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Being one of Hong Kong’s most renowned brands in the travel
industry, EGL Holdings Company Limited (“Company”, together with
its subsidiaries, “Group”) is dedicated to continue to provide the
best quality tours, and strives to serve its customers with care and
sincerity ABLABAE - LEAE - THIRSEERT). As one of its core
values, the Group is committed to take more environmental and social

responsibilities.

The Group developed its sustainability strategy with aims to create
sustainable values to its stakeholders, and to continue to minimise
the Group’s undue impact on the environment. In order to carry out
the Group’s sustainability strategy from top to bottom, the board of
directors (“Board”) of the Company has ultimate responsibilities for
ensuring the effectiveness of the Group’s environmental, social and
governance (“ESG”) policies. The Board established dedicated teams
to manage ESG issues within each business division of the Group.
Designated staff has been assigned to enforce and supervise the
implementation of the relevant ESG policies. The Group is committed
to constantly reviewing and adjusting its sustainability policies to satisfy
the ever-changing needs of its stakeholders. Details of the Group’s
management approach in both the environmental and social aspects
can be found in different sections of this ESG report. The Group

believes that sustainability is essential to its overall long-term success.

The Group is pleased to present its second ESG report demonstrating
its efforts in sustainable development. This ESG report is prepared
in compliance with the ESG Reporting Guide as set out in Appendix
27 of the Rules Governing the Listing of Securities on The Stock

Exchange of Hong Kong Limited’s website.
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II.  REPORTING PERIOD AND SCOPE OF THE REPORT

RIRE HEREARMEFE()AEBUINES ©  This ESG report covers the operational boundaries of (i) the Group’s
SR A PEARKMBE(HE])RBARB  offices in Hong Kong, Macau, Taiwan, the People’s Republic of China
R RAEERBAFFHERNEE - BB (the “PRC”) and Japan, and (i) the Group’s newly opened hotel in
ETRER 0 B2REAEE2017FFRESSECI  Japan. For corporate governance section, please refer to the Group’s
B o ARE e REARENMESA20174F 2017 annual report on pages 55 to 69 therein. The reporting period of
FHFE - BIE2017F1 A1H#EE2017F 127  this ESG report is for the financial year of 2017, from 1 January 2017
31B([2017FHF]) » to 31 December 2017 (“FY2017”).
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. STAKEHOLDER ENGAGEMENT

AEBIBAEBAFEE S RERIENBIZ © With the goal to strengthen the sustainability approach and
AEBREGEREBRNLRINIFHODENER - & performance of the Group, the Group has put in tremendous effort to
EFrs)iEEFHHENLERSR LB AREE  listen to both its internal and external stakeholders. The Group actively
SIEENTHEN R TEFEREIEELE  collects feedback from its stakeholders to maintain a high standard
WEIERREZE - NEBBEBE - RZEMEME  of sustainability within the Group, while also building a trusting and
SEMAERREHEGE o supportive relationship with them. The Group connects with its

stakeholders through their preferred communication channels as listed

in Table 1.
XROENHERBRERE Table 1 Stakeholders Expectations and Communication Channels
Stakeholders Expectations and concerns Communication channels
HHE HERETIER BERE
Government and — Compliance with laws and — Supervision on complying with local
regulatory authorities regulations laws and regulations
U R B E e B <FED KRB BB P A AR BB
— Support economic development — Routine reports
SRS E R BRRE
Shareholders — Return on investments — Regular reports and announcements
R KA DR ERRERDE
- Corporate governance — Regular general meetings
BEER EHRR R
— Business compliance — Official company website
EBER NAEIE FT 4
Employees — Employees’ compensation and — Performance reviews
(== benefits BHEE
& B fE KAz A . -
— Regular meetings and trainings
— Career development TEREE R
BRRE — Emails, notice boards, hotline
— Health and safety in the working B - BER AR
environment
TERENERREZ R
Customers — High quality products and services — Face-to-face meetings and on-site
LSS =8 2= o MRS visits
Ehe 4
— Protect customers’ rights E R R FIO B
IRFE = = HEF — Customer service hotline and email
B REGEGE R EE

Y aswesamca I
RBBEZRERDT
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Stakeholders

