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ABOUT" REPORT

The Report is the second Environmental, Social and Governance (“ESG”) Report (“the
Report”) published by First Service Holding Limited (the “Company”, “First Service” or “we”,
together with its subsidiaries, collectively referred to as the “Group”), which provides an
overview of the Company’'s ESG management policies and performance and discusses
the issues of concern to stakeholders based on these reporting principles of materiality,
quantitative, balance and consistency. The statistical methods, key performance
indicators or other relevant factors used in the Report are sustainable methods that can
ensure the consistency of the Report.

SCOPE OF THE REPORT

The Company’s Environmental, Social and Governance Report is an annual report for
the period from 1 January 2021 to 31 December 2021. Unless otherwise indicated, the
information presented in the Report is the performance data for the year 2021. The Report
mainly covers First Service Holding Limited and its branches whose principal place of
operation is in China and its subsidiaries whose financial statements are consolidated into
the Group’s financial statements. Compared to 2020, the scope of disclosure for this year
has increased by two companies acquired during 2021, namely Dalian Yahang Property
Management Co., Ltd. and Qingdao Luohang Enterprises Management Co., Ltd. The
environmental information covers parts of 88 property management projects under the
management of the Group.

REPORTING PRINCIPLES
The Report was prepared in accordance with the following reporting principles:

Materiality: A materiality assessment was conducted to identify material ESG issues, which
are disclosed in the ESG Report;

Quantitative: Quantitative information on environmental and social areas is presented in
the ESG Report, accompanied by a narrative, explaining its purpose, impacts, and giving
comparative data in subsequent annual ESG reports where appropriate;

Consistency: The Report is our second ESG Report. Based on the first ESG Report, we use
consistent methodologies to disclose ESG information, in a bid to allow for meaningful
year-to-year comparisons.

BASIS OF PREPARATION

The Report is prepared in accordance with the Environmental, Social and Governance
Reporting Guide (the “ESG 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™”).

ACCESS TO AND RESPONSE T(

You can download the Chinese and English versions of the Report from the website
of the Stock Exchange (http://www.hkexnews.hk) and the website of the Company
(www.firstservice.hk). The Report is published in both Chinese and English. In the event
of any discrepancy between the two versions, the Chinese version shall prevail. If you
have any comments or suggestions on our ESG performance, please send us an email to
diyifuwu@firstservice.hk.
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About First Service

First Service Holding Limited
focuses on providing property
management services and
green living solutions that cover
the full property life cycle.

Company Philosophy

Technological Living, Homelike Service

Company Mission

We position ourselves as a property management service provider that promotes comfortable living through
technological innovation. While catering to all stages of the property life cycle, we strive to provide customers
with digitally connected, green and healthy living experiences in residential and non-residential properties.

Company Business
1. Property management services

We provide property developers, property owners and residents with a standard range of property
management services, which primarily comprise cleaning, security, gardening and repair and maintenance.
Our portfolio of properties under management includes residential and non-residential properties. Non-
residential properties are properties not built for residential use and primarily include office buildings, schools,
industrial parks, hospitals, and farmers markets.

2. Green living solutions

We provide green living solutions to property developers, property owners and residents, including:
(i)  energy operation services;

(i) green technology consulting services;

(i) systems installation services; and
(iv) sales of AIRDINO system:s.
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About First Service

3. Value-added services

We provide value-added services to non-property owners and community value-added services to property
owners and residents. Value-added services primarily comprise:

(i)  value-added services to non-property owners, including (a) sales assistance services and (b) preliminary
planning and design consultancy services;

(i)  community value-added services, including (a) parking space management services, (b) communal
area leasing services and (c) home living services.
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In 2021, the Company was ranked 23rd among China's top 100 property management service providers by China Index Academy. The
Company has been on the list for seven consecutive years.

In addition, the Company was honoured as one of China's top 20 listed property management service providers in capital market
performance in 2021, China’s top 30 property management service providers in innovation capability in 2021, 2021 Top 100 Property
Management Companies in China in terms of leading service quality, 2021 Top 100 Property Management Companies in China in terms of
leading growth, as well as China Leading Property Management Companies with Characteristic Service - Innovative Property Management
Companies with Green Technology.

Hang Seng Indexes Company launched the Hang Seng Property Service and Management Index on 19 April 2021. The Company was
included in the list of 30 companies in the index.

Property management services for schools: Property management services for hospitals:
Harbin Institute of Technology (Weihai) Guiyang Yuecheng Women & Children’s Hospital
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Property management services for residential buildings: Property management services for farmers markefts:
Jiv Jing Jia Yuan community Jixian Farmers Market, Lin'an District, Hangzhou
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As a service provider that creates comfortable living through technological innovation, First Service focuses on
providing property management services and green living solutions that cover the full property life cycle. While
catering to all stages of the property life cycle, we strive to provide customers with digitally connected, green
and healthy living experiences in residential and non-residential properties.

First Service practises the philosophy of “Technological Living, Homelike Service”. We work with our stakeholders
to make a positive impact on service quality, environmental protection, etc. Listening to stakeholders and
responding to their requests promptly is the foundation of our long-term development. We maintain
communication with stakeholders to enhance their understanding of our development and operation policies,
and provide timely and effective feedback to their demands, in a bid to ensure that both parties can
enhance the cooperative relations and develop together.

First Service is devoted to offering green living solutions in order to improve living conditions and uphold its
commitment to environmental sustainability. We provide green technology consulting services, systems
installation services, and energy operation services at different stages of the property life cycle. We have
developed three generations of AIRDINO systems and built a green cloud platform, not only achieving
economic benefits, but also creating good social and environmental benefits.

