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IEZE R % B A FR/A T Zhenro Services Group Limited

OVERVIEW

This is the first Environmental, Social and Governance Report (the “ESG
Report”) published by Zhenro Services Group Limited, reporting to all
stakeholders of the Group with focused disclosures on the Group’s management,
practice and performance in economic, environmental, social and governance

terms.

PERIOD COVERED BY THE REPORT

The Report covers the period from 1 January 2020 to 31 December 2020 (the

“Reporting Period”). Retrospective references may be made where applicable.

COVERAGE AND BOUNDARY OF THE REPORT

The Report covers Zhenro Services Group Limited and its subsidiaries (the

“Group”, “Zhenro Services”, “we” or “us”).

REPORTING STANDARD

The Report has been prepared with reference to the Environmental, Social and
Governance Reporting Guide set out in Appendix 27 to the Rules Governing
the Listing of Securities on The Stock Exchange of Hong Kong Limited (the
“Stock Exchange”).

The scope of the ESG Report, the collection of relevant materials and data, its
preparation based on available information and the review of information set
out in the Report have been determined on the basis of the identification and
priority of the importance of stakeholders and the material issues relating to
ESG, to ensure the completeness, materiality, truthfulness and balance of the

Report.

SOURCE OF INFORMATION AND WARRANTY OF
RELIABILITY

Information and data disclosed in the Report are derived from the Group’s
statistical reports and formal documents, after verification by relevant
departments. The Group undertakes to the effect that the Report does not
contain any misrepresentations or misleading statements, and takes the

responsibility for the truthfulness, accuracy and completeness of the Report.
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LANGUAGE AND FORMAT OF THE REPORT

The Report is available in electronic version, in Chinese language and English
language. For more information regarding Zhenro Services’ background,
business development and philosophy of its sustainable development, please

refer to the official website of Zhenro Services (http://www.zhenrowy.com/).

PREPARATION PROCEDURES OF THE REPORT

The Report has been prepared following the sequence of forming the working
group, collecting information, communicating with stakeholders, conducting a
questionnaire on stakeholders, confirming the framework; redacting, designing

and validating the report by related departments and the senior management.

CONFIRMATION AND APPROVAL

The Report was approved by the Board of Directors on 26 March 2021 after

confirmation by the management.
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IEZE R % B A FR/A T Zhenro Services Group Limited

Through 20 years of diligent cultivation and forward movement, Zhenro Services
remains committed to its pursuit of a good life. By upholding the concept of
“providing heartfelt and personalised services with a sense of companionship
(IR B K%ﬁfﬁﬂ‘ll‘)", Zhenro Services strives to provide continuous
high-quality services to customers while seizing the opportunities brought
by sustainable development and implementing the concept of sustainable
development, thereby building a new layout of sustainable development. 2020
is both an extraordinary year and a meaningful year. This year marks the 20th
anniversary of the establishment of Zhenro Services as well as our successful

listing, to embrace vast and indefinite opportunities in the future.

In 2020, given its excellent performance in national distribution, rapid growth
and multi-sector development, Zhenro Services was one of the 2020 Top 19
China Property Management Companies, and was awarded the “2020 China
Top 100 Property Management Companies”, “2020 China Top 100 Leading
Enterprises in terms of Property Service Satisfaction”, etc. By insisting on both
national distribution and regional penetration, we entered the markets in 21
additional cities, including Changzhou, Jinan and Baoji during the whole year,
making a new breakthrough in our service presence; acquired the Bailu Island
Resort in Chuzhou, making a new breakthrough in our service sector; insisted on
a diversified and balanced development strategy with dual drivers of “residential
+ non-residential”, making a new breakthrough in our comprehensive service

ability.

As an urban operation platform with the purpose of “catering to people’s needs
for a good life”, Zhenro Services proactively captured the opportunities arising
from green development to create green service space in the city. We upheld
the concept of green development, and adhered to energy conservation and
consumption reduction and green operation, to mitigate our impacts on the
environment while providing high-quality services to customers. Meanwhile, we
promoted various community environmental protection campaigns, to co-build

a civilised city and create a green, harmonious and natural living environment.

Upholding the core value of “Attaining prosperity with integrity”, Zhenro
Services regards talent reserve as one of the key factors for its sustainable growth.
Through continuous enhancement of employee benefit and care, we continued
to improve and implement a medium- and long-term incentive mechanism, and
created a safe, comfortable, free and equal working atmosphere. Moreover, we
strengthened talent attraction and cultural construction, stimulated endogenous
power, and cultivated new growth drivers for the Group, with a view to helping

our employees grow together with the Group.
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As a co-builder of a good life, Zhenro Services actively explored a model for
joint community contribution, governance and sharing. We implemented
“Hello, Community” and other community action plans, established a platform
for participation in such actions and united multiple forces to facilitate the
community development, co-build a beautiful homeland, and co-create a

healthy, mutual-assistance and happy life in the community.

As an enterprise with a strong sense of social responsibility, Zhento Setvices, in
addition to consolidating its own strengths, also bears the mission and major
task in the new era as a fighter for happiness. We shoulder our responsibilities
with integrity and kindness in the social capacity of a corporate citizen at all
times. Meanwhile, we respect and conform to the times while awing for and

keeping pace with the times, and feel grateful for and give back to the society.

With the target of “carbon peaking and carbon neutrality” raised by the state,
sustainable development has also embraced new opportunities. “Set sail on the
rough sea, and all your efforts will pay off.” Looking ahead, Zhenro Services will
still commit itself to the historical course of building a good life, and uphold
the concept of sustainable development to achieve more notable long-term

development.
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CORPORATE PROFILE

Established in 2000, Zhenro Services is headquartered in Shanghai. On 10
July 2020, Zhenro Setvices was officially listed on the main board of the Hong
Kong Stock Exchange (stock code: 06958.HK). The Group is a nationwide,
fast-growing and comprehensive property management service provider, offering
diversified property management services for residential and non-residential
properties. As of 2020, we had 234 projects under management in 42 cities
that span across four major regions, namely, the Yangtze River Delta Region,
the Western Straits Region, the Midwest Region and the Bohai Rim Region.
Our business serves a wide range of residential properties and non-residential
properties such as government and public facilities, office buildings, industrial

parks and schools.

By upholding the concept of “providing heartfelt and personalised services
with a sense of companionship (RAE B R > BEEEH L), Zhenro Services
strives to provide customers with diversified, comprehensive and high-quality
services that encompass the entire value chain of property management, thereby
building our own property management service ecosystem, and maintaining our
strong competitive strengths in terms of national distribution, balanced business
development, service quality, efficient management and operation, and talent

team building, etc.

Corporate Culture

Eie oLt
Corporate core value:

IEEMEERDIEHER 2O > fEIER2AT > HEIRERE > ke B

e Attain prosperity with integrity, and shoulder our responsibilities with integrity and kindness to promote
corporate development and contribute to social prosperity

o TR > BURILAl - A HENEES T

e Create a happy enterprise, and establish a value-sharing platform for joint contribution, shared responsibility and sharing

BB
Corporate operating philosophy:

o RAKF R4

> —YIRER P A IR TR ~ AR

e Deeply understand customers’ thinking to consider and resolve issues from their prospective

o GESRIT.CEL o FOATIE NAS T2 28 28 i e IR

* Pursue superior quality and be dedicated to creating humanistic products and services

iie ik P A
Corporate organisational culture:

HESTRE IR o A A A SR S I PR B i A

e Build and cultivate an elite team to achieve corporate goals by virtue of such team

EZ R B A B A W] Zhenro Services Group Limited
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Principal Activities

Zhenro Services is principally engaged in property management services,
value-added services to non-property owners and community value-added
services, and develops a broad range of comprehensive customer service products

that encompass the entire value chain of property management.
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Provision of a wide range of
property management services
to property developers, property
owners and residents, including
cleaning services, security
services, landscaping services
and repair and maintenance
services at both residential and
non-residential properties.
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Offering a comprehensive range
of property-related solutions to
non-property owners, which
mainly are property developers,
including sales assistance
services, additional tailored
services customised to meet
specific needs of our customers
on an as-needed basis, housing
repair services, preliminary
planning and design consultancy
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Provision of community value-
added services to property
owners and residents, including
home-living services, car park
management, leasing assistance,
common area value-added
services and other services to
improve the living experience
of our customers and to
maintain and enhance the value
of their properties.
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services and pre-delivery inspection

services.

Among them, property management services are the basic business line of
the Group, which provides value-added services to property owners through
expanding business scale and increasing the number of property owners and
residents communities; the business line of value-added services to non-property
owners helps the Group to access to property development projects as early
as possible and to forge and cultivate business relationships with property
developers, thereby enhancing the competitive strengths of Zhenro Services
and ensuring a property management service contract will be entered into; the
business line of comprehensive community value-added services helps the Group
to strengthen its relationships with customers and improve customer satisfaction
and loyalty. Such three business lines will continue to assist Zhenro Services to

secure a larger market share and expand its business presence in the PRC.

BRE b g RIS Environmental, Social and Governance Report 2020
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IEZE R % B A FR/A T Zhenro Services Group Limited

During the Reporting Period, the Group adhered to, as always, the
“dual-property type business” and diversified project portfolio, and was deeply
engaged in the four key areas, and expanded the business operations to achieve
economies of scale, so as to promote the continuous improvement in our position
in the industry and our brand value. We continued to strengthen the cooperation
with third-party property developers, acquired or merged with property
management companies and professional companies through multi-channel
market expansions and strategic investments, and made active innovations, so
as to enable the diversification of the Group’s property management portfolio
and community value-added services. Meanwhile, the Group upgraded our
information technology system to further boost our operational efficiency and
maximise our cost efficiency, while expanding the market share of deployed

areas and entering new markets with growth potentials.

RESPONSIBLE OPERATIONS

Zhenro Services implements a concept of high-standard and high-level corporate
governance. We are committed to building the corporate culture of “Attaining
prosperity with integrity”, and shoulder our responsibilities with integrity and
kindness to promote corporate development and contribute to social prosperity.
Through enhancing our corporate responsibilities, the Group has established
a healthy and transparent internal control and audit system, advocated a
working atmosphere of anti-corruption, optimised our business environment,
and improved our service level, thereby effectively regulating enterprises risks,
promoting investor relations and driving the sustainable development of the

enterprise.
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Corporate Governance

In accordance with the relevant requirements of the Company Law of the
People’s Republic of China, and the principles and code provisions of the
Corporate Governance Code and Corporate Governance Report (the “Corporate
Governance Code”) contained in Appendix 14 to the Rules Governing the
Listing of Securities on the Stock Exchange, and with a focus on the principles
of integrity, accountability, transparency, independence, responsibility and
fairness, the Group strives to maintain and enhance high standards of corporate
governance, so as to safeguard the interests of shareholders, increase the
corporate value and regulate the accountability system. The Board has three
Board committees, namely the audit committee, the remuneration committee
and the nomination committee. In particular, the audit committee reviews
and supervises the financial reporting process and internal control system, risk
management and internal audit of the Group, and provides recommendations
and advice to the Board. The remuneration committee establishes, reviews and
provides advice to the Board on the policies concerning the remuneration of
the directors and senior management and on the establishment of a formal and
transparent procedure for developing such policies. The nomination committee
reviews the structure, size and composition of the Board annually and makes

recommendations to the Board regarding any proposed changes to the Board.

£

Board of Directors

A A SR AT IR

Corporate Governance Structure of the Group

(EZ X752 IE IR 2020 FER 1 F EIGHRA)
(For more information, please refer to the Corporate Governance Report

in the 2020 annual report of Zhenro Services)

BB A& XA M Environmental, Social and Governance Report 2020

9




10

7E 42 1F. 56 IR 7

ABOUT ZHENRO SERVICES

R 4 B

AE 2R Ml 5 — v A AR g A LA R S
I 3L AR DNEE R NEE 3 7 )
A BEER - BB S 25 P
(SR ST I AR K R FAR ) BB ©
KOBZ AR SRR > WA S @R A M
S iy JEL o P M AR o AN R e P
SeAb k- e A Ja f A B T AF B9 A RO
> TEORASSE B A RS i -

A 1 Bl % B Y B ISR A i LA
a Al > R AR R B A A A Y
JE B o A% S 1 R R T A% T A B A
PRUCR I E M T — RIS - - S
FUAR BRI AT TR S 2 15 0 > DA PR B %
SFRBMM AN - AL ERGA A
T o Ak e A7 2wy T By B LRI A S B 4 R
B0 o 7 0 B M I g B L A S B 4
A B > A5 4 B A B B A
R A 2 T B T PR S A8 A Je g
T3 o [AIRE > FRAM 2 A8 S A 42 o ) 2 A A
A 11 A 042 A Sz 1) < B AR P LI
JEAT R B A T B G o RS S AR T
> R S U I

IEZE R % B A FR/A T Zhenro Services Group Limited

Risk Management

Zhenro Services has been attaching great importance to risk management
and internal control in strict compliance with the Audit Law of the People’s
Republic of China and other relevant laws, regulations and rules as well as the
Corporate Governance Code issued by the Hong Kong Stock Exchange and the
Articles of Association. Through years of development, we have put in place an
effective and comprehensive corporate risk management mechanism, continued
to step up efforts in risk management culture construction, and promoted the
effective advancement of risk management work, thereby ensuring the effective

and stable operations of the Group.

The Group has implemented various risk management policies and measures
to identify, assess, manage and monitor the risks arising from our operations.
On this basis, the management of the Group's head office and its departments
have also designed and implemented a series of executing processes and control
measures relating to finance, operation and compliance in order to ensure
the effectiveness of such systems. The Board of the Group is responsible for
maintaining a sound and effective risk management and internal control
system, reviewing and monitoring the effectiveness of such risk management
and internal control system on a regular basis, preparing a risk management
report on a yearly basis, and improving the risk management capabilities of each
internal department in a comprehensive manner. Meanwhile, we have engaged
an independent internal control consultant to review the internal control of
the Group and provide to the Board the recommendations and advice on the
issues so identified. For such results and recommendations, we will implement

rectification and improvement measures.
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Anti-corruption

Zhenro Services adheres to the corporate core value of “Attaining prosperity with
integrity, and shouldering our responsibilities with integrity and kindness”,
and strictly observes the Company Law of the People’s Republic of China, the
Anti-Money Laundering Law of the People’s Republic of China, the Anti-Unfair
Competition Law of the People’s Republic of China, the Interim Provisions on
Prohibiting Commercial Bribery and other laws and regulations. We insist on
the principle of “zero tolerance” towards corrupt practices, and regard “zero
fraud, zero corruption and zero bribery” as the bottom-line requirements for
employees, requiring them to make use of both internal and external resources
to cultivate a sound atmosphere of fair competition, honest and integrity in the

industry, to optimise our business environment.