Bt E

Expectations and concerns
HEREEEE

Communication channels

Suppliers — Fair and open procurement — Open tendering
e NSE/NET | NEiaE
— Win-win cooperation — Procurement reviews
EEmailr REERES
— Face-to-face meetings and
on-site visits
EkEE R B E R

General public

— Involvement in communities

— Media conferences and responses

N AR to enquiries
. . Heggm kOEESH
— Business compliance
¥BAM - Public welfare activities
) ) NV
— Environmental protection awareness
RIRRER — Regular reports and announcements
;F_H\,qqitﬁ/—t&/_\i
— Official company website
NCI =W R

ERMME

REFETFERDS - AERRERBER D EHR

CHEREARRENIZEIEHREAR

c R2017HHF - ARBBFEFNHELTE
RUFERS - A CAREREBERNES
REBNFZE N REKBREEIERNE RN
FoARAERESNEHAKREAREAY
NEBERBAEENFENE - ZEMERKNOE
XBERMLEATH R AKELEARER
REBIER - AKERAEARERETES
PERF AR G - EEUFHASTHERCERL
NTITES »

E)F ﬁﬁ

MATERIALITY ASSESSMENT

The Group undertakes annual review in identifying and understanding
its stakeholders’ main concerns and material interests for the ESG
report. In FY2017, the Group engaged its stakeholders to conduct
a materiality assessment survey. Specifically, internal and external
stakeholders were selected based on their respective influence and
dependence on the Group. Stakeholders with high levels of influence
and dependence on the Group were selected by the management of
the Company, and invited to express their views and concerns on a
list of sustainability issues via an online survey. The Group was able
to prioritise the issues for discussion. The result from the materiality

assessment survey was mapped and presented below.

ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT 2017 5
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Stakeholder Engagement Materiality Analysis Matrix

Importance to Stakeholders

HEGENEEM
Al4 2
®3
A16
A7

HRESHEE DT ER
A22 A0
A26 29 &8
A19
.6 5
A25
4 1
® 30 A21 ®m13
A18
A15
7

A24

m9

A28 07

A 23

mi1
m10
m12

@ Envionmental IR

A Operating Practices & 18/

1 Air and greenhouse gas emissions
BERMAERETN

2 Sewage treatment
VEyN L

3 Land use, pollution and
restoration
THbfER - FRREE

4 Solid waste treatment

[ 8 RE W i 12

5 Energy use
BEIR{E A

6 Water use

FA7K

7 Use of other raw/
packaging materials

HALRMEL BEM R

8 Mitigation measures to protect natural
resources
RERAERETE I
9 Composition of employees
B4R

10 Employee remuneration and
benefits

R B RN AR

11 Occupational health and safety

BxmaERs

6 IRIE g REARE 2017
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12

13

14

15

16

17

18

19

20

21

B Employment and Labour Practices {E{& &% T &R

® Community &

Employee development
and training

REFRIET

Preventing child and
forced labour

PrEET Ragb% T

Suppliers by geographical region
Teth [ Bl 5 e R

Selection of suppliers and assessment
of their products/services

TR EER KA ERSHER, R
Environmental protection assessment
of the suppliers

S IR IRAT

Social risks assessment of the
suppliers

HHEE LSRR RS
Procurement practices

REBES

Operation with compliance

BRKE

Customers satisfaction

BEPmEE

Marketing and promotion

N R

22

23

24

25

26

27

28

29

30

Importance to Group

HEBNWEEN

Observing and protecting
intellectual property rights
BT RIRME B ERE
Product/service risk control

and management
B/ RiG R BRI R EE

Protection of consumer information
and privacy
REHEEER RALE

Labelling relating to
products/services

HERRBEROEE

Information disclosure
BRIREE

Preventing bribery, extortion,
fraud and money laundering
B IEBEE - RERF - BEFRABIES
Anti-corruption policies and
whistle-blowing procedure
RESEEREBRIEF
Understanding local
communities’ needs