In terms of service quality management, First Service is committed to providing customers with quality
guaranteed services and products, implementing an institutionalised quality control system, focusing on
improving the quality of life of residential properties, and creating digitally connected, green and healthy living
experiences. Attention is paid to the rights and interests, health and safety of employees. We strive to protect
the legitimate rights and interests of employees and provide them with fair development and promotion
channels. Efforts are made at the same time to reduce occupational safety risks, provide safe and
comfortable working environment, and achieve finer team management.

We have emphasised the importance of environmental protection and control of emissions and discharges in
daily operation and development. Efforts are made to reduce the impact on the environment in routine
operations. We have implemented a three-level control system for environmental management to ensure the
effective management of exhaust gas, wastewater and waste. In the meantime, energy saving technologies
have been transformed to reduce energy consumption and improve energy use efficiency.

First Service cannot achieve sustainable development without the engagement and support of all
stakeholders. We maintain communication with stakeholders and exchange views on major issues. Finally, we
believe that we will make great strides forward and make steady progress in sustainable development.
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ESG Overview

Green Strategy and Management Vision

First Service posifions itself as a property management service provider that promotes comfortable living
through technological innovation. While catering to all stages of the property life cycle, we strive to provide
our customers with digitally connected, green and healthy living experiences in residential and non-residential
properties to fulfill the commitment of environmental sustainability, fulfill corporate social responsibilities, and
realise the common development of economy, society and environment.

We provide property management services, with the aim to conserving resources and protecting the
environment. We believe that our commitment to environmental values sets us apart and sharpens our
competitive edge. We also have the expertise and experience needed to manage “green buildings”
(oroperties that have been certified under the “Green Building Label” by the Ministry of Housing and Urban-
Rural Development and local administrative authorities) to help us promote eco-friendly and energy efficient
development.

In addition to our property management services, we offer green living solutions that allow us to improve living
conditions while upholding our commitment to environmental sustainability. They include energy operation
services to provide central heating and cenfral cooling with operation of energy stations. We also provide
green technology consulting and systems installation services, where we design and install energy systems to
enhance indoor comfort.
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ESG Overview

Stakeholder Communication

First Service fully atfaches importance to and effectively responds to the expectations and demands of

stakeholders, promotes social development with stakeholders and shares the fruits of development.

Communication
Stakeholders Demands and expectations and engagement Corporate response
mechanism
* To increase our market capitalisation and | Shareholders’ general ¢ To publish reports regularly, disclose
profitability meetings, information information truthfully and fully, and strive
disclosures, and the to improve performance and create
¢ To continuously improve our environmental | Company's website profits
and social responsibility performance
I t * To enhance corporate governance
nvestors and risk management levels, hold
general meetings of shareholders,
strengthen the management of investor
relations, and continuously improve
environmental and social responsibility
management
¢ High quality products and services To sign contracts and ¢ To provide digitally connected, green
agreements, and and healthy living experiences
Cust ¢ To safeguard the legitimate rights and | conduct customer
ustomers interests of customers saftisfaction surveys * To optimise the customer service system
and customer feedback and complaint
mechanism
¢ To guarantee employees’ compensation | To sign labour contracts ¢ To abide by the terms of labour contracts
and benefits and conduct employee and optimise the compensation and
satisfaction surveys benefits system
¢ To care for employees’ safety and health
* To provide a safe and healthy working
¢ To provide fair opportunities for environment
Employees promotion and development
¢ To open up competition channels and
* To improve communication mechanism organise trainings for employees
¢ To provide equal communication channels
and implement the communication
mechanism
e To comply with laws and regulations to | To attend government ¢ To strictly abide by the relevant laws
G t ensure operational compliance, and | meetings and regulations, continuously strengthen
overnments carry out national policies compliance management, and respond
to the relevant national policies
e To cooperate with suppliers on the | To sign contracts and e To actively perform contracts and
principles of integrity, fairness and justice | agreements, and hold agreements based on the business
suppliers to achieve mutual benefit and win- | regular tendering and principles of openness and transparency,
win results, and promote the industry | bidding and supplier adopt open and fransparent procurement
development meetings model, and create a responsible supply
chain
¢ To promote the joint building of civilised | To organise community ¢ To build harmonious and civilised
communities cultural activities and communities
Community publicise and hold public
* To support public welfare undertakings | welfare activities * To extensively develop and devote to
and pay attention to social development public welfare undertakings
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ESG Ove W

Identification of Material Issues

In accordance with the ESG Reporting Guide of the Stock Exchange and with reference to the Global
Reporting Initiative's procedures for materiality analysis, the Company collected issues of concern to key
stakeholders through questionnaires, interviews and other forms, prioritised them via materiality analysis,
identified its material environmental and social issues and disclosed them in the Report.

Based on the survey results and the situation of our peers, the materiality matrix of ESG issues for the year was
developed as follows, which is the basis for the content disclosure of the Report and the direction for future

sustainability management.

After communication with its stakeholders, the Company identified and prioritised material issues as follows.

Impact of such issue on the Company
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1. Technological Living, Green Development

1.1 Green Technology, Energy Operation

First Service is devoted to offering green living solutions, helping customers achieve the “four-constant goals”,
i.e. constant temperature (1E&), constant humidity (1)), constant oxygen (fE4) and constant quietness (&%),
so as to improve living conditions and uphold its commitment to environmental sustainability. Our green
tfechnology consulting services, systems installation services, and energy operation services provided
throughout various stages of the property life cycle. Multiple green living solutions have been integrated to
save energy:

“  Energy operation services: Energy operation services are provided through energy stations supporting
residential communities for coordinating delivery of utilities such as central heating, central cooling and
fresh air ventilation with the goal of stabilising living conditions within properties.