The Group has developed the Management System on Procurement and Tender
of Zhenro Property and other internal management procedures to firmly avoid
the occurrence of corruption. We require all tendering and procurement work
shall be conducted on the principles of legality, compliance, transparency
and openness, all entities that win the bids shall enter into the Agreement on
Cooperation with Integrity, and the personnel in charge of procurement and
tendering shall be subject to a relevance investigation via relevant tools or
websites to ensure they have no shareholder relations. The Group will organise,
on a quarterly basis, a collective training on anti-corruption for newly-recruited
personnel at the director level or above. During the Reporting Period, the Group
provided relevant employee training on anti-corruption with a total of 397

participants, and there was no concluded legal case regarding anti-corruption.

BB A& XA M Environmental, Social and Governance Report 2020
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A AWARDS AND HONOURS

20204F » A< 4R FAE B 4 SO0 5% B B A 1 In 2020, the Group ranked 19th among the China Top 100 Property
FEYERE A BROEG ST APEL AL Management Companies in terms of overall strength released by the China
L ESLIVERENLT SN E/E S-Sl Rcsil] Index Academy, and was honoured to be a council member of China Property
HEA - LV R YT AT & W R Management Association, an executive vice president of Jiangxi Property
GREN - BEESYES TG gREE Management Association, a vice president of Fujian Property Management
B~ A T4 S B & PR o BT - IE 4% Association and a council member of Hefei Property Management Association.
5 R AE (E R B T > B E(EE L T With a continual increase in the brand value of Zhenro Services and recognition
FOAT s I . FRAM AN T AR I - of our investment value by multiple parties, we obtained the following awards
during the Reporting Period:

PEEE T 81

Awarding body Awards

T TERE » P B SER B (R A 5 R 2020 HE Y SERFS T AR (5 194)

China Index Academy, China Property Service Price Index System 2020 China Top 100 Property Management Companies (Top 19)
2020 F ) SRS T SR B A
2020 China Top 100 Leading Enterprises in terms of Property

Service Satisfaction

(EHRE - MK 2020 FEYIRAFEZ BB NH 164
YIHAN Zhiku, Jiahe Jiaye 2020 China Property Management Companies in terms of Overall

Strength (Top 16)

2020 A FERRE 108

2020 China Top 10 Property Management Companies in terms of
Growth

2020 B YA BT ES 113098

2020 China Top 30 Property Management Companies for Superior
Service Capabilities

2020 FEPZERER FINE B AES0R

2020 China Top 50 Model Property Management Companies for
Customer Satisfaction

2020 FEI) A I E (E 208

2020 China Top 20 Real Estate Enterprises Brand Value

TP BB R SR L~ ORI AU 2020 H YA AL O E R

China Centre for Urban Development, Guangdong Times Media 2020 China Property Management Caring Butler
AR K 2 [ 5 11723 ] 2020 20208 fEIPO#E

Gelonghui Greater China Best Listed Companies 2020 2020 Best IPO Award

12 EZRMEEBAEAFR Zhenro Services Group Limited
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REEE M I

Awarding body Awards

w75 H 820205 =i v B0 55 s E A e R EATE

Securities Daily, 2020 3rd China Real Estate Capital Summit Most Valuable Investment Award
R TR B A B e < A PR L B REYISER T

Zhitong Financial, 5th Golden Hong Kong Stocks Awards Ceremony  Best Property Management Companies
RZACEE B 7
Most Popular New IPO Companies

TEEWEE A G i S S S R

Fujian Property Management Association 2020 Model Member Unit

BN A Bl R R A B A T AR S R A

Fuzhou Property Management Association Advanced Unit for COVID-19 Pandemic Prevention and Control
R B ) AT SE e P B R S MRS 3

Hunan Property Management Association Advanced Property Service Enterprise in Hunan Province

BB A& XA M Environmental, Social and Governance Report2020 13
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CERTIFICATE
RIS
2020 [§ ¥k i % 1 58 42 lk,

2020 TOP100 Property Management Companies in China

smasaser S0
nvAmean et

S =
‘@'ﬂ EH@K
CERTIFICATE
_ICRNTISICATE
2020 [H L] %
2020 TOP100 Property Manageme
messs. vu samm Krinen. )
PSRRI, B 0 S RAIRE RS,
“ERIRAATL ] "
FEK 2020 LRI IS RE UL B

TOPIOO

2020h E Yl
RRE+E

ERBRSEARRAF

AN KRR, IR WRER. RNIBUSRICS . SOTOIRBININS.
PR

“ER R AT "
IR 2020 PRSI EISR G

X

TORPI00O
LR B R ]

2020 EM W ERERLS
~— TOP#16! —
ERBSEARTRAT

2020 China Top 100 Property

2 2020 PEYEIRE BRI R
2020 China Top 100 Leading Enterprises in terms of Pro

Satisfaction

3 2020 TEMESEG AT (F164)

2020 China Property Management Companies in terms of (
(Top 16)

14  EZREEEA AR Zhenro Services Group Limited
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LG o IERA
HONGQIAO ZHENRO MANSION

HARBTERE ~ B SRS A IR R A
China Index Academy, China Property Service
Price Index System

2020 F W) SRR A5 1T 56 A5 BB AL A

2020 China Property Service Industry

Demonstration Base

T35 45 55 ) A0 5 M A K
JIANGSU MOBILE
COMMUNICATION
HUB BUILDING

R - FMRE

YIHAN Zhiku, Jiahe Jiaye

—F EFEFY SRR IHE
Outstanding Featured Service Projects of

Property Enterprises in 2020

BB A& XA M Environmental, Social and Governance Report 2020
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YL o RSO

HONGQIAO ZHENRO CENTRE
Y S AT

Shanghai Property Management Association
&SRR PR e e
ANEHH

2020 Shanghai Excelleng/Property

Management Demonstration Project

R EIES « TR
NANCHANG ZHENRO
RIVAGE GARDEN

[EzI=Nitk7E Scgdiacy
Nanchang Property Management Association
ZN et N

Demonstration Residential Community

16 ERMELEMA AT Zhenro Services Group Limited
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RSN
WUHAN ZHENRO MANSION

W /E S gE N Ry

‘Wuhan Property Management Association

T T U B 42 [ R AT /0 [ |

“High Mass Satisfaction Community” for

Epidemic Prevention and Control in Wuhan

City

Bl RSt TH H

Advanced Epidemic Prevention and Control : : 4 s

Project = B E oy : T

s e

1 5 I 28 8 S5 0
NANJING ZHENRO
RUNJINCHENG

AU B PR A 5 7 SR

Nanjing Housing Securityand Real Estate
Management Bureau

T AT A S B e

Nanjing Property Management Demonstration

Project

o L L B L

5

-
=

[ b B P o ahe’ Tl ;
ase § ot Rl f Sl T
- X r9 i tij MJ:-AZJJ.LJ il fisia 1! IR Ty

ol
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PROMOTING CORPORATE DEVELOPMENT
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il

Customers’ thinking:

Consider and resolve issues from the

prospective of customers

B IL AL ~ 38 - AENEET T
N7 L
=
Happy enterprise:
Establish a value-sharing platform for

joint contribution, shared responsibility

and sharing

EZ R B A B A W] Zhenro Services Group Limited
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A sound ESG management system is a basic guarantee to the promotion of
ESG management. Zhenro Services highly values ESG governance, continues to
perfect its ESG management system to achieve a scientific and standardised one,

and incorporates ESG governance elements into every link of its operations.

ESG WORK MECHANISM

By upholding the principle of “customer first” and with customers at the
core of all our work, we have been dedicated to creating humanistic products
and services. We insist on requirements which are stricter than the industry
standards to build a more professional team with ongoing efforts. During its
business operation, Zhenro Services endeavours to create more value to its
customers and repay the society on the basis of maintaining ecological health.
We continue to improve the industry mechanism and promote the industry
development while insisting on an innovation-driven development. Moreover,
we unite more social forces with all efforts to encourage the sustainable

development of the humankind, the environment and the society.

Tt Ve -
L AT 55 AAS 28 1Y 7 i SRS
Superior quality:

Be dedicated to creating

humanistic products and services

B -
IEER R

Core value:
Attain prosperity

with integrity
“e, *
fu ft?FMfkf‘ K3 G

Elite team:

CE L3 H AR

Cultivate an elite team to achieve
corporate goals by virtue of such

team
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PROMOTING CORPORATE DEVELOPMENT
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ESG Governance

For the purpose of efficient and rapid implementation of ESG governance work,
Zhenro Services has established a sustainable development governance structure
comprising the Board committees, ESG work group, various functional
departments and subsidiaries, to ensure the effective operation of the ESG

management and related information disclosure of Zhenro Services.

The Board committees of the Group, as the highest decision-making body of
the Group, include the audit committee, the remuneration committee and
the nomination committee, which assist the Board to take charge of ESG
governance work, guarantee the sustainable development, and jointly bear
the full responsibility for ESG-related work. To effectively advance the ESG
management level, the Board will continue to strengthen ESG-related risk
management and improve ESG management mechanism, to contribute to the
stable operation of ESG governance. The ESG work group is responsible for
coordinating and implementing the Board resolutions, communicating and
coordinating on ESG-related matters, preparing an ESG report, and regularly
reporting to the Board the progress of ESG-related work. Various functional
departments and subsidiaries are responsible for promoting and implementing
the work plan formulated by the ESG work group, reporting the progress of and
data on ESG-related work, and fully implementing ESG-related management

work.

COMMUNICATION WITH STAKEHOLDERS

The trust from all stakeholders is crucial to the sustainable development of
Zhenro Services. Meanwhile, the Group believes that gaining an understanding
of the appeals of stakeholders timely also helps us to identify potential risks and
opportunities. As such, we always maintain close contacts with stakeholders
through effective communication channels. We actively respond to the relevant
appeals so collected with practical actions, thereby promoting the sustainable

development of the enterprise.

The Group constantly implements its development plans and establishes
a normalised and diverse communication mechanism to maintain good
communications with all stakeholders, such as customers, employees, investors,
government, etc., and deeply understand their views, appeals and suggestions.
Also, we incorporate the concerns of all stakeholders into the operation and
decision-making process of the Group, in order to achieve high-level ESG

governance and long-term development of the enterprise.

BB A& XA M Environmental, Social and Governance Report 2020
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o A FRAM Y T A 5 AR B O 6145 A

TERE:

A 2 AR B 7

STAKEHOLDERS

e B

Shareholders/investors

BUR /B

Government/regulatory
bodies

AR

Business partners

below:

BATER)

KEY ISSUE OF
CONCERN

PR
BEEM
R B

Financial performance

Compliance with laws and
regulations

Risk management

AEEH

fFR%E2

R

Compliance with laws and
regulations

Information security

Anti-corruption

fRE%E

eIV

Information security

Exchanges with industry
peers

el e 7 5K

WAYS OF
COMMUNICATION
AND RESPONSE

v

- REEREE

—¥EuMNE

— WA

— B o bt

— General meetings

— Investor conferences

— Conferences for
disseminating business
results

— Press releases/
announcements

— On-site visits

— Blgant
— g%

— On-site visits
— Seminars

— B35 oAbt
— 'K

— On-site visits
— Seminars

During the Reporting Period, our main stakeholders include the 7 major groups

UEVEN i

FREQUENCY

R G4 — I
B G KB E
817

General meetings are held once a year
Investor conferences and on-site visits
are arranged at irregular intervals

AEH

At irregular intervals

AEH]

At irregular intervals

EEMB LA AT Zhenro Services Group Limited
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(ol

Customers

il
H

Employees

SRR LR

Media and the public

AR

Community

FR%EE

B E R
EF U fE B AR
ety

Information security
Customer service quality
Sensitive customer
information management
Intelligent property
development

R A

B T fipesd

HT% Eﬁﬁiiﬁll

Remuneration and benefits

Employee health and safety

Employee development
and training

AR
ES EpIRALEZ

Compliance with laws and
regulations
Impact of business on the

society

AL 1 R

YN

Contribution to
community

Charity and benevolence

— B R

— &k /BT EIF
— BfE i

— &

— g%

— Online promotions
— Telephone/Email

— WeChat/Weibo

— Questionnaires

— Seminars

— B L%

— NEREE

— RIS A AR5

— Interviews with
employees

— Internal Emails

— Internal WeChat

official account

— WiEE A

~ il

—H&

— Press releases/
announcements

— Press interviews

— Meetings
— BibT
— ik

— On-site visits

— Seminars

At irregular intervals

At irregular intervals

At irregular intervals

AEH

At irregular intervals

BB A& XA M Environmental, Social and Governance Report 2020
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ESG MATERIALITY ISSUES
During the Reporting Period, we identified 5 ESG issues which are highly

important, 12 ESG issues which are moderately important and 2 ESG issues
which are lowly important to the Group by ordering the importance of
various issues in terms of their influence on the strategic operation of Zhenro
Services and their influence on stakeholders, taking into account media
analysis, industry benchmarks, and outcomes of questionnaires conducted with
internal and external stakeholders. Those highly important ESG issues include
anti-corruption, risk management, product and service quality, environmental
compliance and wastewater discharge management, which constitute the key

parts of the contents of the Report, which are disclosed in details herein.