B R & b at [ 7R 5K

Public welfare and charity
NEBHREE
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NEBRET TEEMHER - WHESH30ME  The Group built a materiality analysis matrix and prioritised 30
AEBEMEBENELNF c BARE - & RE  sustainability issues accordingly. With respect to this ESG report, the
AMREME - ANEECHBIBH I - 85F ~ Bl Group has identified “preventing bribery, extortion, fraud and money
SERMEEES | [REVSHME RERRIZF IRIE  laundering”, “anti-corruption policies and whistle-blowing procedure”,
@ RERBIEE R EE T AHAEBRES  and “product/service risk control and management” as issues of
MEMSHZBEEMEE - XBEEAELER  the highest importance to both the Group and its stakeholders. This
BRAFEBHAFEESEE BEXEAKRIERB  review has helped the Group in prioritising its sustainability issues, and
FE - AEBRHEES - highlighting the material and relevant aspects, so as to align them with

stakeholders’ expectations.
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The Group endeavours to support the ‘Green Office’ concept and
steps up its implementation of energy-saving measures that could
reduce energy consumption by the Group. Moreover, the Group is
committed to improving energy efficiency not only at its offices, but
also during the provision of travel agency services. The Group believes
that the effective use of energy resources brings cost savings and
reduces the consumption of natural resources at the same time. The
Group strives to minimise the undue environmental impact of the
Group’s business operation by promoting the environmental awareness
among its staffs and customers, and encouraging the responsible
use of resources especially in the area of energy-saving and waste

management.

This section primarily discloses the Group’s policies, practices, and
quantitative data on emissions, use of resources, the environment and

natural resources in FY2017.
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A.1. EMISSIONS

As a travel agency service provider and a hotel service provider,
the Group’s business does not have significant impact on the
environment in terms of emissions of air pollutants, discharges
into water and land, and generation of hazardous waste. The
Group has complied with all relevant local environmental laws as
set out in the country where the Group operates. In FY2017, the
Group found no disregard of any influential laws relevant to waste
gas or greenhouse gas emissions, water or land discharging and

hazardous or non-hazardous wastes.

In FY2017, the Group’s total greenhouse gas (“GHG”) emissions
for Scope 1 (Direct Emissions), Scope 2 (Energy Indirect
Emission), and Scope 3 (Other Indirect Emissions) were 401
tonnes carbon dioxide equivalent (“*CO,e”), 477 tonnes CO,g, and
80 tonnes CO,e respectively. The Group’s total GHG emissions
amounted to 958 tonnes CO,e, and the GHG intensity for the
Group was 0.59 tonnes CO,e/HKD million. Other than GHG
emissions, the Group also emitted 47 tonnes of non-hazardous
solid wastes (with an intensity of 0.03 tonnes/HKD million), and
2,473 m?® of non-hazardous wastewater (with an intensity of 1.52
m?3/HKD million) in its operation. Due to the nature of the Group’s
operations, the Group did not generate any hazardous waste,
and only an insignificant amount of air pollutants was produced

in FY2017. The Group’s total emissions are summarised in Table 2.

ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT 2017 9
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T R2017E B FEAEERERE 5 HNA

Table 2 The Group’s Total Emissions by Category in FY2017

HnE
Intensity*

Emissions Key Performance Indicator (KPI) Amount (Unit/HKD million)
BER BERERER B8 (B /A8%rT)
GHG emissions Scope 1 tonnes CO,e 401 -
B R (Direct Emission) NP2

ame B8

(@=£:373,9)

Scope 2 tonnes CO,e 477 =

(Energy Indirect Emission) AME— Eb b

BwE- ¥E

(REIR I HE )

**Scope 3 tonnes CO,e 80 =

(Other Indirect Emission) AME=EA{bhx

~EHE= ==

(E R HE )

Total tonnes CO,e 958 0.59

(Scope 1, 2 & 3) NWE = EALRR

#Et ==

(8E—  =k=)
Non-hazardous wastes Solid Waste tonnes 47 0.03
EEREY) B2 N

Wastewater m? 2,473 1.562

757K LA

* BMENERSERUANEE017TEM ER G * Intensity was calculated by dividing the amount by the Group’s

491,604 6E EBTTIHE FY2017 revenue of approximately HKD1,624.6 million

o ARERHE = (RMREHER) ERREREA
I8 52 B HORRAR

** The Group’s Scope 3 (Other Indirect Emissions) includes only paper
waste disposed at landfills

10 B HERELEE 2017
RMERRERA T
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GHG Emissions

The GHG emissions generated by the Group mainly came from
its purchased electricity consumed at the office or hotel and fuel
consumed in the operation of travel buses or heater in Japan. To
mitigate the GHG emissions, the Group realises that the efficient
use of electricity and energy, and substantial reduction of paper
usage will largely reduce its GHG emissions. The Group opts for
high quality fuel for its travel buses and more environmentally-
friendly vehicles during new purchases. Detailed measures taken
by the Group to reduce GHG emissions will be described further

in A.2. Use of Resources of this report.