»  Accumulation of experience in energy services in multiple business formats
We adopt a multi-energy complementary energy system based on clean energy to provide
customers with high standard and comfortable heating, cooling, domestic hot water and other
energy uses to focus on the comprehensive utilisation of urban energy;

»  Coverage of energy data in China’s four major climate zones
We collect energy data in regions that are bitterly cold and cold, and have hot summers and cold
winters, as well as hot summers and warm winters, which facilitates the use of clean heating by local
governments and brings high quality living experience for consumers;

> Fine energy operation capability
Full-process services are provided to customers via a systematic, normalised and standardised
operation system. A 24-hour hotline is available to satisfy customer needs and ensure the quality of
operation services;

We have a green cloud platform. With real-time remote monitoring and management, the
advantages of Internet + smart energy have been brought into play. Big data analytics enable us to
continuously optimise the energy supply scheme and improve the quality of operational hosting
service.
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1. Technological Liv 'n Development

%  Green technology consulting and systems installation services: The Company analyses the characteristics

of each property and provides tailor-made solutions related to the design and consulting, fendering and
procurement, installation and operation of energy systems and Green Building Label applications. It
provides a variety of green technology consulting services, covering all stages of the design and

installation process of energy systems:

> Based on years of practical experience in green technology systems, the Company analyses the
natural resources of the project location according to customer needs and project positioning and
provides scientific and reasonable systematic solutions starting from passive and active energy

conservation.

»  During the implementation of technology energy systems, we opfimise the construction plan, give
instructions on disclosure and training of key techniques, strictly control construction quality and fine-

tune systems.

% AIRDINO systems: As a provider of integrated living solutions that cover the whole process, we have
independently developed a number of building fechnology products based on our energy conservation
technologies. We currently have three generations of AIRDINO systems:

AIRDINO No. 1 total heat recovery fresh air purifier

AIRDINO No. 2

AIRDINO No. 1

e fresh air filfration system, running on a clear principle and
featuring simple operation, outstanding anti-haze effect
and sufficient fresh air supply, can effectively reduce the
impact of the indoor PM2.5 and other harmful
substances on the indoor environment. The “*Hanyang
Man Ting Chun” project was honoured as a major
demonstration project for the control of fine particulate
matters and their combined pollutants during the 12th
Five-Year Plan Period.

* temperature and humidity independent confrol system
creates an indoor environment with constant
temperature (1)), constant humidity (1&)&), constant
oxygen (fE4) and constant quietness (1E#F). The highly
integrated all-in-one machine overcomes the
shortcomings of the combination of conventional air
conditioners and fresh air fans, which can meet the
demands for multiple functions and multiple application
scenarios.

10

AIRDINO No. 2
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1. Technological Living, Green Development

AIRDINO No. 3

e prefabricated net-zero energy building system, as
China’s first prefabricated net-zero energy modular
infegrated house, pays attention to the interaction
between buildings and nature, and emphasises the unity
of comfort, environment and energy. Passive
technologies are used to reduce energy use in buildings,
and energy is generated through rooftop solar
photovoltaic systems. We strive to achieve a “net zero”
goalin energy conservation of buildings. Intelligent home
systems are adopted to create a "healthy” indoor

AIRDINO No. 3 environment. Standardised design, factory

prefabrication, dry construction and other methods are

adopted to achieve the goal of easy expansion, eco-
friendly materials, convenient and efficient installation,
easy moving, reuse, as well as zero transfer of pollutants.

We aim to provide a comfortable, energy-saving,

healthy and convenient living environment for residents.

Some awards and honours won by AIRDINO No. 3

¢ ACTIVE HOUSE technology innovation award

¢ Indoor design award of the Elite Science & Technology Awards

¢ One of 2019 Top 10 Green Building Models of China Real Estate Manager Alliance

* Demonstration project of nearly-zero energy residential buildings under the “Nearly-zero energy building
technology system and key tfechnology development project” in the National Key Research and
Development Program for the 13th Five-Year Plan

¢ Sino-US clean energy demonstration project

e Support from an open-ended fund of the China Industry Technology Innovation Strategic Alliance for
Healthy Building

First Service has set up the green cloud platform to centrally monitor the machinery and equipment in energy
operation projects. When problems arise within our energy stations under operation, the green cloud platform
allows us to detect and respond to problems raised by our customers. The cloud platform features quota
management of energy consumption, which is a dimension for the plafform to conduct quantitative
management of project operation. Based on the horizontal and vertical comparison of energy consumption
data of projects, a reasonable energy use benchmark is set to guide the energy use of projects. Data on the
quota comes from the real-fime energy consumption data collected by the cloud platform. The process to
determine the quota is as follows:

»  We will use energy consumption analog software to estimate the energy consumption of new projects,
and this estimated value will be the quota in the first year;

n
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1. Technological Li n Development

> For projects that have been running for more than one year, we will calculate the energy consumption
quota for the following year at the end or middle of each year based on the historical energy
consumption data of the projects in previous years and the annual energy consumption of other similar
projects in neighbouring areas, through our weighted algorithm for independent intellectual property
rights;

> First Service's weighted algorithm is characterised by calculation with many indicators of projects,
including average annual energy consumption, total repairs, energy bill collection rate, occupancy rate,
outdoor climate fluctuations, effective repair rate, as well as changes in customer satisfaction rate.
Therefore, the calculation results will be different according to the different weights set for energy
consumption, energy bill collection rate and customer satisfaction;

»  After the charging database and complaint database of the cloud platform and properties are
connected, the artificial intelligence (“Al") algorithm can be used to automatically calculate the quota
value every day. This work is currently being planned.