IERARF B R M R REAE [

MATERIALITY ISSUE MATRIX OF ZHENRO SERVICES

o RER
s e . S EIE
o amEH  EFREEEE | BEAA o RMER
O ‘Compliant marketing ustomer satis i i iz
#38 r o o ERRAHEE
_K o 7}<§;E\‘§IE ::dunand service quality
H'E'H -qC.> Water resources management Fﬁﬁ%)ﬁ@ E§7}<}3F755l =1
2 Waste management . Wsst:\;l;‘:tsret:::s:rf‘;algs
823 P o KRR b
2 g Groonhouse gas emissions @ 22 B BRI (= B IRE
Customer privacy and information protection = o
i 2 B e @ e EIWE
m 3 BEAMRRE  ASBRERRIZ) T "
;la % Intelligent property development Talent development and training .
= ‘g B TERI K RN
_'HS' o . Employee benefit and remuneration
3 E EEftrEsE RERRHEZE
- Responsible supply chain Occupational health and safety
@ it &=k
Contribution to community
& =
Al pog :
Low HIEERBHEKRME High
Importance to Zhenro Services
® HEnE ® NFIEREE IRIBEE

Social issues

IEZE R % B A FR/A T Zhenro Services Group Limited

Corporate governance issues

Environmental issues
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By upholding the concept of “providing heartfelt and personalised services
with a sense of companionship (JRES AR » BEFEH )", Zhenro Services
strives to provide customers with diversified, comprehensive and high-quality
services that encompass the entire value chain of property management, thereby
building our own property management service ecosystem. Leveraging on our
rich experience in the industry, we provide customers with diversified service
offerings, make every endeavour to protect the safety of residents, and actively

explore customer needs, to fully demonstrate our excellence in service quality.

DEDICATED SERVICES

As a comprehensive property management service provider established for 20
years, We provide diversified property management services for both residential
and non-residential properties through our three main business lines, namely,
property management services, value-added services to non-property owners and
community value-added services, and create dedicated services with practical

actions.

We provide services to customers under three brands, to cater to different
needs of specific customer groups, including “Rong Service” (4%, a brand
targeting provision of property management services to residential properties,
“Rong Enjoy” (4RZX), a brand targeting provision of diversified value-added
services, and “Rong Business” (56 18), a brand targeting provision of property
management services to commercial properties, office buildings and other

non-residential properties.

BB A& XA M Environmental, Social and Governance Report 2020
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CREATING QUALITY SERVICES

Wt m > AEEBHET NESTH | R
B EUE SR T AR MBS R (AL
MBS e HE R AR BS B - N BARE (R TTE
SEREIANIN BRLEE) - EERE (REER
RORFNVE BOKF) =87 AT (45 6 K45
o 23 TARHS L K 7 RS4RI TAE -

o BIMEH : H— A ] HEak

o MBS ERK : EEEHEIBIL

o PURBHE : {55 HE KR]3R
o NIEEE  SELF BT

o LETKF  AEERBMRLS

o EEEN  BANHEAAE

e Bl standard: Uniform, orderly and identifiable;
o Service awareness: Active, polite and observant;

e Rapid response: Timely and reliable information U

transmission;

o Public facilities: Intact, artistic and usable;

e Security: Elimination of hazards to ensure security; U

e Park area environment: Tidy, pleasing and creative o

During the Reporting Period, the Group carried out a special improvement
practice in basic quality named “Improvement Action (HE1TH)”, with 7
major special improvements covering 6 major scenarios and 23 services in
terms of service quality improvement (improvement in service standard and
service quality), personnel quality improvement (improvement in professional
competence and personnel efficiency) and operational quality improvement

(improvement in operational efficiency and management level).

o HLJE NI

o HUFERFATHL

o KAVEIERTT

o PIREEMEFTIE S

o FEAFIHH T ;

o BEHERER:

o ARG

e Primary post efficiency improvement;

Car order management;

e Improvement in response to customer complaint;
e Establishment of standards for department positions;
Development of benchmarking projects;
Construction of star-level butlers;

o Brand themed activities

M ik B ST T AR

Special quality improvement practice of Zhenro Services

Py S A PR R

ALEEBBITER - BT % T
A A JRE AR Y S RS TR > 1 3
PEER ~ JEE AR R — R AP 36
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W5 - AR 2 R 2 A8 (A AR H5 /NI 2y
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IEZE R % B A FR/A T Zhenro Services Group Limited

Property Management Services

The Group has actively developed a property owner service need network
covering six dimensions, namely, clothing, food, housing, transportation,
entertainment and business, to provide a series of property management services
to property developers, property owners and residents, including cleaning
services, security services, landscaping services and repair and maintenance
services at both residential and non-residential properties. We have subdivided
such services into 48 sub-services with detailed service standards and operating

procedures in place for each sub-service, to ensure our service quality will
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CREATING QUALITY SERVICES
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meet high-quality standards. Furthermore, we provide differentiated services,
including “Rong Service 1.0”, “Rong Service 2.0” and “Rong Service 2.0+”, and

offer tailored services, thereby catering to different customers’ needs and budgets.

o TRWISERAL KA RIS (AT REELAE G - GERE - BT Rt ) 4R (R ARES

¢ Providing cleaning services for property units and common areas which may include staircases, hallways, clubhouses and basements.

o AL E WL RBF B A L e %) sO@ I - KO - BUREEE - (FRIGER - B

AR E .

BERE - N B

e The security services provided on a daily basis include, among others, traffic management, patrolling, video surveillance, car
park security, emergency response, entry control and visitor management.

o BEMIIEEY RN SACBRIFR SRR » ERAFEN - MY EK K -

¢ Providing landscaping services which mainly include pruning, plant watering and fertilisation for the greenery of our managed

properties.

o EHATFMMREMRLS - HIERS - BUKKPKRL - 107 550 R AL 8 58000 H A St K s 465 B2 1 R

b 9 TARIRAE -

e Generally responsible for ensuring elevator systems, power supply and distribution systems, water supply and drainage systems,
fire extinguishing systems and other facilities and equipment located in common ateas are in good working order.

7 A 8] 38 A0 A 7 AR ) R AR O R A
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Contents of basic property services

We have established a centralised system to improve the standardisation
of our procedures. Based on our management experiences, information and
knowledge built on previous issues, we have formulated various procedures to
regularly monitor and review our service quality. Also, for properties under our
management, we have adopted a series of measures to ensure that our performance
meets the standards set forth in the respective property management service
agreements and our customers’ expectations. Meanwhile, from time to time, we
may also organise social events for the benefit of property owners and residents at
the properties we manage. As of 31 December 2020, we employed 3,334 on-site
personnel to provide property management services, and engaged 104 selected

contractors to provide certain property management services.

BRE b g RIS Environmental, Social and Governance Report 2020
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Sales assistance services

Value-added Services to Non-property Owners

As our business is closely linked with the needs and preferences of our customers’
daily lives, we believe that it is vital for us to continue to improve our service
quality and offer pertinent value-added services that best meet our customers’
preferences and requirements. We offer a comprehensive range of property-related
business solutions to non-property owners, which primarily include property
developers. Our value-added services to non-property owners primarily include:
sales assistance services (involving assistance to property developers in showcasing
and marketing their properties, cleaning and maintenance, security and visitor
management), additional tailored services customised to meet specific needs
of our customers on an as-needed basis, housing repair services, preliminary

planning and design consultancy services and pre-delivery inspection services.

o TRAMTEY) 3 B 5 A0 L) L) 3 B B A T S (R o DABR Bt R B MRS -

e We are contracted by property developers at an early stage of property development to provide sales assistance services.

AP E ) e s
Additional tailored services

o TRAMBLYIEB B AT R > DURGEERINE BIRES o LRI IR A B & 5 AT RERL ) S EOR HE M R R T R
P W) 10 A I S B R AR P R & Rk S MRS

e We are contracted by property developers to provide additional tailored services, including cleaning, security and other similar
services directly to such customers as may be required by such customers for their properties ot in relation to particular areas or

facilities of their properties.

P [ HEAE R 25

Housing repair services

o FRMBRMA BN AT R ETY RN BHEERE o RAHR - ET LS i RE & BB 5e LY RAFTE
B B Sk B S A R T L o ) SRE B 0 A SRR BEL T A g Ak LA Bt R % 4 B )

e We offer housing repair services in relation to newly completed residential and non-residential properties. After delivery,
property owners or residents may discover quality issues with newly-completed properties such as leaks and cracked walls. The
property developer would then liaise with us to resolve those quality issues.

iR R st s

Preliminary planning and design consultancy services

o TRAMY 1 FELII ] F FAM B 2 S Rl ke 2 R A T 2R B A ) 3 B 1 R OO U R R IR o AN B AR B
B TE T TR Be it B w6 w0 - Bl 0 S B 9 v A A AR IS > S5 th B R S 46

e We provide preliminary planning and design consultancy services to property developers who expect to use our expertise to
improve their sales and marketing performance. Our services include on-site consultations during the construction phase,
assistance to property developers in assessing various planning documents, on-site inspection assistance setvices, etc.

B2 A iR 5

Pre-delivery inspection services

o WSEBH IR P G I T BRAYLE A B RS S AR ) AT VR A

e We may be employed by property developers to conduct routine quality inspection of properties once the construction services

have been completed.

I 3 E IR (E MBS

Value-added services to non-property owners
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Community Value-added Services

Zhenro Services is dedicated to creating humanistic products and services.
Leveraging on our experience in property management, we provide community
value-added services to property owners and residents of our managed properties
to address customers’ lifestyle needs, enhance their living experience and create
a healthier and more convenient community, which will, in turn, elevate our

brand name and increase customer loyalty to us.

By gaining an understanding of customers’ derivative lifestyle needs, we provide
diversified community value-added services, including home-living services, car
park management, leasing assistance and other services, property agency services
and common area value-added services, in order to enrich customers’ living

experiences.

o RAMIRPLRIEANE A o DAScE S A9 A S BB b R AR R - I SCER B L R R M R

RS2 ORI -

e We offer home-living services to improve the living experiences of residents, which may include cleaning, group purchase,

turnkey furnishing and home maintenance and utility fee collection services.

o BRMBYEHMRE — RGBT A

¢ Our management services generally include entry or exit control, surveillance and collection of parking fees.

o TRAM 1) 3 E X W 3K BH Bk v 4R 13t ) 3 B 4 HE AL A B 9 Bt A AT RS > FEI RO ) G BRSO TG T
By ~ G L K T B8 R W R TR AL B 5K -

o We provide property agency services to property owners and property developers in relation to properties and parking spaces that
p property agency property property P prop p g Sp:

involve assisting in the searches for tenants or buyers, marketing and liaising and coordination with potential tenants or buyers.

o T SE TR T EMES > G~ IR SO (i - A6 R AME RS ) AR A S A -

e We provide property owners with certain value-added services such as advertising in common areas, for example, basements,

elevators and outer wall advertising spaces, and rental of common areas.

BRE b g RIS Environmental, Social and Governance Report 2020

27




A7 28 i B M

CREATING QUALITY SERVICES

RAAZ A

%R BB AL BT S 22 2 JRAM IR B s L
e s 1) B B 2 — o FRAM e B ST (R
N RILTE 22 k) (fF B L 2%
PR BEE ) Sk R R il E — RS
HiEFEsREEFNEELE > BfERE
B TRRERR - M8 8 T IE MR (5 B R4
4 o REEHEAT

E9RE ¢ Ll@ S

Collection of customer data

Privacy Security

Customer privacy and information security are one of the important basics
for ensuring our high-quality services. In strict accordance with the Network
Security Law of the People’s Republic of China, the Administrative Measures for
the Graded Protection of Information Security and other laws and regulations,
we have developed a series of measures to strictly protect the security of
customer data, including employee access permission, regulated use of

information system by staff, etc. Detailed measures are as follows:

WAETEHEAS B )7 Al AR A€ Wi S 36 AP 42 (A S JLMR 5 1T 5 0 2 1) 0 1 SO -

e We only collect customer data to the extent necessary for us to provide property management services with the consent of the customers.

=7 R

Data access by third parties

o TRAMBAT AT =75 JEAT L2 08 F1] 5% A5 R AT A PR > 0 S R A B B RS Wy > 0 JFUAE O I SRR B R {2
HF- B B EEITHR - WY T A RICEETT R AAAHAERBERES -

e We have imposed strict controls on the access to, and usage of, those data by any third parties. For example, for merchants
providing indoor housekeeping services, they must contact with property owners and receive their orders via the property
platform provided by Zhenro Services. Merchants are not allowed to contact with customers directly.

T B el ]

Data access by employees

o ATATSERS AR M B 43 2% F (R B 2H A DESE & B AR B 500 R SRR S U7 R ME A R R A o BeRAY R -
G~ B B o R I AR R A P SR B AL B R 2 e OROEEAT

e Employees of any business departments or branches shall sign into the data system with their respective employee ID and password.
Processing, sorting, management and use of data shall be carried out in accordance with our data privacy and data security policies.

B THERR

Access rights of employees

o FRAARIR B TIAL LI B AT 0 8 > 1R TS AR B I RERR > BROT RS 1 ) S A B il B > AR

BN B BE R R E (R R o

e We classify our employees based on their positions and responsibilities and grant them different access rights, and adopt
password control and other technical means such that only necessary personnel could access certain confidential information.

Regular check

RAMEMMAE RS AL (REMF T ARER L) > E— P HRGEEESE -

e We regularly check our system logs, in which system users’ behaviours are recorded, to further ensure information security.

REAEF

Access system

TS B BT SIS A P R R > REEREAT/AN -

e We also have access and control system to our computer rooms and electronic equipment, under which any unauthorised entry

is not allowed.
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QUALITY ASSURANCE

Zhenro Services firmly believes that customer opinions are our treasures, to
which we stick as the benchmark to continuously improve our management.
We require our staff to possess “customer thinking”, that is, pondering and
resolving issues from the customers’ perspective, to achieve the high-quality

service standards of being accountable to both our customers and the society.

Quality Control

During the process of our development, we regard our service quality as a
key to improving customer satisfaction and brand recognition. To ensure the
effective and consistent provision of quality services, we strictly comply with
the Law of People’s Republic of China on the Protection of Consumer Rights
and Interests and other laws and regulations, and have revised procedures and
systems on service quality supervision and maintenance during the Reporting
Period, such as the Customer File Management Protocol, WeChat Butler
Management Protocol, Customer Reception Management Protocol, with an
aim to regulate all of our management projects and comprehensively enhance
the construction of the service quality management system. Our quality
management and quality control system covers pre-delivery property project
management and post-delivery operation management, and clearly defines the
standards and procedures of property management business lines. In respect
of quality management system, we have successfully obtained ISO 9001:2015
certification, and also acquired the first class property qualification certificate,
“AAA-level Enterprise for Observing Contract and Keeping Promise”. “China

Integrity Demonstration Enterprise” and other certifications.
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ISO 9001: 2015 Certification
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AAA-level Enterprise for Observing

Contract and Keeping Promise
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%P R Customer Feedback
FRAMARE %5 B4 S BRI e T 3R A ) 275 22 We believe that customer feedback and opinions are significant to our business.

