MRS

Jr A M 23 T o

PR B

Preparatory Stage

HATPEBL

Implementation Stage

R B

Ending Stage

Community Activities

In order to enrich property owners’ community life, we have formulated
community activity plans in accordance with various services standards, which
clearly defines the division of labor in the preparatory stage, implementation
stage and ending stage, and releases them to property owners’ end through the

managers WeChat moments, owners™ chat groups, bulletin boards of the park,

notice boards of the building, WeChat official accounts and WeChat Channels.

A SRR K > A [CIEWZES iR )
Bz (g B0 EE SRS
According to the needs of social Coordinate communications
and cultural activities, devise on the plan and formulate
the activity plan (content, visual standards for
implementation manner) community activities, etc.
tini /BB AT AT Bl B A AL R B
CIIES Cooperate with the preparation
Coordinate/supervise the of various community
implementation of each activities materials

project plan

I [ S e B AT AR AT T 2 15 )
R AT Disseminate community
Collect regional activity activities information at the
data and materials for post- headquarters level

assessment and analysis

TE SRS AL 8.5 8 = KPR B

Three Stages of Community Activities of Zhenro Services

‘ . b42 TE28 % S A A | Zhenro Services Group Limited
‘ ™
}

T T BA R R
Review and issue community
activity plans

SR B A I 1
Catry out community
activities as required
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24HiIR
24 Solar Terms

ARSI H
Category A Festivals

B H

Category B Festivals

CHfi H
Category C Festivals

T A R

Occupational Health

E e E

Traditional Activities

HBERA : HE - BB
e Forms of Activities: publicity and greetings

JREES - 2MES - WEEAFELRGES

e Service Targets: all residents, especially the elderly and portrait customers

EEEA ¢ W HAE - HEAER
* Forms of Activities: holiday decoration and professional push
JRBHR - 2EUES - BEBEP REBREF

e Service Targets: all residents, especially Class I customers and portrait customers

HEEEA : PRRED - R UE AR
* Forms of Activities: carry out activities and promote via WeChat moments with nine photos
oRBES - ZWMES > BT AR

¢ Service Targets: all residents, especially relevant people

TEHIE A : PIRES) - TN EH)
e Forms of Activities: carry out activities and interact within the chat groups
B EL : 2BUEF - BB AR

e Service Targets: all residents, especially relevant people

GEIER ¢ AR
¢ Forms of Activities: without limitation
JREER : 2HES o BHAMBE AT

e Service Targets: all residents, especially relevant people

SERA ¢ AR
* Forms of Activities: without limitation
oJREES 2T - BHAB AR

e Service Targets: all residents, especially relevant people

EZE MR AL i SCAL T By 4

Classification of Social and Cultural Activities of Zhenro Services
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202355 [ o IESERRMS A AL I A BESLMYERS T 8EAE > BIRL—3
MEEIEE T > WALSE T - F Ioiydlfe - iRk
W RPESEIEE) Sy A B M A R AR O BB

In May 2023, Zhenro Services prepared flowers for mothers residing
in the community to kick off a Love Expression Relay, and organized
activities such as flower arranging, DIY classes, community-based
free medical consultation and massages to bring happiness to mothers

in the community.

20234117 > IR BT [ = a0 % |16 E) > BEhtt
[~ BESCHR 2 SE A & — SRR IR R A B~ T
EREEESE > EROEEE T IR R > BRI ERRE -
HERIEEIHE -

In November 2023, Zhenro Services launched the “Third Passing on
Warmth Season” programme, linking up the community and party
branches to present property owners and front-line service providers
with warm beverages, doorknob gloves and warm paste, etc., to

convey positive energy and nourish the growth of “goodwill” growth

while narrowing the distance between us and the property owners.

P - .
[ 4t [0 002 15 )

“Community Passing on Warmth Season” Programme

AL M
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Value-added Services

In order to meet the ever-growing and changing needs of property owners
and customers for a better life, we have continued to develop the community
value-added sector, creating professional value-added services with community
retailing, home improvement, spatial innovation, and leasing and sale of assets
as the main core, and through a full range of products and services, we are able
to inject more excitement and vitality into the creation of a better community

life and the Company’s diversified development.

A\

S e

Value-added Services

)
WEEE A
Community Retailing Spatial Innovation
A &

Kzl

Home Improvement

L B

Leasing and Sale of Assets

TE AR5 R e AR S

Value-added Services of Zhenro Services

A [ BRI MG {H
Community Environmental
Value-added Measures

T Ak [k g B B > DAY A S DA R R o AR BT BESR TR Wy

Enhance community waste treatment by turning pre-meal waste, recyclable waste, etc.
into reusable materials based on the principle of renewable resources cyclic utilization

A I A 5 3 (B
Community Life Value-
added Measures

TERERRE A JEE - 3P e BT RZ TR - PETH AR - AR -
FRBUORAE ST TH 4 R 2K

From the perspective of health, to further meet the needs of the elderly of
property owners’ families, and to enhance the level of services in the areas of
smart health care, community catering, housekeeping and healthcare

At I R AR (E
Community livelihood
Value-added Measures

InigA R B THREEI - L2 Aa)E I - BB B TOmM % oo B sl

Strengthen skills training for grass-roots employees and help them to increase their
income through diversified businesses on the principle of “more pay for more work”

T MmN E
Retail Products Value-added
Measures

AR S A E TSR > G DA e SR S AR A A SR B > A T T i 8 5 E
FT 8 A L > B T BRSO - B ) SR AR A 3 fe

Based on the needs of property owners and employees, we will carry out deep
cultivation of county-level rural industries, from the sale of deep-processing
product to the creation of regional common brands, gradually realizing industrial

introduction and helping county-level rural development

38 B 5

Value-added Services Planning
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%P R 2R

IE S s e A E S B > il T CIE
SEMBs &~ B i ST S RS K
KK BAE SR ) CERRH E RS
TR 3 Ye gt FL R S T ) 4 SRUAG 5 E
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PR > S T A SR IR (] £ B A e 2R
558 L o A AN TEUE o o VR PR R
4o [AlRF > 2N E R R E A A R R
et > WKL 2P A e - R EEE
HATAE— R EIRPE S - BU I B
TEHT 2R RE -

IMPLEMENTING RIGHTS AND BENEFITS PROTECTION

We attach great importance to the personal rights and benefits of property
owners and customers, focusing on safety and security, customer complaint
handling and privacy protection. By establishing a risk investigation mechanism
and implementing operational security measures, we have built a comprehensive
security barrier. At the same time, we listen to and respond to the voices of our
customers in a timely manner, and continuously improve the protection of users’

privacy, so as to safeguard a happy life for our property owners and customers.

Customer Safety Guarantee

Zhenro Services attaches greater importance to emergency management, and
has formulated the Emergency Plans of Zhenro Services against Typhoon and
Flood, Emergency Plans of Zhenro Services Against Fire Incident, Emergency
Plans of Zhenro Services Against Pollution Treatment of Major Source of
Pollutant and other emergency plans against climatic disasters, which clearly
define the relevant responsible persons and the work of personnel from various
departments, and carries out the inspection of and early warning on the
environmental risks during major solar terms and time nodes, and strictly
implements the measures to ensure the safety of the property owners. At the
same time, the Company prioritizes production safety and hidden danger
inspection, strictly follows the safety inspection process, conducts a unified
special inspection before the important holidays, striving to nip hidden dangers
in the bud.
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Quality Inspection

and Risk Identification

2R

Emergency Drills

B2 RIS E)
Operation of Safety
Awareness Enhancement

Activities
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Digital Security

Guarantee Measures
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According to the three-tiered inspection system, the Company comprehensively carries
out quality inspection and risk identification, mystery customers inspection, quarterly
regional inspection, monthly inspections led by the project manager, etc., for the
risk items found in the inspection, carry out rectification of items sold, and eliminate

quality and safety hazards on-site in a timely manner

SRR BA 1 BE oK > 47 B Jg A UK SR ME A~ Sk P9 B B A 5 3~ T B
eI 4

Conduct fire emergency drills twice a year in accordance with the requirements of the
relevant regulations, including the wearing of fire suits and the use of fire hydrants
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Carry out daily emergency training and evacuation drills for all property management
employees, and invite professional firefighters to conduct fire control awareness
education and fire apparatus operation training for property owners on 119 Fire

Services Day

PR 2 dlOR BB - s T 16 SO0\ H B SR E PH R B X 2 TG B)
With the goal of zero safety incidents, we regularly conduct safety awareness raising

activities for security personnel and property owners
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Further safeguard user safety and enhance service experience through digital means

such as facial recognition, smart car parks and visitor QR code management
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Customer Safety Guarantee Measures
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Handling Customer Complaints

We prioritize service experience of property owners and customers, keep
optimizing the customer complaint handling process and management
mechanism, open up multiple channels for receiving customer complaints, and
carry out timely follow-up and closed-loop handling of customer complaints
to ensure that customer demands are efficiently and properly resolved, and

continuously improve customer trust and satisfaction.
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EXGR )
Complamts Responding
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For complaints reported to the 400 supervision service hotline, the project line is required to respond within 15 minutes and the
project manager to pinpoint the precise course of incidents within 2 hours. If the complaint is still not resolved after 2 hours, it
needs to be reported to the regional unit for processing

P

Complamts Notification
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Complaints arising on the day of the incident shall be promptly reported in the 400 supervision service group to conduct
“pinpointing the precise course of incident” and clarify “property owner demands”, “solution measures” and “preventive measures”

E ]

Complalnts Follow-up
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Identify the the corresponding level of follow-up executors according to the severity of the complaints, and the order of levels is:
“customer service supervisor — project manager — regional general manager — regional and business unit operations customer
service manager”
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Complalnts Punishment