Wastewater and Solid Waste

The wastewater and solid waste generated by the Group were
mainly municipal wastewater and municipal solid waste from daily
operation of the office and hotel. The Group has implemented a
classification method for collecting plastic waste, paper waste,
cans, glasses and other non-recyclable wastes. The wastes
that have been classified were then transported to a local
recycling centre or waste disposal plant for further treatment by
a sanitary service company. The Group recycles toner cartridges
used in copiers and printers as well as collecting and returning
used spare parts to suppliers for recycling regularly. Municipal
wastewater was directly discharged into the property wastewater
system. Since the amount of wastewater generated highly
depends on the amount of water used, the Group has adopted
specific measures to reduce water consumption, which are

further described in A.2. Use of Resources of this report.

ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT 2017 11
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A.2. USE OF RESOURCES

The Group complied with the relevant laws and regulations in
relation to its use of resources during the year under review.
In FY2017, resources consumed by the Group were mainly
electricity, gasoline, diesel fuel, natural gas, water, and paper.

The Group did not consume any packaging materials.

Table 3 The Group’s Total Use of Resources by Category in

. FY2017
RERE
Intensity*
Use of BE*
Resources Key Performance Indicator (KPI) Amount (Unit/HKD million)
EREA BERERER BE (B /BEHT)
Energy Electricity kWh’000 881 0.54
BEIR (S FEF FLBF
Gasoline litres 7,760 4.78
b DT
Diesel Fuel litres 138,831 85.46
53 T
Natural Gas m3 6,618 4.07
RAR ST
Water Water m3 2,660 1.64
K K SLFTK
Paper Paper tonnes 47 0.03
iy iy NI

Y BETEBEERARNEE2017F M E RIS
#1,624.6B BB TS

et
RBBEZRERDT

* Intensity was calculated by dividing the amount by the Group’s
FY2017 revenue of approximately HKD1,624.6 million
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Electricity

The Group’s electricity consumption came from the regular
operation of the office and hotel. In FY2017, the total electricity
consumption of the Group was 881 kWh’000 (with an intensity of
0.54 kWh’000/HKD million). The Group strives to save electricity
through the implementation of internal policies and advanced
technologies. All subsidiaries of the Group stringently complied

with the Group’s energy-saving policy in FY2017.

During the year under review, the Group started to replace
energy intensive lightings with energy-saving ones in the office
and hotel area as well as to educate its employees about the
importance and approach of energy conservation and emission
reduction. With electricity consumption being greatly reduced,
the GHG emissions from the Group also significantly dwindle. To
ensure the effective use of electricity, the Group has conducted

the following practices:

Remind staff to turn off lights after use through email and

notice;

Clean office equipment regularly to maintain high operating

efficiency;

° Purchase office equipment and electrical appliances with

energy-saving label; and

Switch off all idle copy machines, computers, lights, and air-

conditioning system.

ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT 2017 13
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Energy

The Group consumed gasoline and diesel fuel for transportation
and natural gas for heating during the winter. In FY2017, the
amount of gasoline, diesel fuel and natural gas consumed by
the Group were 7,760 litres (with an intensity of 4.78 litres/
HKD million), 138,831 litres (with an intensity of 85.46 litres/HKD
million), and 6,618 m?® (with an intensity of 4.07 m®/HKD million)
respectively. The Group encourages energy-saving through
simple measures, such as making use of telephone conferences
instead of physical meetings that may involve unnecessary
accommodation and travelling, and turning off the engines of

travel buses when waiting at sightseeing spots.