B

Jy T REAT 550 A L% 5 ) B B AN % In order to manage customers’ feedback and complaints in a timely and effective

WF o FRAME BT 400 BROBS SR R RO B~ R manner, we have set up a 400 service hotline to record, handle and respond to
FIBEE S B ~ Gl aR - I A Y BE feedback, opinions and complaints, and conducted a subsequent review on the

5 RS

TR o BRAMINER 2157 F responding results. We have also implemented the “2157” customer complaint

FHGREIRRT - MERE P 52 0 i management process to ensure that the problems proposed by customers can be
15 T 15 J B R o JRAM i i B T DA 5 A handled and resolved timely. We also encourage our staff to collect customers’
FTRBEHRF B P a i gty - B opinions through various approaches, including, among others, on-site visits,
HEEgHURELRTFHAE face-to-face meetings with customers and anonymous customer questionnaire.

Q
@»

[A] B >

-
2/
o B HERAR 2/ NRR A BLE S fig 1( - LA R B
o N ) EAT AR FIRR M UL - Et'i}ﬂ PP > B TR SR AT W P 7 RV B 3 e B e
2 Hours
e Explain, console and persuade customers within 2 hours after receipt of information;
e Immediately communicate with responsible departments if it is necessary to understand the circumstance from the responsible
departments, and require the responsible departments to handle and cope with the problem on site if necessary.

J

(FS

o IHHETEM TAE H R ELE P B R %

. TR /ANCIES RPN {A”M’ B 7 il S A S Y Aoy

1 Day

e Formulate initial resolutions for the project with customers within 1 working day;

*  The person in charge of the regional company shall offer the complaint handling form to the call centre of the head office
. 7

5K

o HRRIE > s RNBHPARF Bk > EITIN S T

o PN SR I B AR TR IE I L o

5 Days

o Close customer complaints against fundamental problems within 5 days, and it is prepared to pay a satisfaction return visit;

e The person in charge shall offer the handling form to the call centre of the head office. )
. 7

7R

. ﬂ’lﬁﬂ ORI R S KA > R7 K CERTE S K) ET PR HUE - 5% PR

o IR BRI FRERM S KN > By KMETT BB AR BRAE 5 5 ANE AERE o

7 Days

e For handling period exceeding 5 days due to postponement, the handling process shall be followed up every 7 days (preceding 5 days
inclusive) and customers shall be informed of the progress;
e For normal handling period exceeding 5 days, the handling process shall be followed up every 7 days and customers shall be informed

of the progress.
. s J

[2157 ] % 7 48 HRE

“2157" Customer Complaint Management Process

By T AP TR P B IR 0 MRS Meanwhile, in order to better understand the assessment of customers towards

LA A o FRAMHG G A = Uy o I A LA our service quality, we have engaged a third-party research institution to
FAE BB R T N E A E R conduct a satisfaction research on property owners during project occupancy
g‘ﬁ%ﬂﬁ » AR v BELAR JEE 73 HIl BH R — > period by way of message and telephone at the middle and end of a year
4 SR DAAS 20 R~ DI BOR B A i 1Y respectively. The research results are in forms of score cards, original data and
ﬂ/ﬁ 0 B FAM ) SERS S0 b B IR B R U o analysis reports to help us improve our business analysis and service quality.
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In order to further improve customers’ satisfaction, we have proposed the “Four

Improvements” action, hoping that customers live a happy and carefree life.

HELATH)

Improvement Action

JH AT H OB R
FEEMERE - W

FEBRBRES - SRR Hil & MR 5 Tk - R B B R
MEFFR > EFFR fe - RESLZER] 5 MBI R RS B

i B2 > A ST AE
Fewe R 2 2 ) 45 13 N &=
BHERES

Proactively offer services:
understand customer
demands timely, and
proactively assist customers
within the scope of the
ability and safety before
customers propose their

requests

ff - BEFHEY) ; B
B kAL ERY
o ERE ~ BAEHE - K
KRBT~ SHEE - ERF
Reception service upgrade:
stand up and make regards,
and stand up and have
farewell; voice out the
amount when receipt and
settlement, and receive
things with both hands;
tidy desk with the original
arrangement of chair;
convenient materials:
medical box, reading
glasses, magnifying
glasses, sewing box, and

convenience card

LSS IN &1
RARKZ  BEARE
ik o RS

Terminology terms
required for butlers during
the communication in
WeChat: gentle and polite
tone, which gives a home-
like feeling to customers
and improves experience;
proactive follow up
feedback without avoiding

responsibility

BRI A6 T B[] 7
MR o g A EEARAS

o RS AR I SR W - [ R T
The conduct of project
manager reception day:
well record and give
reasonable response and
answer to the problems
and suggestions of
property owners. Make
conclusion on activities
monthly, adjust strategies
accordingly, and
meanwhile, save in the

record form
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2020 CUSTOMER SATISFACTION
INVESTIGATION OF NANJING ZHENRO
RUNFENG

In 2020, Nanjing Zhenro Runfeng listened to suggestions
and opinions of property owners with a humble attitude,
conducted a project manager reception meeting on a monthly
basis, and carried out an earnest talk event among property
owners on a quarterly basis to understand the appeals of
property owners, listen to their voices and rectify and improve
the issues proposed by them to jointly strive to build a
beautiful home. On this basis, Nanjing Zhenro Runfeng
has also adopted the following measures to further improve

customer satisfaction:

Formulate annual visit plan, and collect property
owners’ opinions and demands which will be followed

up by butlers until completion

Try our best to provide services to property owners, for
example, helping property owners who are not at home
take care of plants and pets and offer those who are new

residents house moving services and so on

Care about the life of the elderly who live independently
and offer them help, and meanwhile, call their children
to make their children at ease without being at home

and also feel the warm services of the property

Conduct community events in which property owners
are interested, such as delivery of mugwort to home
during the Dragon Boat Festival and card play friendly

match

Upon overall improvement and perfection of our services, we
were scored at 92 in our customer satisfaction investigation in
2020.
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Intelligence and Innovation

Zhenro Services always insists that technology drives development. Through
continuous input in informatisation and continuous investment in information
technology, we are transforming gradually from a labour-intensive property
management service provider to an enterprise equipped with better digital
systems, so as to provide more diversified property management services.
In 2020, we have obtained great achievements in fields like quality service

standardisation, customer operation, etc.

For quality service standardisation, the Group jointly promotes service
quality and risk control and management, continuously improves service
quality standards and enhances the implementation thereof, completes quality
inspection and iterative upgrade of engineering route inspection standards,
which include 169 standards under 7 large categories in 3 major sectors with

93% completion rate of route inspection missions.

For customer operation, the Group continues to optimise “Rong Wisdom”
customer platform and enhances the service coordination with Zhenro Real
Estate. Centring on the “Rong Wisdom” management platform, we have
constructed a community value-added service system covering community
resources, parking space sales, and second-hand leasing and sales, continued
to deeply explore the common value between “Rong Service” and property
owners, and jointly established a household customer service platform to offer
customers one-stop service experience of property purchase and settlement, and

continuously improve customers’ experience.

In addition, we have adopted digital vehicle road gate in order to reduce the
number of security service personnel. We have also upgraded equipment
management systems to consolidate and centralise management, maintenance
and monitoring of equipment so as to reduce staff costs while improving

operating efficiency.
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“RONG WISDOM” SERVICE SOFTWARE

We record and manage customer complaints, customer
feedback and our replies thereto by use of “Rong Wisdom”
setvice softwate to supervise and maintain our service quality.
This service software enables us to collect and manage
inquiries, requests and feedback of customers, sort out and

track our replies and follow-ups, and conduct an internal

assessment and record in respect of relevant issues.

Leveraging on “Rong Wisdom” service software, we contact
customers through real-time communication software, which
is developed by a third party and commonly used by the
customers, for the convenience of customers and improvement
of their experience. This communication channel transfers
inquiries, requests and complaints of customers to our internal
systems, which will then be reviewed and handled by our staff

immediately.

Responsible Marketing

We are committed to conducting marketing activities in compliance with
laws and regulations during our operation. We strictly complied with the
Advertising Law of the People’s Republic of China, the Property Management
Regulations and other laws and regulations, and established the Property
Market Entry Rules of Zhenro Services, the Management Rules on Property
Market Expansion of Zhenro Services, the Guidelines for the Establishment of
Property Expansion Projects of Zhenro Services and other relevant management

systems and rules.

We have established a marketing management system from the head office to
branch offices. The marketing department of the head office is responsible for
setting up our overall marketing strategies, proposing relevant company policies
regarding marketing and sales, and promoting the training and coordination
among branch offices. Branch offices are responsible for implementing our
marketing strategies, carrying out business expansions, managing works
related to tendering and exploring other possibility for expansion. Through
comprehensive management and control, we guarantee the legality of all output
advertisements and the accuracy and authenticity of relevant contents, earnestly
protect the legal interests of customers and prevent all illegal marketing

manners and channels.



©0 © © © 0 0 0 0 0 00000 0000000000000 0000000000000000 00

A1 5 i B
CREATING QUALITY SERVICES

RAER P SAFETY GUARANTEE

fEP R Z 2 Residents’ Health and Safety
FRAM A A & T AR B R — Y We undertake to regard customer safety as a top priority, and have formulated
125 HilE — R0 %A B PR it Al AR s a series of safety management measures to safeguard the safety of each customer,

— N FF A ARG - A2 including regular maintenance, route safety inspection, safety drill, etc.
o~ RS -

S
FAMPRRETE H 4G b B B ] R IRp A R 5 ORI B0 355 3 B ) R AR R B 2

Public facilities:
We guarantee that the problems discovered during the daily route inspection will be resolved

timely; ensure the continuity and depreciation rate of on-site quality

EHAER

FA 2 AR A W MR AT IR T AR TR > FERERIR AR S AR IS
PRI 5% S0 R AR BT AT

Elevator maintenance:

We regularly check whether the equipment operates in normal basis, and have a normalised
maintenance, make repair timely, post qualified inspection marks inside the lift car and guarantee
clear communication in the emergency call system

YNAE I

FAMEHBAFHEB R E T — ROV BLE > RIEF S 002 208 B2 i [ - 152
BRAEAL B9 A5 MEAE IR 5

Household repait:

We have established a series of regulations concerning household repair to ensure that potential
safety risks faced by customers can be solved while they can be offered standardised household repair
services

MR IERME R 2N

SAFETY ACTIVITIES CONDUCTED BY NANJING ZHENRO
RUNFENG

TR %A 20204 F7 HHBE R T ERL2ZKIEH » @2 0T T B2 b
SEREE - A BEBELRE > RIT T IEEEET -
Zhenro Runfeng carried out the Zhenro Safe Home Event in July 2020, allowing

participating property owners to understand knowledge about air defense and disaster

prevention and skills related to self-rescue and mutual rescue, which improved their ability

at coping with emergency.
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FIRE SAFETY DRILL

“Safety Foremost and Prevention Orientation” is the
fundamental principle of safe production. An enterprise must
put prevention of accidents as the starting point and focus of
safe production work, and conduct proactive and advanced
management. Fire safety is the top priority in property

management work throughout the year.

In 2020, the voluntary fire team of the project improved
the ability of our staff at dealing with contingent fire events
through “Daily inspection, monthly training and quarterly
practice”, to prevent the occurrence of fire. Meanwhile, we
invited residents to jointly participate in the home fire safety
publicity activity organised regularly by “Group Prevention
and Cure Service Centre”, to explain and demonstrate the use
of fire equipment. In this regard, we conducted an on-site
drill for property owners jointly with the governmental fire
department and at the same time, publicised the important
points during the escape from fire. Community residents who
participated in the fire drill considered that fire safety work is
closely related to their life and recognised the fire work in the

community.
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Epidemic Safety Protection
In 2020, the COVID-19 outbreak brought new challenges to our safety

management. To better safeguard customers’ safety during the epidemic, we
proposed a full set of safety control plans and required all properties under
management to enhance sanitary and prevention measures. During the
Reporting Period, the projects under management of Zhenro Services had no
COVID-19 infected cases, and were praised by the government and relevant

authorities for several times.

B ) SR A S T
SRR T 1 R B B
Regularly clean and disinfect
public areas in properties

under management

B AR B SRR % B
R DEEYENE
3/ TN

Check the body temperature

of visitors getting in and

BORFMM B LA H
OBl e et > BN FE K&
i
Require our staff to wear

proper protection suits, such

out of the properties under | as gloves and masks

management, and monitor

medical symptoms of visitors

r ’ r
BN s FE 4 i

Epidemic Prevention and Control Measures

BENE I > 72 A I Y 1E AR RS /N e

During the epidemic, at the communities of Zhenro Services across the country:

g @;'ﬂ E 9 fef P90 2 OO AR

Q N 2 million temperature measurements were made at the gate

S mmemns D S,000 mix

More than 58,000 comprehensive disinfections were made in the park area

s stes /D000

: More than 75,000 sheets of disinfection notices and reminders were posted

sz e 1 3,000 gu
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Supervise and encourage our
staff and properties owners
and residents in the properties
managed by us to improve

personal hygiene

r

More than 13,000 epidemic prevention knowledge publicity activities were conducted for customers

37




38

A7 28 i B M

CREATING QUALITY SERVICES

TEPETE AN - IEAY S PRGN 1 A During the epidemic, there was a group of “retrograde” ordinary heroes in the
—HEDAT ] 0T LR At AR SR ik 52 community managed by Zhenro Property. They either gave up the opportunity
] GO BB > SR SR AR [l BT 7E 19 f of going home to visit relatives or returned to the position ahead of schedule.
B o MM LI R ~ A0S > DR They worked together day and night and acted with a sense of responsibility to
AT > SRR o HRERRENG 5 Sy K protect the community and fight against the epidemic, bringing peace of mind

EWELAL

IE 2 R B 4

to the property owners.

