Corporate Social Responsibility Management

The Group regards CSR as an important endeavour in sustaining our core competitiveness and enhancing brand value.
Adhering to the related strategies of the Group, CSR is integrated into its business operations to align with the Group’s overall
development strategy and commitment to operate responsibly. We have formulated and constantly enhanced our CSR Policy and
management mechanism, and have established effective stakeholder communication mechanism. The Group is committed to
making a positive impact on various key stakeholders as well as the local economy, society and the environment.

Our CSR work also adheres to the guidelines of the Bank Culture Reform circular issued by the HKMA during the year, which
covers governance, incentive systems and assessment and feedback mechanisms, with the aim of further enhancing and promoting
a sound bank culture.

5.1 CSR Policy and Management Mechanism ‘

The Group’s CSR Policy  and  Environmental Policy p  were Setting up a Cross-unit CSR Task Force to
formulated with reference to various international and local guidelines on Effectively Implement the Group’s CSR Work
CSR and sustainability, including the United Nations Environmental We always encourage various units of the Group to incorporate
Programme’s Statement by Financial Institutions on the Environment and sustainable development into the core considerations of their daily
Sustainable Development; ISO  26000-2010:  Guidance on  Social business operations. With this in mind, we have set up a cross-unit CSR
Responsibility, and other sustainability-related principles. All members of the Task Force formed by representatives, including members of the senior
Group must comply with and execute the relevant policies, which act as an management, from all units (including Southeast Asian institutions) of the
important foundation for the Group’s various CSR initiatives to foster closer Group. Relevant training has also been arranged to enhance the Group’s
relationships ~ with  stakeholders including customers, employees, sustainable development and CSR work®'.
shareholders, business partners, the government and the community. The major responsibilities of the members of cross-unit

CSR Task Force include setting short-, medium- and
long-term CSR targets for their respective units;
promoting CSR participation by members of their
units; collecting data as well as information for

We have established a management framework to ensure the effective
implementation of our CSR work. The Company’s  CSR Policy >  outlines the
roles and responsibilities of the Board, senior management, CSR Committee

’
and all members of the Group™. The CSR Committee is chaired by the the preparation of the Group’s annual CSR ’ °
Group’s Chief Executive, and its members include the senior management of Report. Members of the CSR Task Force
the Group and management of relevant business units. It is responsible for the will attend trainings to keep abreast of ’ ‘
implementation of the Group’s CSR Policy P> , carrying out CSR work in the latest market trends on sustainable
accordance with the direction set by the Board and introducing relevant development and CSR issues so as to
measures to comply with relevant laws and regulatory requirements?. We promote the Group’s CSR development.

strive to incorporate CSR into our development strategies, governance
structure, corporate culture and operational management.
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5.2 Stakeholder Communication Mechanism

The Group places great value on stakeholders’ opinions and considers
them carefully when formulating our overall development strategy. We have
identified the stakeholder groups relevant to our business® and strive to
better understand their opinions and expectations regarding various aspects

5.2.1 Stakeholder Engagement Platforms?

Customers

e Communications
with front-line staff
Meetings with
relationship
managers

Contact centre
Customer
satisfaction surveys
Collection of
customer feedback
Corporate website
Response to
customers’ opinions
and suggestions
Talks and seminars
for customers
BOCHK iService
24-Hour video
banking service
Official BOCHK
WeChat account
Stakeholder
engagement
surveys / interviews

Employees

e Staff magazine,
intranet and internal
announcements
Department meetings
Chief Executive’s
mailbox

Online platform to
collect feedback
and suggestions
from employees
Staff discussion
forums

e Staff hotline

Staff performance
assessment

Staff training

Staff networking
events

Cross-unit CSR
Task Force

e Awards and
recognition activities
Stakeholder
engagement
surveys / interviews

Shareholders
and the
investment
community

e Company’s Annual
General Meetings
e Corporate
communications
(including annual
reports, interim
reports and
announcements,
etc)
Result briefings
Corporate website
Investors’ emails
and meetings
Global road shows
Investor

conferences held by

investment banks

Stakeholder
engagement

surveys / interviews

Government
and regulators

Meetings, daily
communications
and reports
Representatives on
committees of major
industry or
government bodies
Forums, seminars
and talks