In 2021, projects managed by the cloud platform not only achieved economic benefits, but also created
good social and environmental benefits:

saving electricity by 14,735,632.3 kWh

saving natural gas by 5,847,631 cubic metres, equivalent to 5,838.6 tonnes of standard coal

reducing carbon dioxide emissions by 15,209 tonnes, soot emissions by 79.3 tonnes, and sulfur dioxide
emissions by 158.6 tonnes

First Service keeps a close eye on the national policies for green buildings and healthy buildings to seek
development opportunities. At present, driven by the Ministry of Housing and Urban-Rural Development, the
governments of many municipalities and provinces, including Beijing, Tianjin, Hebei, Henan and Shandong,
have announced detailed financial subsidies fo guide and encourage more constructors to participate in the
construction of passive buildings. The construction and application of passive buildings in China’s bitterly cold
and cold climate zones will be the mainstream trend of future development of buildings. With the full
popularisation of green buildings, we will continuously improve the system of basic-level green building
technologies and study the implementation path of high-star green building technologies in the future.
Moreover, relying on the technology research and development (“R&D") and product application of nearly-
zero energy buildings, the Company will accumulate the results of fechnology research and development and
the experience in application of the results in projects, expand the tfechnological innovation and product
application in the field of healthy buildings, and build healthy buildings and healthy communities in practice.

12
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1. Technological Living, Green Development

1.2 Technological Innovation, Healthy Living

First Service values technology R&D and innovation. It strives to find ways to conserve energy and concretise
our innovation results through patent and copyright registration. We focus on creating low-energy, healthy
and comfortable living conditions, and improving the service capability of efficient, energy-saving, low-
emission and professional operations. We have formulated a green development plan around the two goals:

Green development plan

* Relying on rich experience in energy operation management and mature management team, we will
confinuously expand the operation services with regard to green building technology systems. Through
the green cloud platform, we will strengthen the cross-regional and multi-project efficient management
and improve the ability to use unattended equipment rooms, so as to achieve efficient green operation
at low costs and contribute to energy conservation and emission reduction in China.

* An Al operation cloud platform was developed. Al analytics was conducted via the collection of
historical data about operation of projects so as to optimise and improve equipment operation
efficiency, reduce energy consumpfion and equipment operation cost, and reduce carbon dioxide
emissions. In the future, it is planned fo be applied in af least 16 projects.

o ¢,

Development of Upgrading our
Al operation AIRDINO systems
cloud platform for passive houses

Research

progress of
green living
solutions
in 2021

13
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1. Technological L n Development

First Service concentrates on the R&D of green technologies. In terms of R&D of green living solutions, we made
the following progress during the year:

(i) Development and deployment of the Al operation cloud platform, with procedures completed including
framework building, Al algorithm modeling, Al model self-learning and training, Al model scheduling, Al
model-based optimisation algorithms, and Al-based automatic fault identification. The Company has
applied for two computer software copyrights. The platform has been connected to multiple projects
and is undergoing the final functional testing before commercialisation;

(i)  Upgrading our AIRDINO systems for passive houses, which has greatly reduced equipment noise,
improved purification and dust removal efficiency, and perfected the control system, and has begun to
be put into use in actual projects;

(i)  Continuously improving a prefabricated radiant ceiling system, which has been perfected through
verification in multiple sample projects to be well-integrated with prefabricated interior decoration
products, greatly shortening the construction period, reducing construction costs, and effectively
reducing carbon emissions during the decoration process;

(iv) Developing a new model of semi-centralised and semi-distributed “flexible” four-constant system, which,
leveraging AIOT (the integration of Al and loT technologies), smart home and our self-developed AIRDINO
systems, solves the problems of difficulty in charging of a centralised four-constant system and the high
failure rate and high costs at the later stage of a distributed four-constant system. It can further reduce
energy consumption, carbon emissions and operating costs, as well as adapt to the diverse needs of
customers more flexibly. The Company has applied for one utility model patent for the system;

(v) Completing the R&D of a smart home conftrol panel to realise the integration of a smart home panel, an
air-conditioning control panel and an intercom access control panel, which achieves the
interconnection of the community property service system and the smart home conftrol system. We are
also developing an integrated smart home panel based on HarmonyQOS system.

The above R&D progress has laid a solid foundation for our future development in the green living solution
market. The national dual-carbon targets give rise to important development opportunities for green
technologies. We will keep an eye on this national strategy and continuously research and develop
technology systems which help create comfortable and green residential communities, as well as healthy
technological housing products that can achieve high comfort and low energy consumption. We will
continuously refine our AIRDINO systems to improve their performance to meet the needs of customers. We will
enhance energy saving efficiency by studying green technologies, including, among others, the interseasonal
energy storage in connection with the ground-source heat pump system and the unattended technology in
the energy room. Through exploring the use of loT, big data and artificial inteligence technologies, we can
achieve the efficient operation of energy stations. Meanwhile, efforts will be made to build and develop
intelligent systems, such as developing an infelligent home platform, improving the conftrol systems of our
AIRDINO products and upgrading energy automatic control systems.

14
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1. Technological en Development
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Shijiazhuang Modern Fu MOMA, for which we Our self-developed product, a split air conditioner for
participated in the consultation, was awarded the passive houses, was honoured as an innovative
honorary certificate of Healthy Community Label by technological product for healthy buildings for 2021 by
Chinese Society for Urban Studies. iGreen Think Tank.

First Service actively promotes the establishment of industry standard systems and boosts the sustainable
development of green and healthy buildings.