. LL400E§’§‘EW§§$ » BEMAALRAS SRS B E AR
Release white list and black list, typlcal cases and pumshment results via 400 supervision service group

o HPRHIE B A R IRES B 0 BB — R AR BB T R RS MU TIRE 5 45— TUEABSMLE
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For valid complaints about service attitude, if the first responsible person is our own employee, we will impose penalties according
to the relevant management regulations; if the first responsible person is an outsourced employee, we will deduct money from the
amount due to the outsourcing company according to the terms of the contract

BT
Rectification and Improvement
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The Regional and Business Unit is responsible for coordinating special training meetings for each project, and the regional
customer service line will conduct training when necessary
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Synchronize customer setvice related training materials to the customer service outsourcing provider

B M AR

Complaints Handling Process
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Release a biweekly white list and black list of
complaints in the region every half month, with

key reminders given for problematic projects
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False responses, false follow-ups -
and false completions during
the handling of complaints shall
be dealt with in strict
accordance with relevant
management measures
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To ensure that complaints are resolved completely, we require the heads of each

department to sort out the complaints collected on Reception Day, and enter

them into the reporting system for implementing closed-loop problem handling

to improve and enhance our property service quality of projects and enhance the

recognition and trust of property owners.
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For group litigation risks that are not managed as

required, the first responsible person and the

person responsible for the whole project will be

punished according to relevant management
measures

B PR

ST O F2 SRR T L1 L I R R 5 P
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Fines will be imposed on projects not handled
according to the response mechanism, and if the
quantitative limit is exceeded, the first responsi-
ble person and the person responsible for the
whole project will be punished in accordance
with the relevant management measures
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For 1nc1dents where complaints
: are not completed on time and
..... reminders are received, the first
responsible person will be
punished and published on the
white list and black list
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Conduct monthly project reporting/complaint
analysis meetings to pinpoint the precise course
of complaint incidents and analyze, and dig
deeper into the aspects for improvement of
management and service; publish weekly
regional complaint reports; publish monthly
complaint reports and provide work guidance

BRI i T T

Closed-loop Improvement and Handling Mechanism for Complaint Incidents

T AR R
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In 2023, the main types of complaints received by Zhenro Services include
charges, environmental management, service attitude, and order maintenance.

The indicators of customer complaints are as follows:

RAEHBR I PR Rty
Cumulative Complaint Cumulative Number of
Cancellation Rate Compliments

99.84% 317

Protection of Customer Privacy

Zhenro Services fully respects customer privacy, strictly abides by the
Cybersecurity Law of the People’s Republic of China, the Administrative
Measures for the Graded Protection of Information Security and other laws and
regulations, establishes comprehensive and standardized information use and
management regulations, and protects customer privacy security. At the same
time, the Company regularly conducts information security training and spot
checks on customer personal information protection to further ensure customer
information security. During the Reporting Period, the Company did not have

any leakage of customer privacy.
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Zhenro Services continues to improve the environmental management
system, enhance its energy resource management capabilities, strengthen
its environmental management and control efforts, carry out environmental
protection inspections, set up environmental management goals, promote the
orderly development of environmental management work, and strive to reduce
the negative impact of its business operations on the ecological environment.
In addition, Zhenro Services actively identifies and responds to the risks and
opportunities brought about by global climate change to ensure the robustness

and sustainability of the Company’s operations.

FOCUSING ON ENVIRONMENTAL MANAGEMENT

Zhenro Services continues to deepen its internal environmental management
system and is committed to precision control of emissions and achieving
efficient use of resources. We have established a strict emissions management
system and taken active measures to strengthen environmental management,
thereby continuously reduce pollutant emissions, and strive to reduce the impact

of business activities on the environment.

Environmental Management System

We strictly comply with the relevant laws and regulations of the places where
we operate, including the Environmental Protection Law of the People’s
Republic of China, the Energy Conservation Law of the People’s Republic of
China, the Law of the People’s Republic of China on the Prevention and Control
of Environmental Pollution by Solid Waste, the Regulations on the Safety
Administration of Hazardous Chemicals, Law of the People’s Republic of China
on Prevention and Control of Water Pollution, the Regulations on Household
Refuse Management, and the Law of the People’s Republic of China on
Prevention and Control of Atmospheric Pollution to ensure that the Company’s
operating activities comply with the country’s environmental protection and
energy conservation requirements. In order to further strengthen internal
environmental management, we have formulated internal systems, including the
Energy Consumption Management Guidelines of Zhenro Services Group, the
Procedures for Identification and Evaluation of Environmental Factors and the
Pollutant Management Procedures, to clarify the division and responsibilities
for internal environmental management, provide clear guidelines for the

implementation of various tasks.
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In order to ensure the effective implementation of environmental management
measures, promptly discover and correct problems, and improve management
efficiency, during the Reporting Period, we optimized the three-level
management system at the headquarters, region and project levels. This system
is based on the three-level inspection and assessment model, and through
a step-by-step management process, it ensures that various environmental
management measures are implemented by the executors and effectively
implemented. At the same time, it is supplemented by a three-level supervision
and evaluation mechanism to conduct comprehensive supervision and scientific

evaluation of the implementation of environmental management work.

BES - AR R B RS > B AR IR BT UL

Headquarters: formulate and issue administrative measures, supervise and inspect the

implementation of administrative measures

i - E TR T EEARE E ] - 5l B MRBEBRER

Region: regularly publicize, implement, provide training and assess the management

measures of the projects under management, and propose amendments

HH - TR IRE > MR BT AS R

Project: implement management measures and regularly provide feedback on

implementation results

=B SEEA

Three-level supervision and assessment system
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Zhenro Services attaches great importance to the optimization and improvement
of environmental management systems and actively carries out management
system accreditation. The Company obtained ISO 14001 environmental
management system certification in 2017 and insists on annual certification,
aiming to further promote the standardization process of environmental
management systems based on ISO 14001. During the Reporting Period,
the Group was not subject to major fines or penalties for violating local

environmental laws and regulations.
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Environmental Goals

During the Reporting Period, in order to deepen the implementation of
environmental Protection work, establish the Company’s green development
strategy and optimize environmental management methods, Zhenro Services,
with the approval of the board of directors, established four core environmental

management goals and planned specific measures to achieve these goals to

fefsi L -

BB H B

promote the Company’s systematization and standardization of environmental

management.

Environmental Management Goals

KA

Category

H 1
Goals

TR

Main initiatives

il

Carbon emission reduction

AL PE U B R 5 BRI R
Priia g

Establish a carbon emission management
system; reduce greenhouse gas emission

intensity year by year

R AF BT~ FF REER A ORI R
HH B PR DA e BRI
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Strengthen the promotion and implementation of green
and low-carbon environmental protection to company
employees, merchants and property owners; unify the
statistical caliber of carbon emission data and improve

the data collection system

AEJR A PR R RIS RERTT  RR VTRV GE M A AT R 5 (B Rk (LY
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Energy efficiency Continue to promote the construction of energy ~ Explore the possibility of using renewable energy;
management systems and continuously improve  advocate green offices; replace with energy-saving
energy efficiency equipment

IKEIRHTA) AR KRB 5 $& Rk IR AR R Bk Rt i B0 5 R B TAO B/ Rk

Water conservation

Reduce water use intensity year by year;

improve water resource utilization efficiency

Strengthen the implementation of water-saving

measures; enhance employees’ awareness of water-saving

JBE ) 1

Waste management

TR JBE S 8 B L 5 R HR A A B )
WO A

Increase waste management efforts; actively

promote waste recycling

SEL SR S ] 4 AT R ER M IR 5 5
EIEFME - B AR TR

Work with suppliers to promote the use of recyclable
packaging materials; further improve waste supervision,

recycling and account establishment work
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Emissions Management

Zhenro Services attaches great importance to the management of emissions
and will always abide by national and local laws and regulations as the basic
guideline for our daily operations. We have formulated and implemented
a series of internal emission management systems to strengthen emission
monitoring and control during operations, ensure that all emission activities
are strictly compliant, and effectively fulfill the Company’s responsibilities of

environmental protection.

Waste Management

Zhenro Services strictly comply with the relevant laws and regulations of the
place where it operates, formulates internal systems including the Solid Waste
Management Rules, and carries out whole-process management of the wastes
generated in operation, and strictly controls all processes of waste collection,
classification, temporary storage, disposal and recycling, to ensure compliant

disposal.

Non-hazardous wastes generated in Zhenro Services’s daily operations and
office work mainly include kitchen waste, waste paper and waste packaging
materials. Hazardous wastes generated mainly include toner cartridges, waste
ink cartridges, and waste electronic equipment. We have formulated clear
compliance disposal methods for waste in three types of areas, including living
areas, office areas and commercial areas. In addition, we have formulated further
specific disposal methods for wastes, mainly domestic waste. All domestic
waste must be separated from dry and wet, and properly packaged in thickened
garbage bags; swill waste needs to be transported separately in special 120L
trash cans, and the lids of which must be closed during the entire transportation
process to prevent leakage. We strive to meet environmental protection

standards in every detail and contribute to building a green environment.
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We have established a comprehensive
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Office Area
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We have placed sorting garbage
bins for separating dry waste and

wet waste at various locations.
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Business Area
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waste segregation system and urge We have formulated a clear

our regional subsidiaries to actively waste segregation regulation and
implement waste segregation guideline system to clarify the way
policies in conjunction with local merchants dispose of waste at three
government requirements. aspects, namely, the tools, mode
and management in cleaning and

transportation of waste.
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Compliant disposal methods of regional waste

T IE 28 B w0 o R R L R0

Putian Zhenro Fortune Center Waste Disposal Upgrade
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During the Reporting Period, the Putian Zhenro Fortune Center

project was equipped with sorting garbage bins at the project site, . -
and merchants and cleaning staff were required to sort and transport
the garbage to the garbage room on a regular basis. After that, Putian
Environment Group will uniformly compress and pull the garbage to

the garbage station.