Ry el e I AL A KR EEWHEEMA B A ETR NSRBI & - B - W
B M AE/NRBRSLERIRF TS - A ERNRBUETR R - WEATE AT > AR E %
BIHGH

In order to control the spread of the epidemic and strengthen management and control in the park area, the

. customer service supervisor led the customer service staff to purchase epidemic prevention supplies, seasonal

vegetables and meat for the property owners’ families, and set up a temporary vegetable market in the
community to facilitate the life for the property owners’ families. Door delivery of vegetables are available to
the property owners who are disabled.

ﬂtﬁl‘ o AR A R PR RE B 84 TH AR VRO BEOC K ME - BRI - AR - MR HUE - SR
~ EHEA - B E T EEMNAE T RIEAEENE - AR RN R
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Furthermore, she also used alcohol or 84 disinfectant to disinfect unit hall, amusement park, public facilities,

underground parking lot, armrest handle, lift car, lift button and other places that property owners touch

frequently with no-dead-end coverage, to protect the health and safety of the community, letting owners to

celebrate the Spring Festival peacefully.

WA EE AR > BHAE AR IR I B BB AT
TARIRER Y 1 (oL - ARG E — 47 - BRIt P —8
During the Spring Festival, a large number of industries were forced to suspend operation and postpone

resumption of work due to the COVID-19 outbreak, but frontline property personnel still sticked to their

| posts and rushed to the front line of the epidemic prevention and control. Mr. Cao was one of them.

2 MO R A A o 1 el B £ S 58l i Y e 2 BB 1§ B 2 L ’F ﬁﬂ 4

TR PERE R > A ¥R AR >

To ensure investigation work, the staff working at the gate took the initiative to participate in the epidemic
prevention and control work. Nowadays, during the peak of returning to work, the mobility of people was

increasing, thus, Mr. Cao disinfected the key areas where people may enter and exit.

SRR - TR O M E SR R W B AT - BT
PERSF AL - (A B AR A IE SR — SRR T - RS /N e By P22 Y 58—

Given the sudden outbreak of the epidemic and its severe tendency and insufficiency of materials, such as
masks and goggles, Mr. Cao took up all the work on his own and continued to stick to his post, working
together with frontline personnel of Zhenro Property behind him to build the first line of defense for epidemic

and disease prevention and control of the community !

B4 WA 7] Zhenro Services Group Limited
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As an urban operation platform with the purpose of “catering to people’s needs
for a good life”, Zhenro Services takes into full consideration the impact on the
environment while providing customers with quality services, striving to offer

natural, healthy, sustainable green services to customers.

The Group has always adhered to the concept of green development, complied strictly
with the Environmental Protection Law of the People’s Republic of China and other
relevant laws and regulations, and formulated the Procedures for Identifying and
Evaluating Environmental Factors, the Pollutant Management Procedures and other
management rules. Meanwhile, we have developed the Management Procedures
on the Influence Exerted on Interested Parties, putting forward requirements for
environmental protection of interested parties to fully reduce the impact of the whole
industry chain on the environment. We have obtained ISO 14001 Environmental
Management System certification in 2017 and continued to promote the

improvement and development of the environmental management system.

NOA
R RIMEES
ERMRSARAN

AEAY. CAENE SRR AT 30 Y

ISO 14001 B35 & 28 R 5058

ISO 14001 Environmental Management System Certification
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In order to ensure the effective operation of the environmental management
system, the Group carries out the supervision and examination on environmental
protection index, management plans, compliance with laws and regulations
on a quarterly basis, and regularly checks specific implementation in terms of
garbage classification, water and electricity saving, dust and noise, canteen and
drinking water. During the Reporting Period, we did not suffer any fine or

material administrative penalty due to violation of environmental laws.

ENERGY SAVING AND CONSUMPTION REDUCTION

The consumption of energy and resources will pose a direct threat to the
environment on which human beings depend. As a “good city constructor” with
a sense of social responsibility, Zhenro Services always cherishes resources and
energy that nature bestows on human beings and creates a harmonious coexist

between city and nature while creating a good city life.
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Energy Management

Wil 5 I K[ A A ) AN T e R S 0 R With the introduction of the visions of “carbon neutrality” and “carbon
oo IESENRES AR B B R TR B Al AR emissions reduction” by the state, Zhenro Services pays high attention to the
B A2 B o AF A AR s FRAM R A 42 ol carbon footprint from its business activities. During the process of our operation,
REVRTH AR » A AR EUE 0 > S5 TR we strictly control the consumption of energy, create a business model of energy
i 5 SR PRI > 2 R Rl e ek SR S W A saving, and strive to reduce greenhouse gas emissions, making our contribution
HOM—BER o ol Bm - FAM a8 B to coping with global climate warming. During the Reporting Period, through

JE L2 T RE PR AETS I > PRACAEVR(E T » 2 carrying out various energy saving and consumption reduction measures, we
AR E I 2R > BRI 3 SRR B - reduced the use of energy, improved energy utilisation efficiency and reduced

greenhouse gas emissions.

Landscape lighting

PRGOS Al 2 ) A RS T

Adoption of light-control mode to turn on the landscape lighting controlled by weather changes.

BRAIRR — 5B > PR I B B RO

MR T 45T LED fi RERE U -

Adoption of alternative illumination model so as to reduce the number of lighting;
Improvement in glimmering LED energy saving lamp in the underground garage.

A% 22 By R

Automatic start-stop control of air conditioning in the elevator

LHE A B

1B PR IR IRy ] A 2y 15 20 3 IR B REROCR

Installation of automatic start-stop control;

Adjustment of auto sleep time to 15 minutes for the purpose of enhancing the energy saving effects

T2 A RS SRS AR o BT PH R 2 A 2 A e
Installation of constant voltage and inverted pump and adoption of close-loop speed adjustment principle to replace
multistage centrifuge

[35] |13 VS AR

- Fountain in the park area

TEIH 2 LR BRI I - i 2 R B RCRE ] - PR REURINAE -
Formulation of start-up time for the fountain while catering to the needs of property owners with a view to reducing energy

consumption.

R SS BB B TA B PR RE > 45 AR R ) BR BT A A

2 {18 MR WL IR A 5 16 5 A 1l ] > LR AR BRI -

Lighting in the equipment room is required to be turned off and lighting check at the time of weekly inspection;

Separate lighting is illuminated in the equipment room with various lighting sources while others turn on upon entry of people.

REFEFEH T

Measures on energy saving and consumption reduction

EEMB LA AT Zhenro Services Group Limited
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Index

BN 1

Use of purchased electricity

AR RETIH AR B

Total comprehensive energy consumption
B iR REFETH FEE

Energy consumption per unit revenue
% SR P

Total greenhouse gas emissions

A0 i U 2 SR PR R

Greenhouse gas emissions per unit revenue
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Index

k&

Water consumption
R AR KR

Water consumption per unit revenue
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During the Reporting Period, energy usage and greenhouse gas emissions' are as

follows:

LKy 2020%F
Unit 2020
TRk 3,470,083
kWh

W R 426
tonne of coal equivalent

LAETEE DTN 0.004
tonne of coal equivalent per ten thousand revenue

M SULRRE B 2,441
tonne CO, equivalent

Lt N5 Y VI N 0.022

tonne CO, equivalent/ten thousand revenue

Water Resources Management

We deeply understand the importance of water so we conduct stringent use
management of water resources. The water used for the offices of the Group
is urban tap water, which is supplied by the municipal pipeline network,
and there is no special issue in obtaining suitable water sources. During the
process of ordinary operation and office, we reduce water waste, promote water
utilisation efficiency and raise the staff's awareness of water conservation by
ways of promoting the concept of saving water, using water saving equipment,
meticulous measurement for water consumption so as to make contributions to

a water-saving society.

During the Reporting Period, use of water? is as follows:

B fif 20204

Unit 2020

W 4,765

tonne

Wi,/ BTl 0.043

tonne/ten thousand revenue

1 The types of the Group’s energy are mainly sourced from purchased electricity. Such data

only includes the office link of Shanghai Zhenro Centre, which also applies to the generation

of comprehensive energy consumption and greenhouse gas emissions.

2 The data only includes the water used for the offices of Shanghai HongQiao Zhenro Centre.

BB A& XA M Environmental, Social and Governance Report 2020
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EMISSION MANAGEMENT

For the purposes of strengthening the management of sewage, exhaust gas
and noise control of the Group, as well as reducing the adverse impacts on
regional environment and employees” health, the Group has established the
Pollutant Management Procedures, which required each company to conduct
routine inspection on emissions in the operational regions, carry out repair
and maintenance of monitoring equipment on a regular basis, meanwhile,
stringently monitor the performance and operation in respect of environmental
protection.

Wastewater Management

The Group exercises strict management on wastewater generated from the
operation and implements the limits for local sewage discharge of each operation
site in a stringent manner, and engages a qualified third party company
to monitor all indexes of sewage discharge annually to ensure that effluent
indicators meet the requirements of discharge. In the meantime, we have
established the following requirements during the ordinary management aiming
at mitigating water pollution and wastewater discharge:

BRI & 7 UBOR fE F W IR A LR PR KOE o

Liquids, which will cause hazardous impacts on the environment such as waste oil and

waste chemicals, are prohibited from discharging into the sewer.

into the sewer.

o ZRILASBEI IO TOKE (ISR EY) - et - BIREE) o

e Waste residues, including various wastes, dirt and garbage, are prohibited from pouring

o BIR A B 45 E L

fi> AFFER KRR > AR KI5 /K IA R KEE -

e All wastes must be sent to the designated place but not in the open air, to prevent the

sewage from flowing into the rainwater pipe on rainy days.

o ARIRAEA RN IVEIREL > LA AR A K B 5 KA AE o

Vehicle washing is prohibited within the Company, to prevent oil pollutant from flowing

into the rainwater or sewage pipe.

o AR b A B AL ER i B AR A AR R AR R AT > AR IR PR R KA -

EZ R B A B A W] Zhenro Services Group Limited

Oil and chemicals dripped on the ground shall be placed in the designated place after

cleaning with cloth, and must not be flowed into the sewer by washing.
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Waste water discharge
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Waste water discharge per unit revenue

BERE B

SR A BIAT S - o> FJBE S R
AR o J FRARBESR PR A FRAM B A
S G A BT B B o AL EPT A
9 R A AR S AR > R ORBE SRR O
BRERLEOR o BEAN > A BEKBE SRR E A
W2 ~ BB BB S A B
SRUBE PR o NI 36 R SR PR ) 4% TR AR
FTEEH - DA RBE SRR IO B AR 2R -

RS B

AR E T S R S A BRLE )
A7 BER A H I 2y W) K I H A B 5
R BRMRELAT BB SHBORE o IE SRS Y
IR IE F 7R A T8 00 LR o0 S A e
O UM B SF O T A B TE ML BUR 9 1 E
BLRYy o FAMTE H R RO R
PRI B Y R AL B AR RO - e
AR - BEREKYSE o EAENAFEEY
TR - BE  MAREEE T R
S o ML LY O R A B Oy SOETT
TR £ i R [l i

il

3 YRR S LI IR IR F0 A T K

breininiini tolisi

During the Reporting Period, the generation of waste water? is as follows:

A 20204F
Unit 2020
Ui} 3,812
tonne

WE E T 0.035

tonne/ten thousand revenue

Exhaust Gas Management

Due to our business nature, exhaust gas emissions of the company are of an
insignificant level. To reduce exhaust gas emissions, we have carried out strict
management of self-owned vehicles of the Group. All vehicles of the Group
shall have annual verification regularly to ensure that exhaust gas emissions
meet the regulatory requirements. In addition, we required that the equipment
which generated a large amount of exhaust gas and caused a great impact on
the environment should be installed with exhaust gas treatment devices, and all
indexes of exhaust gas emissions shall be monitored so as to ensure exhaust gas
emissions meet the regulatory requirements.

Waste Management

The Group has established the Solid Waste Management Regulations, which
required each regional company and project to comply with the requirements
of the local governments and proactively implement garbage sorting policy.
The projects managed by Zhenro Services have received recognition and praise
from the local governments in terms of the pilot establishment of garbage
sorting spots in all operating places and promotion of garbage sorting. The non-
hazardous waste generated in our normal operations and office mainly includes
kitchen waste, office paper, and packaging waste, etc. The hazardous waste
generated mainly includes toner cartridges, ink cartridges, waste electronic
office equipment, etc. These wastes above have been disposed and recycled with
compliance.

o
[

LS
e 3

B Ji 18y L 35 i

Garbage sorting activities conducted

3 The data only includes the water used for the offices of Shanghai HongQiao Zhenro Centre
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Total non-hazardous wastes (tonne)
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Total non-hazardous wastes per unit revenue
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IEZE R % B A FR/A T Zhenro Services Group Limited

During the Reporting Period, waste generation® is as follows:

A 20204
Unit 2020
U 125,252
tonne

L S IN 1.136

tonne/ten thousand revenue

Noise Management

Reducing the noise generation has always been a significant factor considered by
us in offering services to our customers. We have conducted acoustic insulation
and vibration prevention for noisy equipment. Meanwhile, we also fully ensure
that our staff will be free from the impact of noise during their work. Once
the noise of working environment exceeds its requirement of position limit,
we will provide necessary auditory protection for our staff and conduct regular

monitoring on noise.

GREEN ACTIONS

Every human being is responsible for protecting the earth. With the spirit of
craftsmanship, Zhenro Services continues to promote the green concept, and
encourages more staff, communities and property owners to actively participate
in public welfare actions on environmental protection and to co-build a good

homeland.

4 Non-hazardous wastes of the Group are mainly kitchen wastes and waste emissions do not

cover the process of administration
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“No Plastic” Themed Activity

Zhenro Services launched the “No Plastic” themed activity for environmental
protection through the promotion of a green lifestyle, with a view to promoting
all of its staff to reduce the use of disposable plastic products and prevent “plastic
pollution” from the source. We advocate less use of disposable paper cups and
plastic bottles in the course of ordinary office and daily life. The consumption
of plastic wraps may be reduced by way of taking reusable recycling bags when

shopping, thereby sharing plastic reduction life with family and friends.