Water

The Group consumed water at its offices and hotel. In FY2017,
the Group did not face any problem in sourcing water, and the
Group’s total water consumption was 2,660 m® (with an intensity
of 1.64 m%/HKD million). To improve the utilisation efficiency of

water resources, the Group has adopted the following practices:

o Fix dripping taps immediately;

. Remind staff to turn off water taps after use through email

and notice; and

° Place posters related to “Saving Water Resource” in

prominent places to encourage water conservation.
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A3. BRIERRAEIR A.3. THE ENVIRONMENT AND NATURAL
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RESOURCES

The Group is dedicated to developing its travel business
according to the “Going Green and Low Carbon” concept and
incorporating them into every single office/tour procedure. To
achieve that, the Group tries to reuse furniture and stationery
whenever possible. The Group has appointed licensed recycle
company for the handling of old furniture. The Group also
constantly reminds its customers to save food and avoid

generating excessive food packages during their journey.
In addition, the main natural resource consumed by the Group is
printing paper. To minimise paper usage, the Group has adopted

various practices, including but not limited to:

° Encourage double-sided printing and printing two pages on

each side of the paper;

o Make the best use of electronic mail, intranet and scanners

to send or save documents electronically;

. Source paper from environmentally-friendly supplier; and

o Use tablet computer to introduce travel services to

customers instead of paper materials.

R et 25 o EINGS comPANY LIMITED
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EMPLOYMENT AND LABOUR PRACTICES

B.1. Employment

The Group views talents as its most valuable assets and the
key driving factor in ensuring the success and sustainable
development of the Group. The Group strives to provide the
staff with a safe and suitable platform for professional career
development and advancement. The Group’s human resources
policies strictly adhere to the applicable employment laws and
regulations in Hong Kong, Macau and other operating regions,
including the Employment Ordinance of Hong Kong (Chapter 57
of The Laws of Hong Kong), and Labour Relations Law of Macau
(BF9%BNEIESE). The Group has also complied with the laws
and regulations regarding employees’ social security schemes
that are enforced by the local governments in the PRC. The
Group’s human resources development department reviews and
updates relevant company policies regularly in accordance with

the latest laws and regulations.

Talent acquisition is vital to the sustainable development of the
Group’s business. To attract high-calibre candidates, the Group
offers fair, competitive remuneration and benefits based on
individuals’ performance, personal attributes, job experiences
and career aspiration. The Group has launched “The Talent
Development Scheme” (A A # & 5T £l) since 2009 to recruit
suitable university graduates and has collaborated with NGOs
and created the “Youth Upward Mobility Mentorship Program”
(YUM) (B A L REh# & 5T &) starting from 2016 to recruit DSE
graduates. Both programs were developed with goals to provide
training and internal promotion opportunities for nurturing the
youths and in enhancing their morale and loyalty to the Group.
In addition, the Group has proposed a variety of initiatives to
facilitate the recruitment of staffs, such as recruitment fairs, job
advertisements in newspapers, magazines and internet websites.
The Group believes that its continuous efforts mentioned above
will tremendously help attract the high quality and suitable

personnel to join the Group.
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To motivate, reward, and recognise the contributions and
efforts of our existing employees, the Group conducts regular
compensation review and salary adjustment with reference to
the overall market conditions, inflation rate, profitability of the
Group and employee’s past performance. The Group arranges
reasonable working hours and rest periods for its employees,
such as 5-days work week to office staff. In addition to basic paid
annual leave and statutory holidays stipulated by the employment
laws of the local governments, employees are entitled to
additional leave benefits such as marriage leave, paternity
leave and compassionate leave. Meanwhile, any termination of
employment contract would be based on reasonable and lawful
grounds. The Group strictly prohibits any kinds of unlawful or

unreasonable dismissals.

To cultivate employees’ sense of belonging, the Group offers
additional employee benefits including employees’ travel
insurance, medical insurance, and discretionary performance
bonus. In FY2017, the Group hosted a series of activities for its
employees such as workshops, voluntary work, and corporate
philanthropy to support local social enterprises. The Group
considers these events as an essential part of its enterprise
management, which could to a large extent help employees to
relieve stress, and strengthen the Group’s corporate culture
through reinforcing the spirit of solidarity and cohesion among

employees.
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As an equal opportunity employer, the Group is committed to
creating a fair, respectful and diverse working environment by
promoting anti-discrimination and equal opportunity in all human
resources and employment decisions. For instance, training
and promotion opportunities, dismissals and retirement policies
are determined irrespective of employees’ gender, race, age,
disability, family status, marital status, sexual orientation, religion
beliefs, nationality or any other non-job related factors in all
business units. The Group’s equal opportunities policy enforces
zero tolerance to any workplace discrimination, harassment
or victimisation in accordance with the relevant government
legislation, ordinances and regulations, such as the Disability
Discrimination Ordinance (Chapter 487 of The Laws of Hong
Kong) and the Sex Discrimination Ordinance (Chapter 480 of The
Laws of Hong Kong). Disciplinary actions would be taken against
the relevant employee if there is any non-compliance or breach of

legislation related to the equal opportunities policies.