B3R o i

Garbage sorting, cleaning and transportation

B ALE KR Environmental, Social and Governance Report 2023




o i BAT AR 0 BE B

Low-carbon Operation and Green Development

M0 e b v B B3k 2 UK

Strict Garbage Sorting in Hefei Capital Yue
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In order to effectively promote the work of garbage sorting, Hefei
Capital Yue implemented a comprehensive and refined management
assessment from six aspects: the overall community environment,
publicity atmosphere, garbage collection facilities, garbage disposal
points environment, equipment operation status and operation
management ledger. By implementing a comprehensive management
and assessment mechanism, the efficiency and accuracy of garbage
sorting are effectively improved, while good environmental protection
habits are promoted. During the Reporting Period, the community was

recognized by the local government and rated as a “Model Community

for Garbage Sorting”.
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Domestic garbage disposal point
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Operation Clear

In order to improve the quality of the construction site and further standardize
the management of outsourcers of waste cleaning and transportation, Zhenro
Services carried out “Operation Clear” during the Reporting Period, and
required the construction parties of specific projects to be responsible for the
sorting, transportation and recycling of construction waste by formulating
indicators related to the minimum profit margin of the project, committed
to forming an effective management and control mechanism and effective
evaluation of outsourcers of waste cleaning and transportation, and improving
the profitability of various projects. During the Reporting Period, Zhenro
Services has significantly improved the level of construction waste recycling in

various projects.
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Exhaust Gas Management

Due to the main business scope and operating model, the Company’s exhaust
emissions are relatively low, and exhaust emissions mainly come from the

exhaust emissions of its own vehicles.

Zhenro Services strictly abides by relevant laws and regulations in the places
where it operates and has formulated a series of strict internal exhaust gas
emission management measures to reduce exhaust gas emissions. For our own
vehicles, we conduct vehicle inspections every year to ensure that all vehicles
are used properly. For equipment with large exhaust gas emissions, we strictly
monitor various exhaust gas indicators emitted by them to ensure that they
meet the specific emission standards of the country and the region where they
are located. In addition, we constantly adjust our vehicle configuration, reduce
the use of our own vehicles and encourage employees to use carpooling or public

transportation to reduce exhaust emissions.

Wastewater Management

Zhenro Services strictly abides by the Regulations on the Administration
of Pollution Discharge Permits, the Law of the People’s Republic of China
on Water Pollution Prevention and Control and other relevant laws and
regulations where it operates and develops a strict internal wastewater discharge
management system to ensure the compliance of wastewater discharge during

operations.
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The main source of wastewater discharged by Zhenro Services is domestic
sewage. In order to ensure compliance with discharge regulations, we
implement a rainwater and sewage diversion mechanism in all operating
areas, conduct real-time internal monitoring of wastewater discharge during
operations, and respond promptly to abnormal discharge situations. In addition,
we actively invest resources, carry out facilities and equipment renovations, and
continuously optimize wastewater discharge methods, striving to reduce the
total amount of wastewater discharge while gradually reducing the impact on

the environment.

In addition, we regularly conduct external reviews and entrust a third party with
professional qualifications to monitor various indicators of wastewater every year
to ensure that the effluent indicators meet discharge requirements. During the
Reporting Period, the wastewater discharged by Zhenro Services complied with

the discharge requirements.

Putian Zhenro Fortune Center Kitchen Wastewater Filtration and Discharge Modification
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During the Reporting Period, in order to ensure compliance with the discharge of kitchen wastewater, Putian Zhenro Fortune

Center carried out targeted retrofit of facilities related to the filtration and discharge of kitchen wastewater, such as oil separation

rooms and integrated equipment. The renovated facility has significantly improved its wastewater treatment effect.
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gl Ko Resource Management

FeAM ] 5 7K U B A PR > R A We have formulated a water resource monitoring and management system to
KGR B AT SRR AT o DA R IR guide the Company in statistics and analysis of water use, and to promptly
R MR K R W B S - LBk - monitor and rectify abnormal water use. In order to prevent running-off,
B -0 IS > AN E B e draining, dripping and leaking, we regularly carry out maintenance and
R AG 7K~ PR 7K R it [ 1 F 22 4 IR inspection of valves and sealing devices of water supply and drainage facilities
AR o BLAL - A E R B S - HE in the operating area. In addition, we continue to improve the efficiency of
AN B TS BB A G - HRAER Rk water use through specific measures such as equipment modification, reuse and
R A AL A awareness raising.

e o EFTRIESEIHNCE - 7 I A E K R R LA

Conduct frequency conversion of water pumps and use water-saving taps and sanitary ware in the park

Equipment modification

A F o ERESZFRUKIE - WK B S RLL - M TR - HKETT SR EEE
= Establish water reuse and rainwater reuse systems, and use reclaimed water and rainwater for irrigation
euse

o TEREAEM - BAK I HABRIR RS ACBEAE o BT T - R - K
e 23k 1] . ) N . .
iRt Posting water-saving slogans in toilets and pantries to raise the awareness of employees, consumers
Awareness raising and property owners of water conservation.

B 7K R 4

Water saving measures

P TE 58 B B K R0

Putian Zhenro Fortune Center Water-saving Renovation

A o IE S R O T AE AN S B T A0 TR S /A i 2R T K BRI B BE > I IH E 4 [ 1 AR
FIAEAT TN SH kU -
During the Reporting Period, the Putian Zhenro Wealth Center project tightened the water outlet valves in each sanitary rooms
without affecting use, and also locked and modified the tap water valves in the public area of the project.
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Water valves adjustment

B ALE KR Environmental, Social and Governance Report 2023




ik = 1

BAT AR

Low-carbon Operation and Green Development

BT aRE

1E SRS i A% BR AR Ak (0 (R B B > i
RO SRR BEE o O F B R BAT R PR
R AL - R T AR S AR T A B
B R 05 A0 B IR A Y R o AT AR
Frig ey - RIMBERRR AT > ALARBH
EABRREEESY - BRI T - EE -
L IR R AL R - wR Ak LER R A ik
A -

s e 4

AEIR AT B

TE SR AR5 1 REJRAE I 27 2 W) H o i
P2 BT o A R OR - A ELTHAR
PEAL B SRR AL > O B o o 38 B VR Y £ 7T
FLFEAN A HE o F M AR B R 5K [ ek |
BE o AR B ST 8 T TE AR BRI A A
il 7 I S M 5 46 1 e FE 8 FRLAE 248 51D
TR IR S AR BR R -

2% T E S RE VR T DUEATIB ML - 0 H
eSS b o B B % B BE IR o ) S 19 DL BR
HEREBE > 0K A% [ I RERE TR BR B B TN
BUMHE > BB A BEE - BiRE
REVRLE 2005 > Floq Hfi e V% 4 R s
THR R CERERL I - v MU REWPEIE E
A B RERT BT RO > [R5 0E
I B 3 55 R 6 DA T ST A o ek
12 11 7 R RE TR B 25 R 00 R I RE R FE AR
oo BEA o FRAM 2 i R i R R R 4
HFE > M B TR AR -

WO A N L R RETRN AR > 1R
THREVRAE s - BRI T — R A HiRE
B4

PRACTICE GREEN OPERATIONS

Zhenro Services always adheres to the green and low-carbon operation concept
and is a practitioner of green concepts. The Company actively practices
management process optimization and strives to achieve a win-win situation of
environmental and economic benefits through upgrading equipment, raising
awareness and other measures. We promote green office, vigorously advocate
low-carbon mobility, organize various environmental protection publicity
activities, enhance the environmental responsibility awareness of employees,
property owners and tenants, and integrate green environmental protection into

urban life.

Low Carbon Operation
Energy Management

Zhenro Service regards energy management as the focus of the Company’s
daily operations, and continuously strengthens the regulation and management
of energy use through institutional guarantees, management upgrades,
optimization measures and other means. We actively respond to the national
“dual carbon” goal, strictly abide by relevant laws and regulations where we
operate and formulate the Energy Consumption Management Guidelines of

Zhenro Services Group to guide the development of energy management work.

The Company regularly tracks, analyzes and compares energy usage,
promptly discovers and follows up on abnormal energy usage, and links
energy consumption indicators in each region with employee performance to
help achieve environmental goals. In order to improve energy efficiency, we
promote the implementation of energy-saving renovations, upgrade and iterate
energy-saving technologies, implement energy-saving and emission reduction
projects, and promote the application of new energy-saving technologies. At the
same time, we encourage each project to sign cooperation agreements with local
clean energy suppliers to increase clean energy coverage and reduce total energy
consumption. In addition, we use posters, kind reminders and other promotional

means to improve employees’ awareness of energy conservation.

During the Reporting Period, in order to avoid unnecessary energy consumption
and improve energy efficiency, we implemented a series of energy-saving

measures.
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Implementation of Energy Efficiency Retrofits

o BRREML T BRI R AT 20 I FE 1 i o TS R B AL R R AR U LR R A W BERE AL RT 0 AT KT - BB AL
114 7 3 U B A B R
Implemented the underground garage lighting system zoning control renovation, together with the intelligent remote meter
renovation in order to improve the Company's energy consumption statistics and analysis level, and to achieve efficient monitoring and
management of power resources.

PR FH B BE S H

Adopting Energy-Saving Equipment

o EARTBOCMUZIEIT o AL B - B - (5 HI R R R R B AR o M R
JRE B B - AR L B 5 SR A2 o ) A ) AT IR ] o
Without affecting the lighting level, adopting energy-saving lamps and lanterns for street lamps and walkway lamps in public
areas and lighting equipment in car parks and equipment level, and the control operation time of the lighting equipment
according to the specific needs by installing sensing switches.

AL AE A A

Optimisation of Energy-Saving Operation

o P THSE B HE RS AL AT O7 S > BLE SO BH B A R ] SO AT 2 SR > AR R SO E 1 A S
JEE o 3l B F R A
Developed a refined operation programme for air-conditioning and other equipment, setting equipment switching times and operation
parameters, such as setting specific air-conditioning temperatures according to the weather, and carrying out daily inspections.