>

The draft of the Standard for Evaluation of Energy Positive Buildings has been completed for soliciting
comments. First Service participated in the establishment of the standard. Others that jointly established
the standard include the Chinese Society for Urban Studies, the China Academy of Building Research,
etc. Passive design enables energy-positive buildings tfo reduce cooling and heatfing requirements of
buildings and improve the energy efficiency of active energy systems to achieve ultra-low energy
consumption. On this basis, renewable energy is used to balance energy consumption in buildings and
achieve an energy surplus. The standard was established to cut energy demand from the planning and
design stage of a building. A type of renewable energy shall be selected according to the characteristics
of the building itself and the resources in the place where the building is located. The potential of using
the renewable energy in the building and its boundaries will be fully tapped to improve the energy
conservation standards of the building.

15
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1. Technological L n Development

We believe that intellectual property is essential to our continued success. So, while we focus on R&D, we also
attach importance to intellectual property protection. An effective intellectual property management system
was established to protect technology innovations. We strictly comply with the relevant laws and regulations,
including the Tort Liability Law, the Patent Law, the Trademark Law and the Copyright Law of the People’s
Republic of China. The unified and applicable Standard for Intellectual Property Management was laid down,
which provides institutionalised rules and detailed provisions on the exploration, application, management
and maintenance of intellectual property. The aim is to create a standardised management system and
improve the efficiency of the management, use and maintenance of intellectual property. The legal affairs
centre is responsible for the management, maintenance, development guidance and use of intellectual
property involved in the Company's business to avoid the risk of infingement. A person is responsible for the
pre-application evaluation and application entrusting. We strengthen the routine management of intellectual
property certificates and ledgers and update them regularly based on new additions. We guide and evaluate
the internal use of intellectual property to avoid the risk of infingement. The centre will uniformly deal with
intellectual property infingement.

As of 31 December 2021, the Company has obtained a total of 58 patents.

1.3 Smart Community, Digital Connection

First Service is committed to enhancing information fechnology systems and developing intelligent
communities to provide customers with digitally connected smart services. We firmly believe that intelligent
communities will help us continuously improve the quality of our services to better cater to the preferences and
needs of our customers, and offer customised and fine services for customers to provide them with a better
quality of life.

First Service intends to combine software platform and hardware upgrade to jointly facilitate the realisation of
infeligent communities. On one hand, we will infegrate functions, such as public notification, group purchase
coordination, online shopping, repair and maintenance requests, payment of property management fees and
intelligent control of incomings and outgoings, into a multi-functional online platform. On the other hand, we
will centrally coordinate the collection of security and energy source data in residential communities, and
build an Internet of Things platform with the help of access control and monitoring facilities, and hardware
upgrade support of energy source data collection equipment. We also map out a plan for similar software
and hardware upgrades to build an automated parking management system, an intelligent access control
system, an intelligent security system and a remote equipment monitoring system fo reduce our reliance on
human labour and reduce the potential risk of human errors.

First Service has currently set up information systems for employees and property owners, including a green
housekeeper app for employees and a green housekeeper app for property owners.

% The green housekeeper app for employees is mainly designed for internal use. It has featured various
functions, including charging, monthly settlement, equipment and facilities inspection plan, work order
processing and early warning, and order patrol inspection. With the analysis results from a decision
analysis platform, it provides the management with an information-based tool to control the basic
businesses. It allows managers to grasp the business situation via the decision analysis platform while
improving the working efficiency of frontline employees.

16
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1. Technological L een Development

As an entry carrier, the green housekeeper app for property owners supports online payment, online
reporting, door opening via a cell phone, remote video monitoring and other functions, so as to allow
property owners to report problems through the online platform amid the pandemic and have their
problems handled and solved in time:

> In terms of online reporting, the green housekeeper app for property owners can be used together
with the app for employees based on standards for report management. For online reports
submitted by property owners, the app for employees can receive a reminder of the work order
and give a response to property owners immediately, which improves property owners’ safisfaction
with the property management services.

»  As for online payment, property owners can immediately pay the property management fee and
parking management fee during 24 hours, which provides a solution for the property owners who
have no fime to pay the fees due to work, and increases the collection rate of property
management fees.

Besides the basic apps, we will add an intelligent community app fo increase convenience for property
owners, providing customers with an intelligent and convenient tool for people scenarios (opening a door
via cell phone, inviting a visitor, etc.), vehicle scenarios (intelligent parking, unattended service, etc.) and
security monitoring (watching meta-videos in key points). We are building an intelligent access control
system, an intelligent security system and a remote equipment monitoring system.

> Intelligent access control system: It will be more convenient for property owners to come in and go
out of communities, improve the security level of the communities, and facilitate the intelligent,
collaborative and unified property management.

> Intelligent security system: It will enhance the efficiency of quality inspection, ensure the quality of
property management, and improve the security management system.

»  Remote equipment monitoring system: It will reduce the cost of equipment inspection, improve the

efficiency of equipment management, identify hidden defects in time, reduce incidents of
emergencies, and ensure the safety of property owners.
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level-3 company for Work Safety Standardization.
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2.1 Quality Concept, Homelike Service

First Service is committed fo providing customers with quality guaranteed services and products, implementing
an institutionalised quality control system, focusing on improving the quality of life of residential properties, and
creating digitally connected, green and healthy living experiences.

First Service has standardised its operations based on the requirements of the GB/T 19001-2016/I1SO 9001:2015
certification for quality management, GB/T 24001-2016/I1SO 14001:2015 certification for environmental
management and ISO 45001:2018 certification for occupational health and safety that the Company passed.
Moreover, we set safisfaction targets to monitor the on-site property management services in various regions
and projects, and conducted satisfaction surveys to understand the needs of customers. According to the
preliminary property management service contracts, we make a table of the property management service
plan of the project every January to clarify the service standards and management standards of each
department. One and a half years after new customers move to a new project, the Company will select at
least one project in a city it enters and fill in the “Specialised workflow and standardised worksheet for selection
of a quality project” to start creating a demonstration project.