BB A& XA M Environmental, Social and Governance Report 2020
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Co-creating “A Civilised City”

In active response to the call of establishment of a civilised city in Nanjing,
Zhenro Services conducted special rectification actions such as “Spring Action”
and “Progress Action” in residential communities. On one hand, we actively
publicise garbage sorting knowledge to gain the understanding and recognition
of the residents in the community for our work on garbage sorting, pay attention
to the publicity of garbage sorting and the provision of guidance to specific
household and enterprise, guide the masses hand in hand to influence their
acquaintance through their practical actions and form a good habit of garbage
sorting as soon as possible. On the other hand, we conduct complete cleaning
regularly for garbage in surrounding community and weeds by the roadside for
improving the street environment of the community. Meanwhile, we also step
up efforts in the specialised rectification of sundries in the community and the
operation for disinfection and sterilisation in sanitary blind spots, enhance the
meticulous operation, comprehensively clean the sanitary blind spots in the
community, and continue to improve the city image and its sanitary conditions,

thereby making full contributions to the establishment of a civilised city in

Nanjing.
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“Environmental Protection in the Community”

In response to the call of “New Fashion” of garbage sorting in Suzhou, and
making the concept of “Environmental Protection” deeply rooted in the
mind of residents in the community, we held a spectacular charity activity for
environmental protection, namely “Turning Trash into Treasures and Taking
Actions Together” at the Zhenro Guoling Community along the lakeside
of Dushu Lake in Guoxiang Street, Wuzhong District, Suzhou. Through
interesting experiences, such as appreciation for colourful picture books, posting
fallen leaves on a piece of paper as a picture, activities like turning trash into

treasures and knitting dream catchers, the children participating in this activity

deeply recognised the importance of environmental protection.

BB A& XA M Environmental, Social and Governance Report 2020
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Number of staff by gender (person, %)

2,087 (A / person)
45%

W Bt
Male

Ltk

Female
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2,548 (N / person)
55%

By upholding the core value of “Attaining prosperity with integrity”, Zhenro
Services has been dedicated to creating a humanistic enterprise environment,
with “integrity and positive” at its core to gather talents, “building career” as its
platform to nurture talents, and “shared glory” as its goal to motivate talents.
Zhenro Services strives to establish a happy enterprise as driven by four wheels
in terms of guaranteeing interests, communication and care, talent development,

and health and safety.

OVERVIEW OF WORKFORCE

In strict compliance with the laws and regulations, such as the Labour Law of
the People’s Republic of China and the Law of the People’s Republic of China
on the Protection of Minors, the Labour Contract Law of the People’s Republic
of China, the Provisions on the Prohibition of Using Child Labour in the Forced
Labour Convention (NO.29) of the International Labour Organisation, Zhenro
Services checks the identity documents of the candidates to ensure that they
have reached the legal age of employment. When signing employment contracts
or agreements with employees, we accurately convey the terms of working
place, time, labour remuneration to prevent illegal use of child labour and
forced labour. Zhenro Services respected and protected the legitimate rights and
interests of staff, and stayed committed to creating a diverse and equal working
atmosphere through continuous improvement in employment management
policies. By consolidating employee resources, we made a reasonable and
effective allocation in terms of age, employment type, gender, rank and function,
with continuously optimised staff structure. During the Reporting Period, the
Group had a total workforce of 4,635, details of which by gender, employment

type, age, rank and function are as follow:

AR BB e B T AR (A > %)
Number of staff by employment type (person,%)

100 (A / person)
2%

7N/ person)
0%

4,528 (N / person)
98%

W 2RET

Full-time staff

W AL

Part-time staff

NHEET

Internship staff
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AR H 70 00 B T (N > %)
Number of staff by age (person, %)

909 (A / person) 26%

19%

920 (A / person)
20%

35%

W 3050 T (R 3050
Below 30 (Excluded 30)

I 405%-50 % (R ELHGs05%)
40-50 (Excluded 50)

30-40 (Excluded 40)

W S0 KL L
50 and above

1,190 N person)

1,616 (N / person)

W 30584058 (RELHE405%)

TSR B S B TAB(N > %)
Number of staff by rank (person, %)

NN person)
1%

1,186 (A / person)

3378 (N / person)
73%

W SRESAT

Senior management staff

T RN ¢

Junior staff

W FEEHAT

Middle-level management staff

FERREERI > B T A (N> %)
Number of staff by function (person, %)

B EEE
. 136 (N / person) Senior management
23 (N / person)
0% 89 (A / person) W oppEm
2% Finance management
B 583 (A / person) 0 e
e 13% Quality management
L 86 (A / person) B o
J 2% Engineering management
3,571 (N / person) ! | 47 (A person) W s ss
77% | ! 1% Value-added services
" ) 0 AisnE
. K 2(;0 (A / person) Market development
- L4 o i S
. B AR
NI Human resource and administration
LEA e
Property management services
Fie 1t [85 3)  14  BAREC (N> %)
Total number of employees by geographical region (person, %)
85 (A / person)
179 (A / person)
o LT
662 (A / person) Head office
14% 0 RI=AnE
1,852 (A / person) Yangtze River Delta Region
10 W L
Western Straits Region
W PR
Midwest Region
N R E
1,813 (A / person) Bohai Rim Region

40%
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COMMUNICATION AND CARE

In 2020, Zhenro Services optimised its benefits system, off-site work benefits
and remuneration system and improved human resources management, further
enhancing the attractiveness to talents and employer’s brand building. Zhenro
has set a range of policies to attract talents and protect employees’ rights.
Zhenro strictly prohibits any unreasonable dismissal to protect the rights and
interests of employees. In order to ensure equal opportunity, Zhenro opposes
any form of discrimination. Employees are not discriminated against based on
their gender, age, religion, race, disability, etc. in their recruitment, promotion,
dismissal, training, job performance evaluation, salary and welfare. Additionally,
Zhenro has formulated diversity polices. Zhenro recruits talents with different
qualifications, backgrounds, and experiences. In terms of benefits system, the
Group has gradually widened its benefits scope based on market standards; as for
off-site work benefits system, the Group has improved relevant benefit standards
and standardised payment for family visit, housing allowances and other items
to safeguard employees who work on an off-site basis; as for remuneration
system, the Group has optimised its compensation structure, increased incentive
dimensions and adjusted remuneration bands, so as to strengthen its market

competitiveness.

During the Reporting Period, apart from statutory benefits, Zhenro Services also

offered other generous company benefits to its staff.

o tLEfRER e LR - BRREY - JERR o HZEEA  BSMEEEMEE - FEEEM
TR - EFRR) - R ARE  RIBEE R o TARMFRERET HARA - INBEE SR - 6 H

75 FH B BLE BUAT

o M E - REERINAFE AL - IR AT o
o Social insurance (social endowment insurance, medical
insurance, unemployment insurance, work-related injury o

insurance, maternity insurance), housing provident fund

o HAUARA : HESARA - HMb TAERA - AR H
& AR B - RN - BEe -
SR ~ R -

Labour benefits: Accident injury group insurance, annual

physical examination;

to be paid in accordance with relevant national and local e Working hours and holiday benefits: Overtime pay or
regulations; compensatory leave, holiday bonus;
e High temperature allowances, to be paid for different e Other benefits: Property purchase benefits, off-site work

positions, outdoors and indoors, subject to certain

standards.

IEZE R % B A FR/A T Zhenro Services Group Limited

benefits, birthday bonus, wedding bonus, birthday
gifts, hospitalisation condolence, condolence payment,

transportation allowance, meal allowance.
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Communication Channels

In order to timely understand our staff’s opinions, we have set up a series
of communication channels to ensure smooth and effective internal
communications. We have established designated posts for employee relations
and employee service hotlines at the Group’s head office and regional companies
to receive and handle employees’ ideas and suggestions, ensure a reply will
be provided within 36 hours on normal working days and keep confidential
the identity of such employees. In addition, we will organise and conduct a
survey on atmosphere through a professional third party by focusing on staff
experiences. The results and suggestions of such survey will be adopted to

improve staff satisfaction and engagement.

COMMUNICATIONS BETWEEN ZHENRO SERVICES
AND ITS STAFF IN 2020

Earnest talks with employees

The Group holds an earnest talk with employees at least every half year, while
each regional company holds a talk every half year. In 2020, the Group held a
total of more than 60 staff talks, which mainly covered staff’s voice on work and

life, the integration and adaption of new staff, and the advice on the Company’s

development.
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Earnest talks with leaders

For core management staff, the Group carried out an earnest talk with leaders
in October 2020. Through this talk, the concepts of honest and openness,
people orientation, review and reflection, self-improvement and collaborative
development were deeply rooted in the leaders’ hearts, which effectively
promoted the cohesion of the management team and the achievement of our

business goals.

Employee Care

Zhenro Services actively implemented the spirit of its corporate culture, which
mirrored its warmth and care. We promptly eased staff’'s economic pressure in
case of sudden and major difficulties to increase their sense of happiness. We
primarily provided assistance to deal with sudden and major difficulties, mainly

including:

U Major diseases with huge medical expenses that employees cannot
afford (except for those fully covered by medical and other commercial

insurance);

U Sudden changes (such as traffic accident, work-related injury accident,
other accidents, crime ripple, family misfortune, etc.) resulting in greater

difficulties in employees’ personal or family life;

o Natural disasters (such as fire, flood, wind, earthquake, mudslide,
volcanic eruption, tsunami and other types of disasters that are beyond
human control) resulting in difficulties in employees’ maintaining their

personal or family life.
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TALENT DEVELOPMENT

Zhenro Services has always regarded talents as an important part of its
organisational strategies and made constant benchmarks and optimisations
along its development path to achieve its organisational strategies of retaining,
developing and energising talents. The talent development of the Group may be
divided into two dimensions: management sequence and profession sequence,
based on duties, positions and management contents. Such division has, on one
hand, improved the distinction between the scope of the duties and positions
within the Group, and on the other hand, enabled better use of resources to

meet customers’ various demands.

Staff Training Activities

On 23 October 2020, 43 elites in order management from three regions,
including Anhui-Tianjin, Shanghai-Suzhou and Nanjing, gathered in Nanjing
for a three-day intensive training trip. During such training, the person in
charge of order in the head company gave a detailed explanation on daily order
work management, control over contractors and positioning of the person
responsible for project order, which greatly enriched the professional knowledge
of the staff responsible for project order and improved their professionalism.
Moreover, a number of property seniors conducted case analysis on safety
management and customer service skills to enhance the awareness of customer
service among the trainers. The “Spark Training” training camp has gained
extensive support from each department and regional company. The participants

have grew and improved by combining theories and practices in various

interesting and management-wise activities.
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Besides, Zhenro Services has established a training programme for key positions
(Ro’s General) and a training programme for management trainees from school

recruitment (Ro’s Star) to enrich staff’s service knowledge and improve their

54
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Ro’s General

This programme aims to cultivate project or regional
manager who is newly recruited and newly promoted, mainly
empowering in terms of business improvement, leadership
cultivation and strategic thought training. Each training camp

runs for 1 year, with 2-3 sessions of intensive training.

IEZE R % B A FR/A T Zhenro Services Group Limited

PSRRI > L H M”J'%‘E“E&‘
Ro’s Star

This programme aims to seek future middle and senior
management talents and professionals for enterprise among
current fresh undergraduates and postgraduates. In order
to attract excellent students, we offer market competitive
remuneration and benefits and set up career development
plan within 2 years after employment according to different
positions. During the 2 years after employment of Ro’s Stars for
each session, we will pay high attention to them at the Group
level, organise 3-4 sessions of national intensive training, and

arrange one-on-one special coach to lead the strong escort.

-
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Number of staff trained by gender (person, %)

6,338 (N / person)
45%

55%

muET

Female

W AET
Male
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Average training hours per staff by gender (hours, %)

6.07 (/M / hours)
50%

50%
W BET B 4ET
Male Female
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7,831 (A / person)

6.15 (/IF / hours)

During the Reporting Period, the Group provided its staff with training for
28,341 hours, with 6.11 hours of training for each staff. The details of employee
training are as follow:

MR 0 ZHE B W (N > %)
Number of staff trained by rank (person, %)

302 (N / person)
2%

5,229 (N / person)
37%

8,640 (N / person)
61%

W EEERAR

Senior management staff

[0 EEAT

Junior staff

W FEEEAR

Middle-level management staff
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Average training hours per staff by rank (hours, %)

8.51 (/IMEF / hours)
38%

5.12 (/IEF / hours)
23%

8.82 (/IMFF / hours)
39%

W RAREE
Senior management staff

[0 HEEET
Junior staff

W PEERAR

Middle-level management staff

Employee Incentives

Zhenro Services has formulated and implemented a series of incentive policies
and plans to encourage continuous improvement of employees. On one hand,
we have formulated annual incentive plans to further clarify the principle of
allocation and promote the overall improvement in value-added businesses, light
assets, market expansion scale and satisfaction, under the principles of incentive
priority, innovation motivation and improvement of the overall enthusiasm and
combativeness of the service team.
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For frontline staff, Zhenro Services reserved certain funds as in-time incentives
in the management of regional companies, mainly rewarding and recognising,
on a timely basis, the employees who have created highlighted cases in customer
services and made innovations within the Group and other behaviours at the
front line. At the same time, we focused on scale growth and encouraged
universal marketing while collaborating with the business market expansion
and value-added service departments to optimise the commission raising plan.
A larger proportion of the incentives were preferentially allocated to frontline
business personnel, and their performance was doubled on the basis of the same

amount of incentive year-on-year.

HEALTH AND SAFETY

Zhenro Services strictly abided by the relevant laws and regulations about health
and safety, such as the Law of the People’s Republic of China on the Prevention
and Control of Occupational Diseases, Regulations on the Supervision and
Administration of Occupational Health at Work Sites, the Classification and

Catalogue of Occupational Diseases, etc.