B e H O [ R MBI
Energy-saving lamps Sensor lights in public area
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Putian Zhenro Fortune Center Energy-Saving Renovation

WoE A W IESE M E D EEZIH E REATREAREST T 2 W
PEAL o A ] S AR L SRS PRI AT AR AR B R > AR A IH I
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During the Reporting Period, Putian Zhenro Wealth Center comprehensively
optimized the project’s operational energy consumption. By formulating
annual strategies and conducting whole-process supervision, we ensure that

all measures are implemented and effective.

FAME R R REAT T S THAR - BB T B F PR A ] IR B
19 7 2 2 B AL OB > A — 2D B T RE TR A9 & B o [ By
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We have renovated and upgraded smart meters to realize differentiated
charging of electricity bills at four different time periods every day,
further improving the rationality of energy use. At the same time, we
actively promote the photovoltaic transformation of the lighting in

the outer square and introduce renewable energy to comprehensively

improve the intelligence of property management and reduce carbon

emissions.

JeAR B

Photovoltaic street lights
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Green Office

We advocate a green and low-carbon office style, continue to promote
green environmental protection publicity and training activities, enhance
employees’ environmental awareness, encourage all employees to participate in
energy-saving actions, reduce resource waste, and implement resource recycling
and reuse to create a low-carbon and environmentally friendly green office

environment.

The Company implements paperless initiatives in the whole office area, and all
matters involved in daily office work are approved and recorded online to avoid
paper consumption in offline processes and reduce paper usage. We require
all employees to turn off electrical appliances that are no longer in use after
get off work, promote the use of energy-saving office equipment, and provide
support for employees green mobility and commuting to reduce office energy
consumption. In addition, the Company continues to promote waste recycling
and reuse, setting up waste paper and used office equipment recycling baskets
next to the printer to facilitate the collection of usable paper, office equipment,

etc. for recycling.
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Operation Greenery

Green Advocacy
Green Leasing

Zhenro Services focuses on promoting the construction and development
of green shopping malls and assisting brick-and-mortar merchants in their
innovation and transformation. Through the exemplary creation of Zhenro
Fortune Center shopping malls, the Company has become a vanguard and leader
in green circulation and advocating energy conservation and consumption
reduction. We conduct in-site briefing reviews for all merchants entering the
site in advance, including review of drawings, fire safety material requirements,
etc., and stipulate submission materials in accordance with relevant national

laws and regulations.

Green Culture

Zhenro Services is also committed to promoting the construction and
development of green culture in owner communities. We actively promote the
popularization of green lifestyles, and by strengthening greening maintenance
and other measures, we advocate residents to pay attention to the quality of
community greening in their daily lives, and continue to improve the greening

rate of communities and the living quality of owners.

06958.HK |, 1

Wt N - B /D Ak A R R TR AE AR BS BH R AR B AT , | I
S A QR 7 f
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During the Reporting Period, in order to improve the quality of
greening maintenance in the community, Zhenro Services carried out a
greening campaign to ensure that there were no exposed loess or dead
seedlings in each residential project, and focused on the management of
the first-level greening maintenance area in the community. In addition,
we have formulated a greening management system to improve the
owners’ awareness and sense of responsibility for green environmental

protection through publicity and education.

JHH #r i o

Project greening maintenance
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3.12 Arbor Day Activities
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During the Reporting Period, we carried out tree planting activities in multiple communities on Arbor Day and actively invited

the family of property owners to participate in tree planting and make contribution to reducing carbon emissions.

Tree planting activity

FEE R AL
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Responding to Climate Change

Zhenro Services is acutely aware of the significant impact climate change has on
its sustainable development and therefore actively align itself with the national
“dual carbon” initiative. We proactively identify and assess potential risks posed
by climate change, closely monitor the release of policies by the government
and dynamic developments related to climate change, take reasonable measures
to effectively mitigate these risks, and incorporate countermeasures into the
Company’s strategy. The Board of Directors oversees the assessment of risks
related to climate change, while the ESG Working Group, authorized by
the Board, frequently evaluates the adequacy and effectiveness of measures
addressing the ESG related risks, including those associated with climate
change, and reports their findings to the Board. Our functional departments
and subsidiaries are to take active measures to mitigate climate risks, thereby

enhancing the Company’s risk resilience.
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With reference to the recommendations of the Task Force on Climate-related
Financial Disclosures (TCFD), the Company identified potential climate change
risks within the scope of its operations based on two typical greenhouse gas
concentration pathways (RCP2.6 and RCP8.5) under comparative scenarios. We
have conducted a comprehensive analysis of external factors such as government
plans and policies in the regions where we operate, historical records of
extreme weather conditions, as well as internal factors such as our operational
characteristics and business plans, which enabled us to identify a list of climate

change risks and develop corresponding countermeasures.

JEU B B 2 8
Risk Category Risk Parameter
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Risk Description
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Response
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Market Policy changes

With the continuous introduction of
relevant laws and regulations in the
context of the national dual carbon
goals, the Company may be subject
to negative impacts such as fines,
business losses, brand and reputation
damage if it fails to adjust its
operating standards in accordance with
the latest policies in a timely manner.

Zhenro Services actively identifies the existing laws,
regulations and policies, interprets relevant policy
orientation, develops its development strategy based
on its business and actual needs. We will continue
to update and improve our management system, and
incorporate the philosophy of energy conservation and
emission reduction into our strategic planning, so as to
ensure that the Company adapts to policy changes and
realizes sustainable development.

BRI A LR
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Increase in
purchase costs

Climate change may lead to an
increase in raw material prices and
purchase costs.

The Company actively analyzes the pricing trend of
raw materials, increases the proportion of cooperation
with local suppliers, reduces supply chain risks, and
effectively manages the risk of rising procurement costs
through communication with suppliers and resource
integration.
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Concern of
. roperty owners
Reputation property .
about social

responsibilities

Society and customers now pay more
attention to the performance of
corporate social responsibilities.

The Company adheres to sustainable development,
participates in public welfare undertakings and carries
out green transformation step by step.
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Chronic risk ~ Rise of sea level

The Intergovernmental Panel on
Climate Change (IPCC) predicted
that the sea level would rise by
approximately 0.30 meters under the
RCP8.5 scenario and 0.24 meters on
average under the RCP2.6 scenario.

For chronic climate risks, Zhenro Services conducts
forward-looking risk identification and assessment,
and incorporates it into planning considerations.
Meanwhile, the Company closely monitors weather
forecasts to ensure timely and adequate preparation,
safeguarding the safety of its staff and property owners.
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Increase in
the severity of
. extreme weather
Acute risk . .
events including
typhoons and

floods

Extreme weather conditions will
affect the safety of employees and
labor management and planning.

Zhenro Services has formulated a risk emergency
mechanism to deal with extreme weather conditions
and optimized its emergency management process
for responding to extreme weather conditions. Our
management personnel at all levels conduct pre-
emptive inspections and take preventive measures such
as stockpiling supplies, clearing drainage systems, and
implementing other emergency measures in response
to typhoon conditions. We also actively conduct
emergency drills to improve our employees’ ability
and efficiency in dealing with extreme weather events,
aiming to ensure that our staff can safely and effectively
carry out their tasks under extreme weather conditions.
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We will continue to focus on the impact of climate change, enhance our
risk management capabilities, continuously optimize and update our

countermeasures based on the results of risk identification, so as to promote the

sustainable development of the Company.
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Zhenro Services regards talent as a crucial cornerstone for its sustainable
development. Therefore, we uphold a people-oriented principle and talent
philosophy of “cherishing, developing, and giving full play to talent”, constantly
refining our employment system to empower talent development and ensure the
safety of our employees, striving to create a workplace full of love, respect, and

opportunities for them, and thrive with them.

PROTECTING THE RIGHTS AND BENEFITS OF
EMPLOYEES

Zhenro Services adheres to legal and compliant employment practices,
continuously improving its recruitment and employment systems to
safeguard the rights and interests of its employees. We constantly optimize
our compensation and benefit system, aiming to foster equal and harmonious
relations with our employees, and achieve mutually beneficial development with

them.

Employee Recruitment

Zhenro Services complies strictly with the Labor Law of the People’s Republic
of China, the Labor Contract Law of the People’s Republic of China, and other
relevant laws and regulations. Based on the Company’s actual needs, we have
formulated and continuously improved a set of internal systems such as the
Recruitment Management System and Human Resources Process Management
Norms, striving to protect the legitimate rights and interests of our employees
and job applicants from the perspectives of hiring, onboarding training,

promotion, compensation and benefits.

We adhere to the principle of equal opportunities, treating our employees of
different genders, races, religious beliefs, and cultural backgrounds equally,

striving to create a harmonious and diverse workplace.

Furthermore, we adhere to legal employment practices and comply strictly
with laws and regulations such as the Law of the People’s Republic of China
on the Protection of Minors and the International Labor Organization’s Forced
Labor Convention. We carefully verify the candidates’ identification documents
during the hiring process to prevent any form of child labor, forced labor, or
other illegal practices. During the Reporting Period, we were not engaged in
any institutional violations involving child labor or forced labor, and the labor

contracts signing rate of full-time employees reached 100%.
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With the Company’s current
strategic needs, team structure,
market supply and demand
and other factors taken into
account, we have updated the job
descriptions for various positions
across different business segments
under the recruitment principle
of “integrity and five strengths”,
with the goal of precisely
identifying exceptional talents
whose capabilities align with the

demands of the positions.