During the year under review, the Group was in full compliance
with relevant laws and regulations in relation to compensation
and dismissal, recruitment and promotion, working hours, rest
periods, equal opportunity, diversity, anti-discrimination, welfare

and other benefits that have a significant impact on the Group.
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B.2. Health and Safety

To provide and maintain a good working condition and a safe,
healthy working environment, the Group’s safety and health
policies are in line with various workplace health and safety
laws and regulations, such as the Occupational Safety and
Health Ordinance (Chapter 509 of The Laws of Hong Kong), as
stipulated by the Government of Hong Kong, Macau and other
operating regions. The Group has established a comprehensive
mechanism to ensure workplace safety by incorporating a range
of occupational health and safety measures for all employees
working at its offices, branches and tours. The Group sets
stringent safety and labour practice to minimise the risk of

accidents and enhance employees’ health and safety awareness.

The Group holds occupational health and safety trainings,
fire drills, cleaning work for air-conditioning systems, carpet
disinfection treatments and safety inspection on a regular basis.
The Group has also set up first aid boxes in the workplace with
the aim to maintain a clean, tidy, smoke-free, non-toxic, non-
hazardous, healthy and safe working environment. The Group
emphasises the importance of safety and emergency handling
procedures in employees’ trainings. Regular inspections, reviews
and audits are carried out by designated staffs to examine the
effectiveness of the health and safety measures and to make sure
that they are properly implemented. The Group targets to achieve

an accident-free workplace environment.

During the year under review, the Group was not in violation of
any of the relevant laws and regulations in relation to providing
a safe working environment and protecting the employees from

occupational hazards that have a significant impact on the Group,
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B.3. Development and Training

The Group provides standardised, comprehensive trainings and
guidelines to the frontline sales representatives, tour escorts,
office staff and other employees in order to equip them with
the necessary work-related skills and professional knowledge.
Also, the Group believes a series of professional trainings is a
fundamental step to foster the understanding of its business
philosophy and the requirements of individual customers among

employees.

The Group has a training centre located at EGL Tower in Hong
Kong. The Learning and Development Section (£ % £ % R
#6) of the Group is mainly responsible for in-house trainings
and setting up training strategy of the Group. The Learning
and Development Section performs training needs analysis by
collecting the Performance Assessment Form (483 5T #% & %)
and the Departmental Training Request Form (P93I k&
%) at the beginning of each year, and schedules different training
courses for respective functional departments and divisions. The
Group also builds up an intranet platform to circulate the latest

itineraries and tour information for learning purpose.

In addition, the Group encourages its employees to enhance their
competitiveness and expand their capacity through continuous
learning by attending external training/seminars/examinations
and obtaining certifications. Employees that have signed up
for external trainings/examinations may be granted extra leave,
such as study leave or examination leave, and the opportunity to
apply for a reimbursement upon the approval from the head of

department.
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B.4. Labour Standards

The Group strictly abides by the Employment Ordinance of Hong
Kong (Chapter 57 of The Laws of Hong Kong), Labour Relations
Law of Macau and other related labour laws and regulations in
Hong Kong, Macau and other operating regions to prohibit any

child and forced labour employment.

To combat illegal employment on child labour, underage
workers and forced labour, and to ensure applicants are lawfully
employable, all employees are required by the Group’s human
resources staff to provide valid identification document prior
to the confirmation of employment. The human resources
development department is responsible for monitoring and
ensuring compliance with the latest and relevant laws and
regulations that prohibit child labour and forced labour. If any
violation is discovered, the Group will immediately terminate its
employment terms with the relevant employee and review its

existing policy to avoid recurrence of similar incident.