As First Service recognises that community safety is the foundation of property management services, a range
of measures are taken to ensure that safety issues are effectively managed. We formulated more than 30 work
guidance documents, including the Standard for Risk Control, the Standard for Typhoon, Public Security
Incident, Fire Safety, Water Outage and Fire Drill, the Standard for Post Management, the Standard for
Management of the Monitoring Centre and the Standard for Inspection of Communities and Buildings. The
documents involve all aspects of community safety, which makes safety management more institutionalised
and systematic. Meanwhile, closed management is conducted for communities, and a 24-hour guard and
access control system is set up for entrances and the central control room. Communities are inspected at least
once every four hours. Fire drills are launched four times a year, so as fo enhance the fire safety awareness of
service centres’ employees and improve their ability to deal with emergencies. The security risk ledger is sorted
out and updated every month, and control measures are established accordingly.

During the Reporting Period, the Company did not report any irregularities concerning its products and services
that have a significant impact on itself. The Company's business does not involve advertising, labelling and
other matters. None of our products sold or shipped are subject to recalls for safety and health reasons.

2.2 Listening Attentively and Solving Problems

First Service focuses on building a good customer relatfionship. We carefully listen to customers’ opinions and
suggestions to optimise our services.

First Service has established a comprehensive customer service management mechanism, and the
headquarters and each project are responsible for providing customer services at different stages. The
headquarters of the Company is responsible for the establishment, revision, fraining and infroduction of
systems. Customer satisfaction surveys are conducted, with data analysed and measures for the next stage
developed to improve customer satisfaction. Customer service management systems at all levels have been
established, and actions are taken to evaluate and continuously improve the customer service ability. We
maintain the relationship with key customers, including making a maintenance plan, supervising the
mainfenance plan and supervising the handling of complaints from key customers. We are responsible for
coordinating the management of community relations, including the arrangement of annual community
cultural activities and the theme planning of dynamic and static community culfural activities. We optimise the
operation plan, tfrack and analyse customer service data, and improve the service strategy based on the
analysis results of operation data. The Company conducts service innovation and R&D with regional
companies and projects, and promote the achievements within the Company. Projects are responsible for
maintaining customer relationships, collecting customer information, handling customer complaints, collecting
property management fees, improving customer satisfaction, organising community cultural activities, etc.
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First Service sets up a variety of channels to receive complaints, and opens up the path for communication
with customers. Complaints are classified by level into level-1 major complaints, level-2 serious complaints and
level-3 general complaints. Complaints are classified by channel into complaints from online platforms,
mailbox, front desk, 400 hotline, phone calls, green housekeeper system and media, respectively. A national
service hotline 400 is available. The Company conducts management via the Standard for Quality
Management at 400 Call Centre and the Standard for 12-level Performance Management at 400 Call Centre.
We give a reply on the working platform by answering phone calls and receiving customer requests on site.
According to the customer complaint management standard, we receive, record, deal with, follow up, close,
pay a return visit to, give feedback and conduct analysis and evaluation on customer requests. Complaints
about the Company shall be recorded into APH within 10 minutes of receipt of the complaints, and those
about service centres shall be recorded into the green housekeeper system within 10 minutes. All complaints
must be recorded. The person in charge of a service centre is responsible for reviewing the handling processes
and results of complaints about the service centre and the Company. The head of a regional company is
responsible for reviewing the abnormal closure of complaints about service centres and the Company, and
handling, following up and closing the escalated complaints about service centres and the Company. The
general manager of First Service has the responsibility over review of the handling processes and results of
complaints about the Company and review of abnormal management of such complaints. Time limit for
handling customer complaints: Level-1 major complaints shall be handled within 15 days, with a reply to be
given on the day of receipt of complaints and a solution to be determined within 3 days. If such complaints
can be handled within 30 minutes, the Company must immediately assign persons to handle them. Level-2
serious complaints shall be handled within 7 days, with a reply fo be given on the day of receipt of complaints
and a solution fo be defermined within 2 days. If such complaints can be handled within 30 minutes, it must
immediately assign persons to handle them. Level-3 general complaints shall be handled within 1-3 days, with
a reply to be given on the day of receipt of complaints and a solution to be determined within 2 days. A form
of relevant complaints will be established on the working platform, and the complaints will be reported to the
relevant person in charge for follow-up and return visits. In 2021, the Company received a total of 2,178
complaints, all of which were properly handled.

First Service, which attaches great importance to customer satisfaction, obtains real feedback from customers
through various surveys. The Company conducts customer satisfaction surveys via preliminary preparation,
investigation, data evaluation, report publication, rectification and return visits and so forth in a variety of
forms, including phone calls, WeChat and visits, in order to understand customer requests at all stages (run-in
period, stable period, old property owners) and obtain the information about customer satisfaction on our
products and services. An objective and authentic evaluation on the overall quality of products and services
will be provided, and a comprehensive evaluation report will be generated. A total of 12 monthly customer
satfisfaction surveys are conducted per year. The respondents are service centres of First Service that have
partnered with customers for at least six months. The total sampling ratio is 0.5%, the proportion of service
cenfres in the fotal customers under management. On the basis of the fotal sampling ratio, according fo the
information of class-A, -B, and -C customers provided by regional companies, the sampling ratio is 50% for
class-A customers, 30% for class-B customers, and 20% for class-C customers. The surveys are conducted in the
dimensions of customer services, order maintenance, science and technology facilities, environmental
management, and community cultural activities. The Company will generate a monthly satisfaction report,
share data, establish measures and follow up the rectfification by service cenfres, aiming to ultimately improve
the overall customer satisfaction score.
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First Service is aware of the importance of customer privacy and information security, and has established a
complete system to effectively protect customer privacy and security. The Company formulated the Server
Management Standard, the Standard for Information-based Equipment Room Management and the
Standard for Emergencies Relating to Information-based Infrastructure. We defined the control process and
registration form of personnel entering and leaving the computer room, the process and form of server
inspection, the process of system emergencies, as well as the operation and maintenance reports. We also
clarified the management standard and process of the classification, establishment, storage, management,
update and maintenance of the owners’ data. In the information system, there is a separate permission for the
control of the viewing of customer information, and customer privacy is protected through the permission
system. For confidential customer information we collected while providing property management services,
we require employees to request prior approval from the relevant customer service manager before reviewing
or destroying files. We sign confidentiality agreements with all employees to prevent disclosure of customer
information. In the meantime, we have installed anti-virus and firewall software in our office system to prevent
data attacks, leakages and tampering, and we upgrade such software from time to time and carry out
regular inspections to detect viruses.
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Modern Jinjiang Wan Guo Cheng MOMA was honoured
as a “safe community of the year 2021"