To attract more talented individuals to join us, we regularly update our
talent recruitment strategies, expand our recruitment channels and launch an
online recruitment information system. Through continuously optimizing our
recruitment management efforts, we strive to enhance recruitment efficiency,

solidify our talent foundation, and fuel the Company’s sustainable development

with a vibrant workforce.
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To align with the Company’s
development status, we have
enhanced our practices and
efforts across three key channels:
internal talent recommendation
management, flexible employment
channels, and returning employee
management, aiming to diversify
our recruitment channels, boost
job occupancy rates, and reduce

recruitment Costs.
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We strive to stay abreast of the
trend of digitalization by building
a recruitment information system
based on our HRIS manpower
system, aiming to realize the
unified online management
of interview process control,
staffing management, talent pool
construction, channel management
and other modules, and ensure
the accuracy of information, and
dramatically enhance recruitment
efficiency through data visualization

and other technical means.
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Sets Sail for Dreams with “Ro’s Star” Campus Recruitment
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As a fresh graduate recruitment project meticulously crafted by Zhenro Service, “Ro’s Star” aims to systematically, scientifically,

and professionally cultivates high-potential talents for the Group's sustainable growth.
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During the Reporting Period, the “Ro’s Star” Campus Recruitment Project of 2024 held 6 on-campus recruitment events,
covering the Group’s four key business regions, which have effectively communicated our corporate culture and fostered a positive,

professional brand image among universities while attracting outstanding talents.
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During the Reporting Period, we successfully accomplished our recruitment
targets with a staffing rate of over 95%. As at December 31, 2023, we had a
total of 3,485 employees, all being regular employees. A breakdown of our

employees is set out below:

P E5r B T8E HAEBE ) B TR
Number of employees by gender Number of employees by age
1,357
1,902 1583 840 848
440
o §/qca 30 AT 30-39 40-49 % 50 MU L
Male Female Under 30 30-39 40-49 Above 50
e [ 3043 B TR
Number of employees by region

1,482

682 635
- N N
L

A RIL=fAblm ke lim  chrgimiblim B A [5
Headquarters Yangtze River  Both sides of the ~ Central and Bohai Rim Other regions
Delta region Taiwan Straits  Western region
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Remuneration and Benefits

Zhenro Services strictly abides by the relevant provisions of the Labor Law of
the People’s Republic of China and the Social Insurance Law of the People’s
Republic of China concerning the issuance of remuneration and benefits,
and has established a long-term remuneration management mechanism
featuring standardized management and scientific development. We actively
benchmarked against our peers and cross-border enterprises to ensure that we
provide our employees with competitive remuneration. During the Reporting
Period, we continued to optimize our remuneration structure, refresh the reward
and punishment mechanism, strengthen timely incentives, and correlate the
increase in individual remuneration with the performance of the business units,

so as to motivate the talents to contribute to the success of the Company.

Zhenro Services is committed to ensuring that every employee receives objective
and fair remuneration and performance rewards. During the Reporting Period,
we upgraded our Guidelines on Merit Assessment Management to provide
timely rewards and commendations to our employees with outstanding
performance through the establishment of monthly, quarterly and annual merit
assessment mechanisms and representative awards, so as to foster a positive
working atmosphere. In addition, we strive to establish a fair and efficient
incentive system by adopting PPI and KPI assessment methods to address the
differences in the positions of our employees, as well as monthly and quarterly
performance appraisals, with the results linked to merit assessment and
promotion, so as to fully motivate our employees to dedicate themselves to the

development of the Company.

We continued to improve our employee welfare system by formulating the
Employee Attendance and Vacation Management Standards, Employee
Attendance Management Rules and other internal management systems. In
addition to the basic benefits such as five types of social insurance and the
housing provident fund, annual leave and statutory holidays, we provide our
employees with holiday bonuses, free medical checkups, free canteens and other
types of supplemental benefits based on their actual needs, so as to enhance their

satisfaction and sense of belonging.
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Functional staff

PARTNERING FOR GROWTH

Zhenro Services adheres to the core concept of integrity and transparency to
gather talents, to construct a platform for the development of talents, and
to motivate talents with the goal of shared prosperity. We are committed to
providing employees with a broad career development platform and a good
learning environment, comprehensively improving their vocational skills and
professionalism, and providing strong talent support for business innovation and

high-level development.

Promotion Path

Zhenro Services is committed to creating an open and transparent environment
of positive competition for employees. We reasonably plan the career
development channels for our employees, strengthen the competition
mechanism for the front-line management positions of projects, and at the same
time, combined with the business development needs of the Group, we have
formulated a clear and definite promotion process for employees in different
positions, so as to ensure that each employee can give full play to their skills and

abilities, and create more value for the enterprise.

BT - FRMREIEE > REEEHE AR > BAERTETHHE -

Two promotion opportunities in the middle and at the end of each year, and promotion incentives are

given to those who excel according to the results of the performance appraisal.

JHAEMAR

Project management staff
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Quarterly promotion opportunities and internal open competition for vacant management positions.

In addition, we encourage our employees to pursue further education in
their professional fields, and reimburse the examination fees and tuition for
employees who receive continuing education and obtain job-related professional
qualifications, so as to comprehensively support the personal growth and career

development of our employees.
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Bl & Training System

1 2 IR B B 7 A 8 0 R M Y &2 B BB R Zhenro Services is committed to creating a positive all-employee learning
B > B AR SEM A MR B o RAMA atmosphere to help the sustainable development of the Company and talents.
BA AT R - Fr e & NA IR Combined with the Company’s strategic needs, we continue to improve the
R o e E TRA - LR A A4 A 4R construction of talent training system, establish a robust talent development
T~ B S fd 57 B 07 1 0 B B RS T framework in the integration of new employees, basic job skills enhancement,

LT EEMBERAA R R AR key position ability training and echelon construction, etc., and create a number
T Z EAE MR AIEE » S st ik of boutique training programs to cultivate a high-quality, professional talent
FRE -~ HEMWAA B - A team for the development of the Company. During the Reporting Period,
A SLFHBH R T 26,440 /MRy B L5 we conducted a total of 26,440 hours of training for our employees, with the
Al > B LA ZAIHEE L 7.6/ A e average training hours per employee of 7.6 hours.
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New Employee Training
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During the Reporting Period, we created a new training program for new staff to systematically administer the management and

training of new employees during the probationary period, as well as their coaching and assessment, with the whole process covering

the key nodes of onboarding, general knowledge and cultural integration, job training and orientation training camps.
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Ro’s Star
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The “Ro’s Star” program is the internal management training brand of
Zhenro Services, facing fresh undergraduate and master’s degree students,
looking for middle and senior management talents and professional
talents of the Company in future. The program focuses on comprehensive
career development and support for school students in the workplace, and

focuses on 6 key training nodes for empowerment and integration.
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Ro’s Manager
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The “Ro’s Manager” program is the internal managerial grading

certification and training brand of Zhenro Services, which focuses on the
improvement of manager service level and efficiency, and reserves talents

for account executives and project managers. In 2023, we launched the

Ro’s Manager Training Camp program, and carried out the manager
onboarding certification on a quarterly basis, so as to improve the service standard of managers in all aspects, and to provide

customers with better quality services.
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Ro’s General
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“Ro’s General” is the internal project manager training brand of Zhenro

Services, which is divided into two projects, namely, Leadership Development
Program and Advanced Skills Training Program. Taking the competency
model of the project manager as the target, the project manager will improve
the management consciousness, quality consciousness, problem solving ability

and team management ability in all aspects, enhance the organizational agility

and resilience, and create an efficient and competent project manager team.
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Commercial Elite Management Talent Training Camp

of the enterprise’s commercial projects.
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The Commercial Elite Management Talent Training Camp is an important talent development project within Zhenro Setvices,
which is mainly for the key decision-makers of commercial project management and operation management. Taking the
competency model of the general manager of a commercial project as a target, it comprehensively and systematically improves
the strategic thinking, team management and business ability, and provides in-depth understanding of the operation and

management of the commercial projects as well as the strategic planning, so as to provide essential talent pool for the expansion
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In 2023, we took a solid step forward in the construction of corporate culture,
establishing and improving the core contents of cultural spectrum and cultural
keywords to solidify the theoretical foundation for the construction of corporate
culture system. We effectively enhanced the dissemination of our corporate
culture and ensured that our corporate culture was put into practice through
a wealth of activities such as cultural competitions, cultural blind boxes,
grassroots symposiums, employee engagement initiatives and corporate culture
training. During the Reporting Period, we organized 241 grassroots cultural
symposiums and more than 50 corporate culture trainings, with a total of nearly

4,000 participants.
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ENHANCING EMPLOYEE HAPPINESS

Zhenro Services adheres to the concept of people-oriented, and always puts
employee care in an important position. By creating diversified and smooth
communication channels and organizing colorful spare time activities, Zhenro
Services guarantees the balance of employees’ life and work, and enhances their

happiness and organizational commitment.

Employee Communication

Zhenro Services actively listens to the voice of employees, actively builds a
variety of effective communication channels, and creates an open and democratic
communication environment for employees. We set up an employee relations
specialist position and open an employee relations hotline to ensure that
employee feedbacks are handled efficiently; we hold at least one employee
feedback session every six months to listen to the demands of employees; and
we hold regular human resources planning meetings to recognize outstanding
employees. In addition, we advocate all managers to open their doors and take
the initiative to pay attention to the needs and emotions of their subordinates,
and help them solve the difficulties they encounter in their work with tailored

solutions.

Employee Caring
We have formulated Zhenro Group Employee Mutual Aid Fund System to

provide help and assistance to the employees who encountered sudden and major
difficulties, and visited veteran employees and employees in difficulty during
festivals to convey the warmth of Zhenro and improve the employee satisfaction

with tangible efforts.

Under the leadership of the trade union, we organize weekly sports activities
such as badminton, soccer and jogging to encourage our employees to maintain
their physical and mental health. In addition, we regularly organize special
activities such as staff birthday parties, holiday get-togethers and book sharing
sessions to enrich the leisure activities of our employees. During the Reporting
Period, we organized various employee activities for more than 100 times,

effectively enhancing team spirit and improving employee satisfaction.
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OCCUPATIONAL HEALTH AND SAFETY

Zhenro Services regards employees as valuable assets, and always puts the
occupational health and safety of employees at the core of the enterprise. We
continuously optimize the workplace safety and health program, clearly assign
and enforce safety management responsibilities, and carry out safety training

activities to create a safe and healthy working environment for our employees.