During the year under review, the Group was not in violation of
any relevant laws and regulations, in relation to the prevention
of child and forced labour that have a significant impact on the

Group.
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OPERATING PRACTICES

B.5. Supply Chain Management

As a socially responsible enterprise, it is critical and vital to
deliver high quality products and services to customers as well
as maintain a sustainable and reliable supply chain. The Group
achieves this goal by conducting comprehensive evaluation of
potential suppliers under the general procurement principles: (i)
prioritise direct supplier with competitive price; (i) indirect supplier
with the same price will be considered after reviewing the scope
of services, financial background, potential competitive factors
and loyalty, and (iii) avoid conflict of interests and prevent bribery

during procurement process.

Land operators, airlines and hotels for tours, international hotel
aggregators, rail companies, car vendors and theme parks for
free independent travellers’ (“FIT”) are the main suppliers of the
Group. In the selection of land operators for package tours, the
Group considers a number of factors such as the land operator’s
background and experience, business history and structure,
travel elements offered, price and possession of relevant licences.
The Group also performs historical record search from the
local tourism bureau, airline companies and hotels to ensure
the reliability of the potential suppliers. Besides, the Group also
conducts site visits and arranges meetings with those suppliers
to introduce the Group’s standards and requirements. In the
selection of international hotel aggregators, the Group pays great
attention to the suppliers’ background, reputation, the variety
of choices and so on. Overall, in order to become one of the
Group’s qualified suppliers, the international hotel aggregators
should be at least up to market standard. To avoid disruptions to
the supply chain, it is the common practice for the Group that at
least two suppliers are serving as alternative plan at a particular

destination.
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B.6.

In evaluating the suppliers and exploring customer’s preference,
the Group monitors the approved suppliers by collecting feedback
from tourists and requiring tour escorts to prepare an evaluation
report (78X B 52 B R &

services, such as the attractiveness and arrangement of the

£) that assesses the quality of the

itinerary, and the quality of meals, airlines, tour buses and hotels
on a continuous basis. Negative feedbacks from tour escorts and
customers would be followed up and recorded by the customer
service department. The customer service department prepares
monthly tour comprehensive report (B Bx4r & ) to grade
the overall performance on meal, itinerary, hotels, coaches and
drivers. Given the firm and stable relationship between the Group
and its suppliers, the Group can be quickly informed of the
suppliers’ situation through the internet, phone calls, and other

communication means.

Product Responsibility

With regard to the Group’s product health and safety,
advertising, labelling and privacy matters, the Group is strictly
in compliance with related rules and regulations, as stipulated
by the government of Hong Kong, Macau and other operating
TR 1)
(Chapter 218 of The Laws of Hong Kong), the Trade Description

regions, including the Travel Agents Ordinance (B

Ordinance (Chapter 362 of The Laws of Hong Kong) and the
Personal Data (Privacy) Ordinance (Chapter 486 of The Laws
of Hong Kong) and travel agency requirements under Macau

Government Tourism Office.
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The Group strives to distinguish itself with its commitment
on tour safety, service quality and customer satisfaction. The
Group believes that the service of tour escorts is one of the
most important factors for customer satisfaction and tour safety.
Tour escorts distribute safety tips pack (Z& /) ¥ %) to tour
participants to enhance their safety and health awareness when
taking part in different activities and to assess their suitability
based on their age, abilities and physical health before joining
the activities. Besides, the Group’s outbound tour escorts have
to pass the Certificate Course for Outbound Tour Escorts (9)f
2B EEEF2) and obtain the Outbound Tour Escorts license (%8
FX#&) offered by the TIC in Hong Kong. The course certifies that
all tour escorts are competent in serving customers, equipped
with sufficient knowledge of handling emergencies and first-
aid treatment, and skilful to cope with different issues at critical

moments.

Land operators are strictly required to follow the agreed itineraries
and execute the tours in accordance with the safety standards
and code of conduct of the Group. Tour escorts also need to
monitor and assess the quality of the land operators throughout
the journey to ensure that the service standards provided by
the Group is in full compliance with the itinerary and the terms
agreed by customers. If any contingency occurs, tour escorts
would communicate with the land operator or the service provider
to resolve the issue properly. For FIT customers, the Group offers
its support services by providing “Toll Free” and “Emergency
WhatsApp” to designated customers travelling to all or selected

(applicable to “Toll Free”) countries.
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The Group has fully complied with the Advertisement Control
Regulations (E& & #|MR ) for TIC Hong Kong members, the
Trade Description Ordinance (7 fn B & 51l) (Chapter 362 of
The Laws of Hong Kong) and other related regulations in the
operating regions. The Group promotes its brand image and
products through various media channels. The Group has
established internal policies to ensure that the public receives
clear, accurate information before purchasing travel products, and
to protect consumers from false trade descriptions, misleading
information, and misstatements on goods and services. The
Group will consult legal advisers for professional advice and carry
out corrective action immediately if there is any unclear and/or
inconsistency between the Group’s advertisement and the actual

product/service the Group provides.