Dalian Yahang has been recognised as
an AAA Credit Enterprise
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2.3 Uniting as One to Fight against the Pandemic

First Service strives to build a harmonious community culture and improve the quality of life and happiness of
property owners through various cultural activities. A complete management system for cultural activities has
been set up. The Standard for Community Cultural Activities under the ‘Love My Home' Campaign was
released and revised. The headquarters established the operation management centre, regional companies
set up the operation management department, and the customer service division of each service centre
assigned a person in charge of community cultural activities. The organs at all levels cooperate with each
other to hold static and dynamic community cultural activities every year to enhance the positive interaction
with customers and enhance customer satisfaction. ‘Love My Home' Campaign: The headquarters organise
monthly and quarterly activities, while regional companies hold monthly activities for the convenience of
people, quarterly property owners’ meetings, open days for equipment rooms, etc. Regional companies
review cultural activities in communities on a monthly basis and share the activities, and conduct a spot check
on cultural activities and customer awareness rate, after which the headquarters re-check them.

From the perspective of normalised prevention and control of COVID-19 in 2021, regional companies make a
response to pandemic prevention and conftrol, pay continuous attention to related work and establish a
working group of pandemic prevention and control, while service centres report the implementation of anti-
pandemic work in the group every day. Regional companies in affected areas organise special meetings to
arrange relevant work. Service centres in medium or high-risk areas carried out closed control, temperature
measurement, information registration, disinfection of key areas, etc. The operation management department
of a regional company summarises the monitoring situation of pandemic prevention and control in the region
and the implementation of key tasks before 18:00 every day, and feed them back to First Service's pandemic
prevention and control monitoring group. Regional companies review anti-pandemic supplies and purchase
or allocate supplies according to the conditions of each region to ensure that they have enough supplies on
hand for a minimum of14 days.

First Service actively promotes Party building activities in communities and keeps close contact with community
members. Currently, regional companies have established many service centres, including the service centres
of Hefei Modern MOMA, Wan Guo Cheng MOMA, Xiantao Man Ting Chun MOMA, Wuhan Hanyang Wan Guo
Cheng MOMA, lJiujiang Man Ting Chun MOMA, lJiujiang Chaoyangli MOMA and Huizhou Shangpinwan MOMA,
some of which have become *“red properties led by Party building”. The companies mainly hold Party building
activities in communities and some set up their Party branches, hold Party member meetings, exchange views
on advanced knowledge and direction, and absorb employees that meet the requirements for Party
membership and are Party activists.
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In 2021, First Service attached great importance to the prevention and control of COVID-19 pandemic and
was at the front line to offer property management services, which provided a reliable guarantee for the
health and safety of property owners. Measures taken to control the spread of the pandemic are as follows:

>

22

Daily disinfection: First Service disinfected frequently-contacted points in communities several times a
day. Our scientific and technological innovation capacity was brought into full play to upgrade the mist
forest system to atomise disinfectants. Our self-made ultrasonic disinfecting atomiser disinfected
pedestrian passageways, roads, people in and out, vehicles and trash cans, greatly improving the
disinfection efficiency.

Strict community control: Closed management was carried out for each community, and several of the
entrances and exits were closed according to the size of the community. Vehicles and visitors must be
registered, and visitors who failed to meet certain requirements were discouraged from entering the
community. In addition, a temperature measuring point was set up at each entrance and exit to monitor
the body temperature of people. If there is anything unusual, it must be reported immediately.

Anti-pandemic publicity: The Company publicised anti-pandemic knowledge online and offline through
property owners' group chats, WeChat Moments, elevators and other platforms.

Heart-warming tips: Paper towels were added to the elevator cars and elevator keys, while door handles
and other tiny places were disinfected repeatedly, in order to reduce the chance of cross infections. As it
was inconvenient for property owners to go out, the Company helped them purchase daily supplies to
solve the problems in the “last 100 metres”.
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First Service's Xi'an Mantangyue MOMA service centre won the title of an “Advanced property
management service provider in pandemic prevention and control in Mantangyue community” in
Xi'an Hi-Tech Industries Development Zone.
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2.4 Green Procurement, Harmony and Win-win

First Service strives to forge long-term partnerships with suppliers to provide customers with quality services and
create a mutually beneficial and win-win future.

Its suppliers can be divided into 1) purchasing suppliers: who provide engineering materials, engineering tools,
consumables for MOMA system, office supplies, cleaning materials, administrative welfare, materials about
brand and image, etc.; 2) service outsourcers: who are service labour outsourcers and engineering labour
outsourcers; 3) testing suppliers: who offer testing services for electrical fire fighting equipment, elevators,
domestic water, lightning protection, high voltage equipment, boilers, fire extinguishers, etc.