We strictly follow the requirements of the Law of the People’s Republic of
China on Prevention and Control of Occupational Diseases, Measures for the
Administration of Occupational Health Inspection and other relevant laws and
regulations, and have passed the ISO 45001 Occupational Health and Safety
Management System Certification. We continue to improve the occupational
health and safety protection system, formulate internal guidelines such as
Emergency Plan for Typhoon and Flood Prevention of Zhenro Services and
Emergency Plan for Fire and Fire Incident of Zhenro Services, clarify the
responsibilities of the personnel related to the safety management at all levels,
and link the health and safety performance of the employees with the salary
and assessment of the departmental senior management members to ensure the

effective implementation of the safety management work.

We have established a three-tier inspection system of our headquarters,
mysterious guests and project teams, and we actively carry out special
inspections for specific safety risks, so as to effectively prevent and eliminate
potential safety hazards in the production process. In addition, we provide
annual wellness examinations for our employees every year to help them

understand their health condition in time.

We carry out regular safety training and empowerment to improve the
safety knowledge and competencies of our employees and ensure the personal
safety of our employees and owners. In addition, we provide annual wellness
examinations for our employees every year to help them keep informed of their

health conditions.
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Zhenro Services Conducted Fire Emergency Drill

TE 2R IR B 2SR 45 JH 4 2 45 2 20 B R — Y3 19 1B S AR Q) TR0 A A T I R ) 2 B~ T o 9 B AR DK
%o WRATUWHEAEZH .
Zhenro Services requires each project to carry out fire emergency drills at least once every six months. The drills include wearing

fire suits, how to use fire hydrants to extinguish fires, etc., and all property employees must participate.
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On Fire Day 119, we invited firefighting professionals to train employees and customers on residential fire safety measures and
explain the basic operation of fire extinguishers to raise awareness of firefighting safety. During the Reporting Period, more than

500 fire emergency drills were conducted by projects.
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Zhenro Services understands the importance of good supply chain management
to quality services and corporate development. We uphold the cooperation
principles of equality, transparency, openness and sharing, and continue to
improve our supply chain system in order to promote the construction of a
responsible supply chain and open up a new chapter of win-win cooperation. At
the same time, we have always adhered to social responsibility, actively share the
achievements and successes with all parties, participate in community building
and public welfare activities, gather love, convey warmth, and work together to

create a better life.

PARTNERING FOR WIN-WIN COOPERATION

Zhenro Services is committed to establishing equal, mutually beneficial and
transparent relationships with our partners and suppliers in a wider range of
areas, at more diversified and deeper levels, so as to realize synergies and mutual
enhancement of resources and promote the construction of a sustainable supply

chain.

Supplier Management

Zhenro Services regards a high-quality supply chain system as the cornerstone
of quality services. The Company abides by the Tendering and Bidding Law of
the People’s Republic of China and other relevant regulations, establishes and
continuously improves the Zhenro Services Supplier Management System and
other internal rules and regulations, which specify the management process and
relevant standards for the entire lifecycle of supplier admission, evaluation and
withdrawal, and continually improves the supply chain management system to
enhance the level of supply chain management. We continue to standardize the
procurement process and promote the continuous progress and growth of our
suppliers by strengthening their selection and evaluation, so as to jointly create

a supply chain system built on integrity, transparency, and quality.
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Supplier Admission Process

We attach great importance to the qualification review of our suppliers and have
established a comprehensive supplier qualification review process. We conduct
all-round qualification reviews through various means, such as on-site surveys,
in-depth communication and detailed information verification, to ensure that
our suppliers meet our admission standards. During the Reporting Period, we

had a total of 963 suppliers, distributed in the areas shown in the chart below:

PR 5 (KX)

Supplier Distribution
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North China Region
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Central China Region
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Southern Region
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East China Region
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Supplier Assessment and Hierarchical Management Mechanism

In order to ensure the quality of our suppliers” services and their ability to
perform their contracts, we conduct regular daily inspections as well as periodic
(monthly/quarterly) and non-periodic quality supervision inspections. During
daily inspections, we conduct comprehensive reviews of suppliers’ service
details in strict compliance with contract terms and product quality standards.
During monthly, quarterly and non-scheduled quality supervision inspections,
we evaluate suppliers’ performance, record in detail any failure to comply
with contract terms and track rectifications. During the Reporting Period,
Zhenro Services newly introduced independent third-party audits and used
the information collected during these inspections as one of the important
dimensions in supplier performance evaluation. For problems identified during
the inspections, we require suppliers to complete rectifications within a specified

period of time.
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Meanwhile, we assess the performance of suppliers based on the inspection
results. Based on the assessment results, we categorize suppliers into five
grades: “excellent, good, qualified, unqualified and blacklisted”. For suppliers
with excellent performance, we have formulated corresponding incentives.
We give priority to suppliers with “excellent” ratings during the evaluation
process to win the bid and waive their bid deposit. For suppliers found to have
violated regulations or contractual agreements, we will take specific corrective
action plans. For suppliers that are blacklisted, we will consider terminating
cooperation with them to ensure the continuity, stability and efficiency of our

supply chain.

Supplier Sustainable Performance Management

We actively promote green procurement and pay attention to our suppliers’
ESG performance to communicate to our suppliers our unwavering commitment
to environmental protection and sustainable development, reflecting our
core values. Zhenro Services incorporates ESG performance into its supplier
management process, including but not limited to reviewing the percentage
of veterans in the suppliet’s team of security personnel, assessing whether the
supplier’s wastewater discharge system meets national and regional standards,
and reviewing whether the supplier has been subjected to any form of
ESG related penalties. In addition, we specifically require suppliers introduced

for our main business to pass ISO 9001 system certification.

We attach great importance to the construction of a clean supply chain, and have
built up a strong defense line of compliance to ensure the healthy development
of our business. During the Reporting Period, Zhenro Services entered into
sunshine agreements with suppliers and implemented anti-corruption actions in
the supply chain through control measures such as special audits, core business
spot checks and confidential supplier evaluations. During the Reporting
Period, we reviewed 890 suppliers and the signing rate of Supplier Integrity
Agreements reached 100%.
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Special Audit
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Conduct audits on all types of recruitment and procurement business across the region and
conduct special audits on all directly awarded and renewed contracts

O EB A
Core Business
Spot Checks
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Conduct centralized spot checks on supplier on-site management, personnel management,
and settlement management processes of each project

o BXEIMCGIEMTr, AT RO MR A S e E S, SHE I R
AL AR - i A7 P REAEE AT 1 B B 2
For suppliers that have cooperated in each region, the Group will take the lead in carrying
out the supplier’s anonymous reverse evaluation mechanism, and verify and deal with the
critical compliance and ethical issues fed back by the suppliers
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In addition, during the Reporting Period, we carried out the prevention of
legal risks in business invitation and operation and held integrity awareness and
training programs, with a view to promoting the improvement of suppliers’

quality and services to achieve mutual benefits and win-win results.

Supplier Communication

Zhenro Services understands that the steady development of an enterprise
is based on the good cooperative relationship with our suppliers. To this
end, we have established an effective communication platform through daily
communication, special interviews with suppliers, supplier feedback and
evaluation mechanism and supplier conferences to conduct in-depth exchanges
on key issues such as product details and quality standards. For suppliers of our
main business, the Company organizes group recruitment and procurement
and related lines to participate in communication, exchanging views on the
suppliers’ funding situation, difficulties encountered in the course of contract
performance, and the situation of staff recruitment and material allocation, with

full coverage of suppliers achieved every three months.

B ALE KR Environmental, Social and Governance Report 2023




1 45 4

A S0 A 4

Happiness and Joy, Creating a Better Life

3 1 Y 9Kt 2

A B R A - AR AE Y
BAEBEAR > BB EEREY - BREES
i Byt R SR TR RE ) - EBLL A
B SLAISEAF R AR o FRAMBHE 2 1T 3
g WEE IR S > A EB TR
FIE > KRR - EHBE TR A 2R T
WIRERM T > SRR R
R EFTE IR AR > AN R M HUE 5
WIAE PR > HBLE IR - it
b > T E WP R ATRR TR IR B A
B F (1 IR B > R Ry B o A e o SI6 2
B S BB 45 B 1 5 Ml R 45 R O o R %
S Mo A > mALE B BRI Y

ey
He /) °

5 LA I

1E 2R MR 15 SR 455 5 1 BE AL & BAR K > (I
By AR B ]I B AR B
o WAMBMEEOR T > B A
o HBZTHAGEE > BUTRITER
AL AL

A1

1E SR 5 U A B i T3 1 ) SRS
A B AL I R S A - LR S 2 (IR B
Fh o EEAEREEAR - AR A IR
s o BAMAEA: 28 22 JE S S M BSL T
REHZE - EREFES > BEREMHE
ZH BB ZEH - RV MR EAL
I8 3 BHAR Bl ) TR o [R] > FRAMY AR Al
BT S U S  BLE B S R o B
Wl s Z R AL SIS E) > BEER T IE
SEMRHS B SR &> 8 A [ SO R T
A TG S] o

Supplier Assistance Program

We are committed to building a partnership that complements each other’s
strengths and empowers each other. Through professional training, resource
matching, etc., we help suppliers improve their capabilities, achieve common
development, and create a better future. We actively participate in the
construction of the industry, promote collaborative partnerships and industry-
wide initiatives, and work with partners to grow together. For suppliers who
contribute market development resources to our Company, the Company will
conduct reciprocal exchanges of resources based on actual business needs, as
shown in the Suzhou Rail Transit Project, to achieve win-win development
for both parties. In addition, we conduct regular interviews to understand the
difficulties encountered in the course of contract performance, coordinate and
resolve them in a timely manner, and actively support the transformation of
such suppliers into good and excellent ones through training, empowerment and
other initiatives, so as to strengthen the Group’s overall supplier performance

capability.