Zhenro Services attached special importance to its employees’ health and
safety. For different business positions at the front line, we have equipped
our employees with safety protective equipment to ensure their work safety
to the greatest extent. In respect of work procedures, we have developed and
continuously improved operation guideline and process brochures for various
business scenarios and explained work precautions to employees to make sure
that staff work in accordance with the standardised procedures and reduce
labour risks. In 2020, the Group obtained ISO 45001:2018 certification and

will continue to carry out system operation and certification audit.
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Zhenro Services ISO 45001:2018 Certification
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Safety Training

Upon employment of new staff, we will provide induction guidance and
induction training, conduct training and instruction for safety operation norms
and carry out practical exercises according to the needs of positions. Meanwhile,
we plan to convert training courses into animation on the basis of the Group's
online platform, so that employees can study at anytime and anywhere. The
regional companies also carried out job skills training and competition from
time to time, and conducted fire drills in conjunction with external fire
departments to help employees understand and rehearse emergency plans and

avoid labour risks through business practical exercises.

For different business positions at front line, we have equipped our employees
with perfect safety protective equipment to safeguard their work safety to the
largest extent, including complete labour protective materials, such as facial
masks, protective suits, insulated gloves, insulated shoes, safety ropes and

security equipment.

The Group required relevant professional personnel to work with licenses,
and funded employees to study and obtain qualifications and work permits
of relative positions, so as to achieve full coverage of security precautions and
maximise the protection of employees’ health and safety. During the Reporting
Period, the Group had no fatalities, but with 8 cases of employee work-related

injuries and 173 days lost due to work-related injuries.

Epidemic Prevention and Protection

During the COVID-19 epidemic, various regional companies of the Group
have established their abnormality contingency teams to report information
internally and externally, implement overall linkage and command and calm
the employees when abnormal conditions occur. During the resumption of
production and work, the Group has implemented a series of prevention and
protection measures. During the Reporting Period, the Group has invested over

RMB1.50 million in epidemic prevention work.

BB A& XA M Environmental, Social and Governance Report 2020

57




58

ir% % ﬂ ] /\
PRESSING AHEAD TOGETHER IN HARMONY

JbRpBRAE B TSR AU > WA A2 S0 3R A S ke B3RP 2 > B B T A0 JH IR -

RN 37 3 A E i > — ELSEBREERAGE S B B - RIS 2 DRRR AR - B TAR A O AR IE 3 TAF
Following up on any abnormal conditions of employees in a timely manner, and reporting for prevention and
control in a timely manner according to the Company’s emergency reporting rules. All employees must measure
their temperature before work. If any person’s body temperature exceeds 37.3 degree, such person will not be
allowed to work. Once any person has a fever, such person shall report immediately and be subject to relevant
quarantine immediately. Employees shall take over each other’s position to ensure normal work

RITETER B TRCE N SER#E MR > HILANRPEA - JIR N8 BRI B A e sk
Providing protective equipment such as facial masks for all employees on duty. Employees on duty shall
measure and record their temperature both before and after work

HAILESR - AR 1E A I - BRI e BT TIE RS R A
Regular disinfection, cleaning and ventilation of public areas, office areas, dormitory areas, dining halls and other areas;
R E B AR A e L ERESYE > RN E - F£ - PR - SRAK - HEmELES

Preparing emergency supplies (including disposable masks, gloves, protective garments, drinking water,
instant noodles, solid food, etc.) in advance in accordance with the local situations
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Employees with outstanding performance during the epidemic prevention period were rewarded in accordance
with the Timely Management System of Zhenro Property
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Various regional companies have established abnormality contingency teams to report information internally and
externally, implement overall linkage and command and calm the employees when abnormal conditions occur

ZHEGURN —BRR B TR 2,000 /K > 448 SEYUE B THgeRiiioor, /A > &/
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Family members who participated in the fight against the epidemic were given a subsidy of RMB2,000 per
family, totalling RMB44,000; the anti-epidemic allowance for employees was RMB100/person, and reward for
the selected anti-epidemic stars every week was RMB300/person, which lasted for one month

B b > 7B AR AL T R S 155 A R 4 G In addition, the Group provided subsidies and incentives relating to the

B o SHEERT M KRB E WA T epidemic. Employees with outstanding performance during the epidemic
AR CIE 569 36 Je e BRI B2 ) B4R T B prevention period were rewarded in accordance with the Timely Management
TAEHE 5 Bt 2 EpERN — A TRE System of Zhenro Property; family members who participated in the fight
BT UUEARG o N R REE U 2 T against the epidemic were given anti-epidemic allowances, and the selected
DLAE ) - anti-epidemic stars every week were also rewarded.

BEN S TH] B TR 458

Care and rewards for employees during the epidemic
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During its development, Zhenro Services has regarded its service quality as a
key to improvement of customer satisfaction and brand recognition, and actively
cooperated with its partners on an honesty and mutually-beneficial basis to

co-promote sustainable development.

SUPPLIER MANAGEMENT

The Group always adheres to strict supplier evaluation standards. In strict
compliance with the Law of the People’s Republic of China on Tendering
and Bidding and other relevant laws and regulations, we have formulated and
continuously improved our internal supplier management systems, such as
the Procurement and Tendering Management System of Zhenro Property and
the Tendering and Procurement and Supplier Management System of Zhenro
Services. Also, we have established a supply chain management system covering
the whole process of cooperation to ensure the continuous improvement of our

supply chain management system.

Based on our three major business lines, the suppliers of the Group are
contractors who mainly provide cleaning, security, landscaping and certain
repair and maintenance services. We have set a strict entry inspection
mechanism for suppliers. Before entry of suppliers, we will evaluate them from
the prospective of multiple dimensions through on-site visits, communications
and information review to ensure they meet the entry requirements. In addition,
before entry, suppliers are required to upload relevant information such as
corporate qualification and typical cases on our supply chain management
platform, and will enter our supplier pool after approval by our relevant

responsible persons.

For the existing suppliers, we will carry out a daily inspection and monthly/
quarterly/irregular quality supervision and inspection on such suppliers.
In particular, in daily inspection, we will conduct daily management on
suppliers’ services and daily inspection on their service quality according to the
contract and the quality requirements of the Company; in monthly/quarterly/
irregular quality supervision and inspection, we will inspect the performance
of suppliers on an irregular basis. For those who fail to perform the contract
in strict accordance with the provisions therein, we will make on-site records
strictly based on the objective conditions. Based on the inspection results, our
suppliers will be scored in terms of their performance and be required to make

rectifications within a prescribed period.
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Number of suppliers by region

For the year ended 31 December 2020, we have a total of 540 suppliers

distributed in various regions across the country. Details of suppliers are as

follows:
HIHTUE 73 1 PR P i
Number of suppliers by category
29 (%) 104 (%)

12 (%)

174 (%)
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North China Central China Northwest China
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32%

W b s Eiegy B E# mTr M A
East China Cleaning Security Landscaping Engineering Others

In addition, the Group adheres to sunlight procurement in an open and fair
manner. Suppliers must enter into the Agreement on Cooperation with Integrity
before entering our supplier pool, with relevant integrity bidding commitments
included in the tendering process documents. The Group adopts a zero-tolerance
attitude towards suppliers who are in bad faith or violate the integrity
commitments, and considers the qualification and integrity of suppliers as an

important factor for their entry.
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2y (R HE N T RE P R B IR TS R T o R In order to improve the quality and services of the Group's suppliers for the
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S P ) B A I U AT 2 AR g B A review and annual evaluation on the contract performance of the suppliers. At
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Suppliers” one-on-one communication Suppliers” quarterly review meeting
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Cleaning suppliers” on-site training
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R A 1 STRATEGIC COOPERATION

AR UK S SRR PIEIN b & S e As guided by the core value of “promoting corporate development and
REBLAYFIE T o RS RBE AR 2 547 3¢ contributing to society prosperity”, Zhenro Services actively participated in joint
St MBS AR - e 2 H - L construction of the industry and worked together with other entities to build a
AT REAE AR AT 6 0 3K cooperation platform through government-enterprise cooperation, association
] =R - fE (g HE A 2E R R R By > B participation, alliance co-building and other means for seeking common growth,
NATRE ML EEL - thereby promoting its corporate growth while contributing to the industry

development and social progress.

AF 2% IR 7 Bl N o Bt D S B R Bk M6 & ZHENRO SERVICES CONDUCTED
e STRATEGIC COOPERATION WITH THE
GOVERNMENT OF GULOU DISTRICT,
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On 9 November 2020, the signing ceremony for strategic
cooperation between the government of Gulou District,
Fuzhou and Zhenro Services was held at Zhongshan
Community, Gudong Street, Gulou District. In the future,
the government of Gulou District, Fuzhou will deeply
cooperate with Zhenro Services in improving community
property services to jointly provide professional, intelligent
and convenient property services to Gudong Street, and
continuously optimise the living environment and the city
quality so as to shine the “Gulou Card” in the core urban area

of the provincial capital.
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A JOINT VENTURE FOR URBAN SERVICES
WAS ESTABLISHED JOINTLY WITH
NANJING XUANWU ENVIRONMENTAL
GROUP (Wi 5 ZBIR B4 1)

On 16 November 2020, the signing ceremony for joint
venture cooperation between Zhenro Services and Nanjing
Xuanwu Environmental Group (Fi % X BER 5 5 H) was
held at the head office of Nanjing Xuanwu Environmental.
Both parties will cooperate to establish a joint venture
for urban services and jointly deploy businesses such as
comprehensive urban operation services, government asset

services, urban renewal, etc.

During the Reporting Period, in addition to active
participation in government-enterprise cooperation to
promote urban development, Zhenro Services also actively
participated in enterprise cooperation and construction of
industry association to promote self-development through

seeking enterprise cooperation and joint construction of the

industry.
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ESTABLISHING COOPERATION WITH INTEGRITY

BEST!

Industry activities
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The 4th Conference of Fujian Property Management Association

2020 H B 1 7E A LR
2020 Oscar of China Real Estate Era

2020 B RS 17 8 A SERT T R B A
2020 China Top 100 Property Management Companies Press Conference on Research Results

20205 F F M SEM R BRE
2020 Jiahe Jiaye Property President Conference

20204E P E SRS T A mig e

2020 Summit for China Property Management Companies in terms of Overall Strength

[R i et T2 W] 02020 | S SR
The Best Listed Companies of Greater China 2020 Awards Ceremony
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2020 3rd China Real Estate Capital Summit — Ride the Wind and Seek for Variety Property Management

Capital Forum

JE\ o SR B SE 48 PG AN 3 0E Seek for Variety Property Management Capital Forum
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strategies, management, operation, technologies and capital.

IEZE R % B A FR/A T Zhenro Services Group Limited

2020 3rd China Real Estate Capital Summit — Ride the Wind and

On 25 December 2020, the 2020 3rd China Real Estate Capital Summit —
Ride the Wind and Seek for Variety Property Management Capital Forum
hosted by Securities Daily was successfully held in Beijing. The management of
Zhenro Services, delivered a speech themed with “Challenges of Medium-Sized
Properties after Listing and Solutions thereto”, and summed up the Six Vital

Points theory for property managers at the site: having a knowledge in industry,
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CONTRIBUTING TO SOCIAL PROSPERITY
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Zhenro Services actively devotes itself to social public welfare by upholding the
guiding ideology of “social responsibility view of large enterprise” and drives
the social development with practical actions to promote the benign interaction

between the enterprise and the society.

PRESSING AHEAD TOGETHER
In 2020, Zhenro Group set up a special fund of RMB12,000,000 for COVID-19

epidemic prevention and control through Zhenro Foundation, and successively
donated RMB3,000,000 in cash to Wuhan Red Cross and RMB2,000,000 in
cash to Putian Red Cross. RMB2,000,000 in cash was donated to Shanghai
Minhang District, and RMB2,000,000 in cash was donated to Fujian Glorious
Business Promotion Association. Such special funds were used for the local
epidemic fight and prevention and control activities. We launched a green
channel to support nationwide supplemental anti-epidemic activities. With this
fund, we financially support up to 37 anti-epidemic public welfare programs,
covering 10 provinces, and including a nationwide program. Focusing on the
needs of community epidemic prevention, Zhenro Services launched “community
anti-epidemic Zhenro volunteer activities” to support up to 11 public welfare
communities in Nanjing, Putian, Shanghai, Changsha, etc. to conduct urban

community anti-epidemic work.
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CONTRIBUTING TO SOCIAL PROSPERITY
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Anti-epidemic in the Communities

From 3 to 4 February 2020, Fujian regional company and Jiangxi regional
company of Zhenro Services set up a community anti-epidemic public
welfare action group with the support of Zhenro Foundation and visited
each community unit to conduct systematic anti-epidemic volunteer actions,
offer supplies in urgent need and care to the disadvantaged groups in the
communities, key groups at the front line of anti-epidemic and the communities
in need. The community anti-epidemic public welfare action group donated
1,000 pieces of facial masks, 50 kg disinfectant water, one thermodetector, 500
pairs of one-off gloves, 120 bottles of sanitisers for property units of the Putian
Liyuan Huafu Community and the Yanshou Building Community to alleviate
the tension of epidemic prevention materials in such communities, providing
the property counterparts with valuable assistance to work together to fight

against the epidemic.
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The picture shows the volunteers from the community anti-epidemic public welfare action group going to

the construction site to provide protective materials and condolences to the frontline builders, paying tribute to

the frontline personnel who have contributed key forces to the prevention and control of the epidemic.
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GOOD COMMUNITY

Zhenro Services adheres to its corporate mission of “pursuing superior quality
and being dedicated to creating humanistic products and services” and takes it
as its mission to spread happiness, hoping that the owners will buy not only a

suitable residence, but also a warm, valuable and sentimental community home.

Zhenro Services practices its corporate social responsibilities, establishes
community action participation platform and unites multiple forces by
focusing on an action plan of “Hello, Community” to enhance community
co-construction, co-governance and sharing, to realise a healthy, friendly, happy

and good life in the community.

“Hello ® Community”

As an important participant and executor of the implementation of Zhenro
“Hello ® Community” brand IP, Zhenro Services, on the basis of promoting
themed community co-construction, participating in community micro fund
and other projects in 2020, formulated a long-term development plan for
launching a model of community governance with distinctive features, and
carried out a series of “Hello ® Community” New Year care activities with the

theme of “Delivering Warmth to Home” during the Spring Festival.