Circulars of
regulatory
authorities
Stakeholder
engagement
surveys / interviews

Suppliers

® Meetings and
communications

® Regular supplier
reviews

e Supplier
management

e On-site inspections

e Stakeholder
engagement
surveys / interviews

Community

e Sponsorships and
donations
e Seminars, forums
and sharing
sessions
Diverse activities for
the grassroots
community and the
underprivileged
Visits and
exchanges
Volunteer activities

Stakeholder
engagement
surveys / interviews

of the Group’s performance through effective communication platforms and
means. We solicit stakeholders’ views when reviewing and evaluating the
Group’s CSR performance, thereby better fulfilling our responsibilities and
commitments to our key stakeholders.

@:x

Media

® Press conferences

® Media interviews

e Corporate
communications
(including annual
reports, interim
reports and press
releases, etc.)

e Corporate website

e Media enquiries

e Stakeholder
engagement
surveys / interviews
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5.2.2 Assessment of CSR Issues

To ensure that the Report covers CSR issues that are material to the Group and addresses its stakeholders’ key interests appropriately, we have @ About this Report

engaged an external professional body to design and conduct a series of stakeholder engagement activities and make reference to the disclosure practic ® About BOC Hong Kong

es of our peers in the banking industry. This helps to prioritise the material issues to be included in the Report. (Holdings) Limited

Materiality Assessment® ® Message from the Chairman
® Message from the

Identification Chief Executive
e A list of CSR issues was identified by making reference to social policies, industry benchmarks and best @ Corporate Social Responsibility
practices, media reports, GRI G4 Sustainability Reporting Guidelines, HKEx ESG Guide and the latest Ma“agem?"t
’ guidelines on Bank Culture Reform issued by the HKMA during the year, etc. 51 fﬂzshzg:g%a”d Management
5.2 Stakeholder Communication
N E I t- Mechanism
- \\\ Va ua Ion 5.2.1 Stakeholder Engagement
- T e Stakeholders of the Group, including employees, customers, investors, regulators, professional Platforms
_ institutions, charity partners and media organisations were invited to participate in the evaluation 5:2:2 Assessment of CSR Issues
> 5.2.3 Material Issues
-5 process.
P e Stakeholders shared their views with us via interviews and online surveys. The importance of CSR issues @ Business Development and
was then evaluated. Economic Contributions
e Major peer banks’ CSR reports were analysed to assess the importance of these issues to the banking @ Caring for Employees
e @ Environmental Protection

0 0 o @ Contributions to the Community
Ranking and Confirmation
e |ssues were ranked according to the corresponding scores resulted from

stakeholders’ evaluation and peer banks analysis. ©® GRI G4 Content Index and
HKEx ESG Guide Content Index

® CSR Performance Data Overview

e The results were submitted to the CSR Committee for review and confirmation.
The material issues and related performance are disclosed in different sections of
this Report, as well as other reports published by the Group.
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5.2.3 Material Issues® %%

Economic

e Economic Performance

e |Indirect Economic Impacts

e Customer Privacy
e Compliance (Product Responsibility and Services)
e Marketing Communications

Human Resources and
Labour Practices

e Employment

e | abour Management Relations

e Occupational Health and Safety
e Employee Training and Education
e Diversity and Equal Opportunity

e

e Compliance with Labour Laws and Regulations

e Grievance Mechanisms for Employees

Product Responsibility

e Customer Health and Safety
e Product and Service Labelling

Environment

* Material

* Energy

e Greenhouse Gas Emissions
* Water

e Effluent and Waste

e Products and Services with
Environmental Considerations

Society

* Non-discrimination

e Contribution to
Local Community

* Anti-corruption

¢
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2" Reporting boundaries of all aspects include the Group’s social, economic and environmental impacts, and among which reporting boundaries of Indirect Economic Impacts and Emissions also include social, economic and

environmental impacts contributed by the Group’s business-related parties (e.g. customers, suppliers and business partners). (G4-20, G4-21)
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