BUILDING WARM COMMUNITIES TOGETHER

With a high sense of social responsibility, Zhenro Services insists on sharing
the fruits of our development with the community while promoting our own
growth. In response to the policy call, we have actively promoted community
building and launched a number of public welfare activities, and are committed

to building a more inclusive and supportive community.

Building Communities Together

Zhenro Services has always been committed to building quality property
services. Through in-depth cooperation with communities, we have jointly
established a number of service platforms to improve the community service
system. In the public areas of communities, we have set up residents activity
rooms and residents’ meeting rooms on the elevated floors of the buildings to
provide residents with more space for interaction and communication, and to
explore a new mode of integration between property services and community
governance. Meanwhile, we actively leverage our strengths in project resources
and cooperate with local bodies to organize a variety of community cultural
activities, which not only showcases the brand image of Zhenro Services, but

also injects new vitality into the cultural heritage of communities.
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Happiness and Joy, Creating a Better Life
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The Grand Opening of the Zhenro Services Mazu Cultural Festival

UG B A ¥ B oM o R ORI 2 R o B IS o e 6 2 KU AR A B R A > B0 i JE A
S A SCAL B - B IS A M AL -
Mazu is the sea goddess of China and the biggest cultural icon of Putian. Putian Zhenro Wealth Center joined hands with a number
of local Mazu-related organizations to organize the first Zhenro Services Mazu Cultural Festival to spread the traditional culture of
Mazu.

FAMTESCAL BB RE K - B TR A IS e & > BV 2B T IS A A9 =R AR - LB AE 2 B R AR OE W)L
AL - BRULZAh - B R EE T USAH A B R - R BN L R R RS E 2 RN UL RS REE
H I 51 & 10 8 A e

On the opening day of the cultural festival, we hosted a grand Mazu Gala, presenting the audience with the Mazu's Three Offerings
Ceremony, Puxian Opera and many other nationally recognized intangible cultural heritages. In addition, we also held a variety of
cultural activities such as a tribute exhibition of Mazu, an exhibition of her miracles, and an experience of Meizhou women’s hair

buns, which attracted a flow of more than 100,000 visitors on the first day of the event.

R-URODL FEE
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Fhats Focusing on Public Welfare

E B ROBS AR Bl A f ~ 8] A g Y 2L With the philosophy of being passionate about public welfare and giving back to
& AE BRI E P R R AT A g the society, Zhenro Services actively fulfills our corporate social responsibility in
1E o BAMMALE & g > 2R e E our daily operation. We have set up a volunteer association to regularly carry out
ZHMELARTEE > UEBRTEH e a wide variety of public welfare activities, contributing our positive contribution
IR B % e B JRR TR ) IE A8 ) i o

to the harmony and development of the society through practical actions.

B TR AR 22 i A KA

Employee Volunteers Actively Participated in the Chengdu Universiade

JOEE R > B TR e R B AL AR IR 2 B TR 2 MR & A TIPS TAE > AMEAE S
f I BRI S (AT ) S > SRR BL T IEAR B T R I HAL &8 SURRS MRS ©

During the Universiade, the Employee Volunteer Association actively responded to the call of the organization and sent a number
of employee volunteers to participate in various service tasks of the Universiade, which not only provided strong support for the
successful hosting of the Universiade, but also demonstrated the positive social responsibility and dedication of the employees of

Zhenro Services.

TR AR5 B

Thanksgiving Charity Activities

M EEER - AN S EEH NP RREES - SOorm 0B B o R BRI T - SNE BT SREEE M
& BB AR TR TAEBRH > RS B B A r T S B A
We carry out thanksgiving activities on important festivals such as the Lei Feng Day and the Secretary’s Day, and set up
refreshment mobile stations to deliver heart-warming drinks to frontline service workers such as sanitation workers and take-away

riders, so that they can feel the warmth and care from the society during their busy working moments.
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The year 2024 marks the 75th anniversary of the founding of New China and is a
critical year for the implementation of the “14th Five-Year Plan”. Looking ahead
to the new year, the changes in the industry will continue, and the difficulties
and challenges we face will remain formidable. Standing at a new starting point
in our history, Zhenro Services will continue to adopt a proactive strategic
attitude, continue to focus on the three pillars of sustainable development of
environment, society and economy, adhere to the quality of services, expand
advantageous projects, and implement the concept of green development, so as to

ensure that we will be at the forefront of high-quality development.

PRACTICING GREEN DEVELOPMENT AND
PROTECTING GREEN WATER AND GREEN
MOUNTAINS

Harmony between human beings and nature has always been the philosophy
and pursuit of Zhenro Services. We will seize the opportunity of low-carbon
transformation and incorporate the concept of green development into our
urban and community services. We will strive to reduce energy consumption,
improve resource utilization efficiency, realize green office and green living, and
assume environmental responsibility. We will proactively respond to climate
change and maintain high sensitivity to the risks associated with climate change
in order to safeguard the stable operation of our business. On the road to low-
carbon, green and sustainable development, Zhenro people will continue to

embrace a brighter future with firm determination and pragmatic actions.

CREATING SINCERE SERVICES AND STRENGTHENING
TECHNOLOGICAL EMPOWERMENT

We will continue to focus on the nature of our services, constantly polish the
quality of our services, provide highly customized solutions, and enhance our
diversified service capabilities, so as to provide personalized and differentiated
services to owners and customers, and to build a better life with all our heart. At
the same time, we will also continue to strengthen our information construction
and continue to improve our community digital and intelligent management
platforms based on customer demand, so as to enhance our operational efficiency
and provide customers with industry-leading intelligent property solutions

through technological innovation.
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Future Prospects
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INCREASING EFFORTS IN ADVANTAGEOUS TRACKS
AND EXPANDING SERVICE BOUNDARIES

We will continue to adhere to our independent market operations and
continue to increase efforts in our advantageous regions to enhance our core
competitiveness and competitive advantages in the market, and to consolidate
our business foundation. Meanwhile, in the face of new industry opportunities
and challenges, we will focus on high-potential projects with significant growth
opportunities, and continue to expand into the fields of urban development,
spatial management and commercial management through innovative and
optimized cooperation modes, so as to constantly enrich our own business
formats and achieve innovation and breakthroughs in the property management

and commercial management industries.

Although the road is challenging, we will explore right ways to move forward.
The new journey is full of difficulties, yet the future is still bright. All of us at
Zhenro Services will uphold the service philosophy of “providing heartfelt and
personalized services for your well-being”, and we will work hard and forge
ahead on the road of exploring better services with our ethical and responsible
conduct, professional and aggressive attitude, pragmatic work style, and
cooperation concepts of happiness and mutual prosperity. We are setting off in
2024!
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Indicators

CELION

Revenue

A

Gross profit

AR AR

Total taxes

EERUN

Number of Board members
B EFAH

Number of independent directors

e

Emissions

EEBRRYELLR

Total non-hazardous waste generated
HEBREYELEE

Total hazardous waste generated
AW B S PR

Waste discharge per unit revenue

JEK PR
Total wastewater discharge

S W B K P

Wastewater discharge per unit revenue

KPIS
LKA
Unit 2021 2022 2023
fEc 13.4 114 115
RMB’00 million
Bt 43 25 24
RMB’00 million
BT 1.5 0.9 0.6
RMB’00 million
A 7 7 6
person
A 3 3 3
person
L 131,942 118,748 148,030
tonne
L 0.015 0.01 0.01
tonne
LI S UN 0.988 1.04 1.29
tonne/revenue in
RMB0'000
i 8,322 7,822 7,024
tonne
Wi E Tl A 0.062 0.069 0.061
tonne/revenue in
RMB0’000
|
‘
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Indicators

AEJE

Energy

BN i £

Purchased electricity consumption
TRl

Gasoline consumption

Sra (EH ) RETRIN FER

Total (direct and indirect) energy consumption'

HIkRETIH AR

Direct energy consumption
[H] P AR VR H FE 2
Indirect energy consumption

B AE IR FE R

Energy consumption per unit revenue

1 AR BT H 2% GB/T2589-2020 (4 & B
FERTFAL -

HAL
Unit

T
kWh

Vol

L

MR
tonne of coal
equivalent
MR
tonne of coal
equivalent
MR
tonne of coal
equivalent
R
HITIA
tonne of coal
equivalent/
revenue in
RMB0’000

2021

1,352,968

5,998

172

166

0.001

2022

1,231,201

3,596

146

142

0.001

2023

1,341,921

3,763

169

165

0.001

1 Calculation of energy consumption by reference to the General Principles of Comprehensive

Energy Consumption Calculation (GB2589-2020).
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Indicators

KEIR

Water resources
Bk &

Total water consumption
e o7 s i K B

Water consumption per unit revenue

W

GHG emissions’

3 B — 1 % SR

Scope 1 GHG emissions

1 [ 3 % S i

Scope 2 GHG emissions

= e P

Total GHG emissions

BN AR = A P A

Total GHG emissions per unit revenue

(L

Employment

I B 488

Total number of employees
BB TR

Percentage of employees with disabilities

AR AR 23 19 B T

Number of employees by type of employment
2RE TH

Number of full-time employees

Hel & T8

Number of part-time employees

2 75 T 2 SR P R TR A A R
FSMEE ) o I E R 2%
P 5% B S i 2 B A 9 (T2 A AT 2 2
2 S DR B ik B R ) PR AR
S 2 A B U0 B 4 A 4 R AT 4 B R
Fo