The “Delivering Warmth to Home” series of activities included three major
themes of “Happy Community, Warm Neighbours, and Careful Epidemic
Prevention”. With community atmosphere, online community integration and
community care as the main line, more than 100 New Year activities of various
forms were carried out at Zhenro’s communities across the country, covering
nearly 10,000 special groups, such as those who stay in the place where they
work during the Spring Festival, the elderly who live alone, and epidemic
prevention workers to add “Niugi” (a kind of spirit) for Zhenro's property
owners during the Spring Festival with warm services, taking the first step for

practicing corporate social responsibilities in a new year.
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Happy with Full Moon Zhenro Services “Hello ¢ Community”
Took the First Step

On the occasion of the Mid-Autumn Festival, Hongqiao Zhenro Mansion
of Zhenro Services in Shanghai-Jiangsu region held an evening party with
the theme of Mid-Autumn Festival jointly with Zhenro Property, Zhenro
Foundation, street committee and peripheral social organisations. Mother bazaar,
picture books reading, funny games and other warm-up activities were also held
in the public spaces of the community to enrich the offline activities, attracting
a large number of property owners to participate. This event was not only a
community festival celebration, but also a “co-construction and sharing” action
with the support and participation of a large number of property owners. It has

become a powerful attempt in the implementation of the “Hello Community”

IP in Zhenro's community.
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“Hello, Community” The Community Micro Fund is Available
for Application to Support the Community and Organisations to

Co-construct a Good Community

As an important part of “Hello, Community” brand project, Zhenro Services
conducts community micro fund activities for the purposes of responding to
the current status and needs of community development and following the
independent concept of “timeliness, flexibility and effectiveness”. The Group
supports and accompanies the growth of community service agencies and
community in the form of providing financial assistance to promote community
autonomy and co-governance, create co-construction and co-governance
platform, encourage community participation, energise the community
and promote community integration. In 2020, community micro fund
phrase I was opened for application, and a total of 31 organizations and 42

programs participated in the application. After preliminary examination and

reexamination, we finally decided to fund 8 community public welfare projects.
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Laws and Regulations:

Company Law of the People’s Republic of China

Rules Governing the Listing of Securities on the Stock Exchange

Audit Law of the People’s Republic of China

Company 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

Interim Provisions on Prohibiting Commercial Bribery

Network Security Law of the People’s Republic of China

Administrative Measures for the Graded Protection of Information Security

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

Advertising Law of the People’s Republic of China

Property Management Regulations

Environmental Protection Law of the People’s Republic of China

Labour Law of the People’s Republic of China

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

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

Internal Policies

Procurement and Tender Management System of Zhenro Property
Agreement on Cooperation with Integrity

Customer File Management Protocol

WeChat Butler Management Protocol

Customer Reception Management Protocol

Property Market Access Rules of Zhenro Services Holdings Group (2021 Trial)

Management Rules on Property Market Expansion of Zhenro Services Holdings
Group (2021 Trial)

Guidelines for the Establishment of Property Extension Projects of
Zhenro Services Holdings Group (2021 Trial)

Procedures for Identifying and Evaluating Environmental Factors

Pollutant Management Procedures

Management Procedures on the Influence Exerted on Interested Parties

Pollutant Management Procedures

Solid Waste Management Regulations

Timely Management System of Zhenro Property

Procurement and Tendering Management System of Zhenro Property

Tendering and Procurement and Supplier Management System

of Zhenro Services



fir o — :

ARBTG5 g R R NA RS

APPENDIXTI: CONTENT INDEX OF THE ENVIRONMENTAL, SOCIAL AND GOVERNANCE
REPORTING GUIDE PUBLISHED BY THE HONG KONG STOCK EXCHANGE
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Environmental, Social and Governance Aspects, General Disclosures and Key Performance Indicators (KPIs)

B

Environmental

— b EE

General

Disclosure

Al Al.l
231187 All
Al: Al.2
Emissions Al.2

Al3
Al3
Al4
Al4
AlS
AlS
ALG
Al.6

A BB SR I 2 SRR~ K R R S - AR IR E )
ibfraseibiE

Information on:

@  BOR: R

(a) the policies; and

(by  HESFEEAT N E R ENE R KR B -

(b) compliance with laws and regulations that have a significant impact

on the issuer relating to air and greenhouse gas emissions, discharges
into water and land, and generation of hazardous and nonhazardous
waste.

PRy R SO B PR B

The types of emissions and respective emissions data

i % SR A PR

Greenhouse gas emissions in total and intensity

JT A R S A

Total hazardous waste produced and intensity

FITE 1 A B S A

Total non-hazardous waste produced and intensity

PR Se 9 - RiNE ) WEIEEIIE S

Description of emissions target(s) set and steps taken to achieve them
AR E R A E BRI 73k ~ WK AL B R A R
Description of how hazardous and non-hazardous wastes are handled, and a

description of reduction target(s) set and steps taken to achieve them

P AL T b

Section in the Report

=] /\ Ilié%%%
Taking the
Responsibility for

Green Development

P 2

Emission Management
Hii R AE

Energy Saving

and Consumption
Reduction

P 2

Emission Management
Pt

Emission Management
P o

Emission Management
P 2

Emission Management
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APPENDIX II: CONTENT INDEX OF THE ENVIRONMENTAL, SOCIAL AND GOVERNANCE
REPORTING GUIDE PUBLISHED BY THE HONG KONG STOCK EXCHANGE

s AR (RLAEREIE > K SRR BYECR - Hii AR FE
General Policies on the efficient use of resources, including energy, water and other ~ Energy Saving
Disclosure raw materials. and Consumption
Reduction
A2.1 R B R SRR (IR - Sl ) AR B BT REREAE
A2.1 Direct and/or indirect energy consumption by type (e.g. electricity, gas or oil) Energy Saving
in total and intensity and Consumption
Reduction
A2.2 AR E REE Hii R FE
A22 Water consumption in total and intensity Energy Saving

and Consumption

A2: o e ‘ Reduction
- A23 it BE TR A0S w80 B P A R HliAEREFE
i A23 Description of energy use efficiency initiatives and results achieved Energy Saving
and Consumption
A2:
Use of ‘ ‘ Reduction
A2.4 it SKIBOB KU B A AR B - AR T KR s vt 8 s BT REREAE
Resources .
JRR
A24 Description of whether there is any issue in sourcing water that is fit for Energy Saving
purpose, water efficiency target(s) set and steps taken to achieve them and Consumption
Reduction
A25 SRS BT LB 4 B e B A B AR - AEEE
BHEE AW LR
i Mtk
A25 Total packaging material used for finished products and with reference to per Not applicable as no
unit produced finished products and

packaging are involved
in the Group’s business

operation
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A3

BRI
KIREWR
A3:
Environment
and Natural

Resources

A4
wiEsL
A4:
Climate

Change

iR

Social

Bl :
¢
Bl:

Employment

— M iR
General
Disclosure

A3.1

A3.1

—ediEE

General

disclosure

A4.1

A4.1

—
General

Disclosure

B1.1
B1.1

B1.2

B1.2

AR B AT NI BRE IR IR B R R B O
Policies on minimising the issuer’s significant impact on the environment and

natural resources.

AR ST 5 B R R R R T R SR A B
OEEEY)
Description of the significant impacts of activities on the environment and

natural resources and the actions taken to manage them

il P RS 66 T RE 3 A A B B DR SR A B B
iy
Policies on identification and mitigation of significant climate-related issues

which have impacted, and those which may impact, the issuer

il A S AT RE B AT N AR B B ORSRAR B e I
178
Description of the significant climate-related issues which have impacted, and

those which may impact, the issuer, and the actions taken to manage them.

BB AR - R RET  TIEREE B FERE . 2
fb o FOEA AR A £ 98 S AR A -

Information on:

@ B K

(a) the policies; and

(b)  BESPEPEAT A O B B LB R

(b) compliance with relevant laws and regulations that have a significant

impact on the issuer relating to compensation and dismissal,
recruitment and promotion, working hours, rest periods, equal
opportunity, diversity, anti-discrimination, and other benefits and
welfare.

FEAER - R ~ AEB AR P B e ) 73 1 0 5 AR

Total workforce by gender, employment type, age group and geographical

region

FEAER ~ AEBALI B i ) 3 Y 8 B R 2

Employee turnover rate by gender, age group and geographical region

PErtik Bt e
Taking the
Responsibility for
Green Development

chey Suki g

Taking the
Responsibility for

Green Development

Energy Saving
and Consumption

Reduction

T M AE
Pressing Ahead

Together in Harmony

BIHN
Overview of
Workforce

HAE AR AP RS
feig s

Subject to refined
management in the

future
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A B SR % 2 TR SR b B e fa Y R 4
Information on: Health and Safety
e @  HOR :&
General (a) ?he ’E?haei and ) » ‘
Disclosure P RESFREEAT A B B AR BRI SO B R o
B2: (b) compliance with relevant laws and regulations that have a significant
fi b2 2 impact on the issuer relating to providing a safe working environment
B2: and protecting employees from occupational hazards.
Health and B2.1 FE TAEBR ML T 1 B % {4
Safety B2.1 Number and rate of work-related fatalities occurred Health and Safety
B2.2 TR TAE H fit 22 4
B2.2 Lost days due to work-related injuries Health and Safety
B2.3 0 T R AN BB S 2 A - DA SR BR AT R T i R4 4
B2.3 Description of occupational health and safety measures adopted, how they are Health and Safety

implemented and monitored

—kbidE ABRIHE BEAT TR R AR ER © G o A EER

B3 : General Policies on improving employees’ knowledge and skills for discharging duties Talent Development
B T 3 Disclosure at work. Desc'r:'i}\ation of trainiﬂn_glactivities.
B B3.1 SRR B AR BRI 23 1 S IR B 23 E NA IR
Development B3.1 The percentagj ‘of employees /t—rained E'y ’Eendirfnd emplo;jr:ee category Talent Development
and Treiniog B3.2 FEVER B AR BAERIE Y - 54 08 B 52 BRI F- 2 ks NA %R
B3.2 The average training hours completed per employee by gender and employee  Talent Development
category
A B IA T TER 25 THY - BTHEN
Information on: Overview of
— ks (a) R R Workforce
General (a) the policies; and
B4 : Disclosure ~ (b)  ESFEET AAEREBAMBE R RO SR -
5 THER| (b) compliance with relevant laws and regulations that have a significant
B4: impact on the issuer relating to preventing child and forced labour.
Labour B4.1 A RIS A 1 i DA S B T B s i 55 T ATHEN
Standards B4.1 Description of measures to review employment practices to avoid child and ~ Overview of
forced labour Workforce
B4.2 AL 55 BRI DURIM BR A B 1 DUBT SRR 20 B BTHEHN
B4.2 Description of steps taken to eliminate such practices when discovered Overview of
Workforce
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APPENDIX II: CONTENT INDEX OF THE ENVIRONMENTAL, SOCIAL AND GOVERNANCE
REPORTING GUIDE PUBLISHED BY THE HONG KONG STOCK EXCHANGE

— e
General
Disclosure

it B5.1
b 1)

Supply Chain B5.2

Management B5.2

— M 5%
General
Disclosure

B6.1

B6.1

B6:
7 AT ggg
B6: ’

Product

Responsibility B6.3

B6.3
B6.4

B6.4

B6.5

B6.5

ISR IR BRI A B RO -

Policies on managing environmental and social risks of the supply chain.

iz 65 ) ) fA R 7

Number of suppliers by geographical region
#Lﬁ%%ﬁfﬁﬁ%gﬁ>ﬁﬁﬂ T BE G HEREEE - L)
KA BE BIEBUAT K B 5075

Description of practices relating to engaging suppliers, number of suppliers
where the practices are being implemented, how they are implemented and
monitored

A BRI AL S AN RFS R (e 2 > A IR AR E AR

HROTIER

Information on:

@  HOR: &

(a) the policies; and

(by  ESPEBET A EIE BB RO R

(b) compliance with relevant laws and regulations that have a significant

impact on the issuer relating to health and safety, advertising,
labelling and privacy matters relating to products and services
provided and methods of redress.

A B R gt A ) 2 2 S R 2 o T 28 [ Wi 77 20 L

Percentage of total products sold or shipped subject to recalls for safety and
health reasons

AR BRI FE i S 5 0 1 B B L S B O i
Number of products and services-related complaints received and how they
are dealt with

st BELAHE A 5 % o0 2 A 8 1 1 091
Descnptlon of practices relating to observing and protecting intellectual
property rights

iU A AR I i R

Description of quality assurance process and recall procedures

0 T A R OR I S RARR SR > DR BT B B 7 ik

Description of consumer data protection and privacy policies, how they are
implemented and monitored

{3t A 2

Supplier Management

e 3
Supplier Management

e e B

Supplier Management

T i s
Creating Quality
Services

AEH > AEE
BEE AW O il
A 1]

Not applicable as the
recovery of products
is not involved in
the Group's business
operation

i B PR

Quality Assurance

SR ps

Dedicated Services

AN > AL
B AN R
A1zl

Not applicable as the
recovery of products
is not involved in
the Group's business
operation

AR - AL
B AN R
FEHE

Not applicable as no

intellectual property

rights are involved in
the Group's business

operation
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A BB > B EE RS iR
Information on: Responsible
- (a) K 5 K Operations
— el EE .
General (a) the policies; and ) » ‘
Disclosure P TRESF BT N R B A B e B I S o
(b) compliance with relevant laws and regulations that have a significant
B7: impact on the issuer relating to bribery, extortion, fraud and money
&5 laundering.
B7: B7.1 TARESS AT N SR BRI A S i aA RPN B FES
Anti-corruption YETINTES
B7.1 Number of concluded legal cases regarding corrupt practices brought against Responsible
the issuer or its employees during the reporting period and the outcomes of ~ Operations
the cases
B7.2 e SR s S R LA A BT B B ik A
B7.2 Description of preventive measures and whistle-blowing procedures, how they Responsible
are implemented and monitored Operations
A B 2 SR T R T EAL R ARG B a5 B g A
— Mt i A A £ A BOK Contributing to Social
General Policies on community engagement to understand the needs of the Prosperity
B8: Disclosure communities where the issuer operates and to ensure its activities take into
A 5 consideration the communities’ interests.
BS: BS.1 BT Rk IPIEIR ) ¥
Community  B8.1 Focus areas of contribution Contributing to social
Investment prosperity
BS.2 TE ST R P ) T B liipIEiR s S
B8.2 Resources contributed to the focus area Contributing to Social

Prosperity
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