The Group is fully aware of the importance in protecting
customers’ privacy and is committed to abiding by the Personal
Data (Privacy) Ordinance (Chapter 486 of The Laws of Hong
Kong) and other related local regulations. The Group’s “Privacy
Policy and Guideline” was established based on the Privacy
Commissioner for Personal Data to ensure that customers’
information is securely kept. Information collected would only
be used for the purpose for which it has been collected, and
customers would be informed about how the data collected
would be used in its business. The Group prohibits the provision
of Customer information to a third party without authorisation
from customers. Customers always have the rights to review
and revise their personal data, including opting out of any
direct marketing activities. All collected personal data is treated
confidentially, which only designated personnel have permission
to access. Through internal trainings and confidentiality
agreements with employees, the Group emphasises confidentiality
obligations and will take legal actions against individuals who

breach or violate the obligations.
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B.7. Anti-corruption

To maintain a fair, ethical and efficient business and working
environment, the Group strictly adheres to the laws and
regulations relating to anti-corruption and bribery irrespective
of the area or country where the Group operates, such as the
“TIC Hong Kong’s Codes of Conduct”. The Group arranges the
Hong Kong Independent Commission Against Corruption (“ICAC”)
seminars for its employees regularly. Newly hired employees are
required to join the orientation programme in order to understand
the Group’s internal policies for prohibiting corruption. All
employees are expected to discharge their duties with integrity
and self-discipline. They are required to abstain from engaging
in any activities related to bribery, extortion, fraud and money

laundering, which might be tempting due to their positions but

against the Group’s interests.

Whistle-blowers can report verbally or in writing to the senior
management of the Group for any suspected misconduct with full
details and supporting evidence. The management will conduct
investigations into any suspicious or illegal behaviour to protect
the Group’s interests. The Group advocates a confidentiality
mechanism to protect whistle-blowers against unfair dismissal or
victimisation. When criminality is suspected, a report would be
made after consulting the executive directors and be delivered to

the relevant regulators or law enforcement authorities.

During the year under review, the Group was not in violation of
any of the relevant laws and regulations in relation to bribery,
extortion, fraud and money laundering that have a significant

impact on the Group.
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COMMUNITY

B.8. Community Investment

The Group endeavours to fulfil corporate social responsibility and
makes continuous contribution to build a cohesive and caring
society. The Group places great emphasis on cultivating social
responsibility awareness among employees and encourages them
to participate in charitable community activities. In the past few
years, the Group was awarded the Caring Company by The Hong
Kong Council of Social Service, the Family-friendly Employer, the

Partner Employer Award and many other corporate prizes.

The Group is committed to fulfilling its social responsibilities of
a corporate citizen by providing a number of job opportunities
to young people, helping out disadvantaged communities,
and carrying out visits to the people in need. Through a
comprehensive development plan, the Group strives to help
nurture those young talents to finally thrive independently in
the society. In FY2017, the Group donated approximately
HKD400,000 to the social enterprise called “ROC.Youth” to
support thirty-five full-time secondary and tertiary students to
participate in marathon in Australia and Taiwan, who would
obtain an opportunity to explore different places and go through

the process of transformation via running.
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Furthermore, the Group encourages its employees and their
families to get involved in various voluntary events to support
the people in need. For example, the employees of the Group
regularly visit individuals suffering from Alzheimer’s disease.
Bimonthly, the Group’s employees would go and visit a group of
elderly Alzheimer’s patients, help them go through their training
by communicating with them, and listen attentively to their needs.
The event allows the Group’s employees to gain the first-hand

experience “It is more blessed to give than to receive”.

Physical and mental health of its employees is another essential
aspect the Group pays great attention to. Specifically, the
Group regularly organises family events for its employees and
their associated family members. The Group believes that these
activities which the family can share and enjoy can create a
time to strengthen their family tie, which is acknowledged as an
indispensable component making for employees’ sound physical

and mental health.
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