AL

Unit 2021 2022 2023
L 10,402 9,362 8,779
tonne

Wi A 0.078 0.082 0.077
tonne/revenue in

RMB0’000

Wi LR 13 10 8
tonne CO, equivalent

Wi LR 952 846 765
tonne CO, equivalent

W — AL R = 965 856 773
tonne CO, equivalent

Wi LR 0.01 0.01 0.01

HITIA

tonne CO, equivalent/

revenue in RMB0’000

N 5,037 4,197 3,485
person

% - 0.02 0.03
%

A 5,037 4,197 3,485
person

A 3 0 0
person

2 The Company’ GHG emissions are mainly from our own vehicle fuel combustion and

purchased electricity. The calculation of GHG emissions is based on the Industrial
Companies in Other Industries in Greenhouse Gas Emissions Accounting Methods and
Reporting Guidelines published by the National Development and Reform Commission of
the People’s Republic of China, and the national average grid emission factors published by

the Ministry of Ecology and Environment of the People’s Republic of China.
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Indicators

SRR B T

Number of employees by gender
BYERTH

Number of male employees

LB TH

Number of female employees

FAR B AR &) 20 1 B T8

Number of employees by age group

305 AT B TH#

Number of employees aged below 30
30-395% H T#

Number of employees aged between 30 and 39
40-497% B T8

Number of employees aged between 40 and 49
SO S b B T8

Number of employees aged 50 or above

R [E R 7 B T
Number of employees by region
A

Headquarter
RIL=AMbE
Yangtze River Delta Region
BT AL
Cross-Straits Region

o 7 b

Midwest Region
Bl

Bohai Rim Region
At 3

Other regions

HAL
Unit

A
person

N

person

A
person
N
person
A
person

A

person

N
person
N
person
N
person
N
person
N
person

A

person

90 E 4R 45 M4 P /A ] Zhenro Services Group Limited

2021

2,730

2,307

1,381

1,753

948

955

104

2,080

1,438

1,238

177

2022

2,236

1,961

767

1,251

896

1,283

58

1,968

782

785

288

374

2023

1,902

1,583

440

1,357

840

848

46

1,482

682

635

338

302
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Indicators Unit 2021 2022 2023
IR 2 B T

Number of employees by position rank

EREEAE A - 10 16
Senior management employees person

TREEEAR A - 486 1,900
Middle management employees person

HERT N - 3,701 1,569
Front-line employees person

TRk AER /I B T

Number of employees by function

AR B A - 92 111
Financial management person

HREM A - 40 334
Quality management person

TrEH A - 101 60
Engineering management person

S {E s A - 75 50
Value-added service person

[R5 A - 75 18
Market expansion person

NIV EIRAATEL N - 99 80
HR and administration person

JaE BB A - - 10
Risk control and legal affairs person

WS PR A - 3,715 2,822
Property management service person
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Indicators Unit
Pl

Turnover rate

MR %

Total turnover rate

TR B 5 0 B TR R

Employee turnover rate by gender

BB Tk %
Turnover rate of male employees
LR THRAR %

Turnover rate of female employees

AR AL 1 23 ) B TR R

Employee turnover rate by age group

30500 T B TR %
Turnover rate of employees aged below 30

30-391 B THAHR %
Turnover rate of employees aged between 30 and 39
40-493% B TR %
Turnover rate of employees aged between 40 and 49
OB PAE B Tk %

Turnover rate of employees aged 50 or above

BB B T

Employee turnover rate by region

A %
Headquarters

RIL= A %
Yangtze River Delta Region

U T [ %
Cross-Straits Region

G R 4 %
Midwest Region

B e %

Bohai Rim Region

[ To92 EAMRFEHEE AR AT Zhenro Services Group Limited

2021

14.70

14.79

14.61

25.88

13.05

10.88

5.96

11.22

17.61

17.56

16.89

2022

43.94

45.82

41.66

62.30

42.10

42.83

28.60

40.24

44.30

48.30

43.50

2023

44.53

46.90

53.10

434

068.4

33.8

42.1

4.20

44.40

20.70

26.00

4.70
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Indicators

il e B % 2

Health and safety

SEKCY AN

Number of work-related fatalities
THHRAHE

Lost working days due to work-related injuries

Bl BB fe

Training and development

PR B 2 i 3 I 2R
Training participation rate by gender
BRI AN

Percentage of male employees trained
TR TR ED T

Percentage of female employees trained

WA 2 W B R

Training participation rate by position rank

A B S P23 L

Percentage of senior management
employees trained

o PR 2l b

Percentage of middle management
employees trained

HJE B T H ot

Percentage of junior employees trained

B T HE a8/ N er B

Total training hours of employees

AL
Unit

A
person

PN
day

%

%

%

%

%

/I

hour

g0

2021 2022
0 0

- 411.5

46.9 53
53.1 47

2 4

35.5 11
62.5 85
31,175 19,934

2023

185

55

45

0.3

70.0

29.7

26,440
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Indicators

SR 2 # 2

Training hours by gender

BAER TR 2

Average training hours per male employee
Lotk B TR IR B

Average training hours per female employee

IR 73 1 F- 2 55 3 B

Average training hours by position rank

TR A TR S e

Average training hours per senior
management employee

o R B4 B )

Average training hours per middle
management employee

WA TRk

Average training hours per junior employee

Bt S B

Supply chain management

|l e {1 R

Number of suppliers in North China
2 o [ {1

Number of suppliers in Central China
PG AL o (L i

Number of suppliers in Northwest China
i 7 bl A1 T

Number of suppliers in South China
HE RO I A v

Number of suppliers in East China
sRAL s o L R

Number of suppliers in Northeast China

A 7 55 R TR i L

Percentage of suppliers signing integrity agreements

HAL
Unit

N
hour
/N

hour

/I

hour

/I

hour

/1

hour

=g

P
supplier

x
supplier

p=os

P
supplier
X
supplier
x

supplier
x
supplier

%
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2021

6.31

6.04

7.55

10.33

4.96

29

201

231

976

100

2022

3.9

5.6

1.6

3.7

4.4

30

35

30

810

100

2023

8.3

6.8

20.0

9.7

4.9

18

60

15

10

860

100
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Indicators

B
Product liability

& i
Customer satisfaction
% F i

Customer satisfaction rate

I

Community

BT 2B R 45 16 B A

Number of employees participating in
volunteer activities

B T2 B R 46 16 B

Number of volunteer activities participated

by employees

RETG

Anti-corruption

ZHLR TSR B T

Number of employees participating in
anti-corruption related training

BT RE s 8k

Number of anti-corruption training for employees

e eitiil BT E = UN o

Number of directors participating in
anti-corruption related training

R RS I

Number of anti-corruption training for
directors and senior management

[E IS MBI E SR R R

Participation rate of directors in

anti-corruption related training

BAL
Unit

ix
Point
%

A

person

\{j—,\

time

A

person

\{j—,\
time
A

person

K

time

%

g0

2021

87

100

160

20

600

100
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LIST OF LAWS, REGULATIONS AND INTERNAL
POLICIES

Laws and Regulations

Company Law of the People’s Republic of China

Securities Law of the People’s Republic of China

Audit Law of the People’s Republic of China

Law of the People’s Republic of China on Anti-money Laundering

Law of the People’s Republic of China on Anti-Unfair Competition

Law of the People’s Republic of China on the Administration of Urban
Real Estate

Law of the People’s Republic of China on the Protection of Consumers’
Rights and Interests

Advertising Law of the People’s Republic of China

Network Security Law of the People’s Republic of China

Administrative Measures for the Graded Protection of Information
Security

Environmental Protection Law of the People’s Republic of China

Energy Conservation Law of the People’s Republic of China

Law of the People’s Republic of China on the Prevention and Control of
Environmental Pollution by Solid Waste

Regulations on the Safety Management of Hazardous Chemicals

Water Pollution Prevention and Control Law of the People’s Republic of
China

Regulations on Household Refuse Management

Atmospheric Pollution Prevention and Control Law of the People’s
Republic of China

Law of the People’s Republic of China on Tendering and Bidding

Labor Law of the People’s Republic of China

Labor Contract Law of the People’s Republic of China

Law of the People’s Republic of China on the Protection of Minors

Forced Labor Convention

Social Insurance Law of the People’s Republic of China

Law of the People’s Republic of China on the Prevention and Control of
Occupational Diseases

Administrative Measures for Occupational Health Examination
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Internal Policies

Measures of Zhenro Services Holdings Group for Management of
Supervision

Workflow Guidelines of Zhenro Services Holdings Group for Regional
Legal Affairs

Measures of Zhenro Services Holdings Group for Management of Audit
and Punishment

Three-level Management System

Three-tier Management System

Red and Yellow Card System

Customer File Management Rules

Customer Reception Management Protocol

Management Guidelines for Corporate WeChat

Energy Consumption Management Guidelines of Zhenro Services Group
Procedures for Identification and Evaluation of Environmental Factors
Pollutant Management Procedures

Recruitment Management System

Personnel Processes Management Standards

Management Guidelines for Excellence Evaluation

Staff Attendance and Vacation Management Standards

Management Rules for Staff Attendance

Employees” Mutual Fund System of Zhenro Group

Emergency Plan of Zhenro Services for Typhoon and Flood

Emergency Plan of Zhenro Services for Fire Hazard
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First-level Title Second-level Title

BRI A8y

About the Report

Chairman’s Statement

FEHEIE SN TS YNGILRYD

About Zhenro Services  Corporate Overview
330t
Corporate Culture
EX E 1
Awards and Recognitions
20234 F S BB
Highlights of
Performance in 2023

& ~FIEE SHE R A

FEE R

Upholding Integrity Legitimate and Compliant

to Consolidate the Operation

Foundation of Governance

8L ESGE A

Strengthening

ESG Governance
e 51 i AL BT R B
B e

Zhenro Services Forging Providing Quality Services
ahead with Commitment
to Quality Services
VA B AR PR
Implementation of Rights

and Benefits Protection

INDEX OF INDICATORS
PR T AW (R R
HEHEHEE  EREERSD
ESG Reporting
Guide for
Chinese ESG Reporting Guide of the Hong
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