The total number of suppliers included by First Service in the list of suppliers reached 660 in 2021, all of which
come from China. The specific number of suppliers by geographical region is shown in the table below:

Number of suppliers by geographical region

113
o Anhui e Hebei e Jiangsu o Shanxi e Yunnan
® Beijing » Henan Jiangxi Sha'anxi Zhejiang
Guangdong « Hubei Liconing Shanghai
Guizhou Hunan Shandong Tianjin

First Service laid down the Material Procurement Standard and determined the effective supplier selection and
bidding process. Importance has been attached to the environmental and social responsibility performance
of suppliers. We verified the organisational structure, honours and qualification certificates of suppliers, such as
ISO quality system and management system certifications. Field investigations into the projects were made to
check whether they have professional construction ability and construction site management ability,
construction technology, civilised construction ability and so forth. The use of eco-friendly and green new
materials, new processes and new fechnologies is a plus.
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Supplier screening includes pre-review of data (review on websites such as Qcc.com, Qixin.com, etc.), pre-
qualification (registered capital, qualification certificate, quality control system, peer performance), evaluation
and on-site data review, process evaluation (service quality, adaptability), annual evaluation (360-degree
evaluation, twice/year) and other dimensions, from which star-level management is carried out. The bottom
10% suppliers will be eliminated every year. All 660 suppliers were evaluated accordingly in 2021.

First Service strictly evaluates the service quality of suppliers and actively identifies possible environmental and
social risks. In accordance with the Standard for the Management of Suppliers, the ‘five threes’ work centre
(purchase centre) assigns regions and service centres to conduct 360-degree evaluation on core suppliers
(mainly from customer comfort and safety, such as order maintenance, daily cleaning, garden maintenance,
four-pest killing, garbage removal, elevator maintenance, fire safety and water tank cleaning). The annual
evaluation is conducted semi-annually. Service centres evaluate service outsourcers from their service quality
on a monthly, quarterly basis, while purchasing suppliers are assessed in terms of the quality of their single
service.

We select backup suppliers to fill in for the suppliers that are found with violations or in the event of
emergencies. The Company'’s service centres evaluate suppliers’ contract performance on a monthly basis as
there may be environmental and social risks in the process of contract performance and send a warning
notice and a correction letter to suppliers in case of any problems. The Company’'s headquarters conducts
patrol inspections every six months, and the audit department carries out audits from time to time. Moreover,
the Company organises semi-annual/annual supplier rating activities and convenes annual supplier
conferences, during which it awards honourary certificates to outstanding suppliers who will be exempted
from the payment of bid security, have their contracts renewed and be prioritised for bid winning, etc. to
encourage them to actively perform their contracts. We take into account the environmental performance of
products when selecting suppliers, in a bid to ensure that the products to be purchased meet the relevant
environmental protection indicators, and prioritise the purchase of eco-friendly products under the same
conditions.

First Service will build a multi-faceted ecological partnership with suppliers. We will upgrade “suppliers” to
“partners” in 2022, hoping that we will have more benign cooperation with partners that will provide us with
new materials, new processes and new technologies, and also forge strategic alliances in market expansion
and diversified operation and achieve win-win results.
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3.1 Equal Employment and Rights and Interests Protection

First Service strives to guarantee the rights and duties of employees, and confinuously improves the human
resources management system and process.

The Company strictly complies with the national laws and regulations, including the Labour Law, the Labour
Contract Law, the Social Security Law and the Regulations on Management of Housing Provident Fund, based
on which we laid down about 20 relevant operating standards, including the Standard on Management of
Employee Relationships, the Standard on Management of Trainings, the Standard on Management of Job
Competitions, the Standard on Management of Jobs, the Standard on Management of Attendance, the
Standard on Management of Employment and the Standard on Management of Rewards and Punishments,
as a move to actively promote the sound development of the human resources management system. The
standards on management of employment, employee relationships, job competitions and performance were
updated according to the actual work.

The Company had a total of 5,185 employees (including outsourced staff) during the year, including 4
disabled employees. There were 42 interns, of which 29 were retained as management trainees. The number
of employees by type is as follows:

Number of employees Number of employees
by employment category (person) by gender (person)
1,567 2,021
3,618 3.164
® Infernal employees ® Male
® Outsourced staff ® Female
Number of employees Number of employees
by age (person) by departments (person)
6 481 816 1074
1,299 1,538 845
1,617
833
1,201
® Aged under 25 ® Customer service
® Aged 25-34 ® Order
© Aged 35-44 ® Engineering
® Aged 45-54 ® Environment
® Aged over 55 ® Functions
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94161
542
1,265
814
1,221 1,088
® Headquarters Central China
North China East China
® Northwest China Shandong
South China

We manage employment and dismissal in accordance with the Standard on Management of Employment,
the Standard on Management of Employee Relationships and other standards. Our internal management
standards have been optimised with reference to the standards of our peers. The Company adheres to the
principles of equality, fairess, simplicity and focus in recruitment and acquisition, and prohibits discrimination
in all dimensions, providing talent guarantee for its development. After new employees join us, we help them
infegrate into us quickly through onboarding, orientation system, co-training and other ways. Child labour is
strictly prohibited. We make it clear in our operating standards that minors under the age of 16 must not be
employed. In the early stage of recruitment, we strictly review the ID card and household registration
information of applicants, including whether an applicant is under 16 years old and whether there is an
inconsistency in the name and avatar, in a bid to prevent the recruitment of minors under the age of 16. For
employees who have left, we regularly find out about their work. Employees who resigned can re-join the
Company via normal channels three months after leaving (with reference to employment of new workers),
while employees who were fired due to violation of rules and regulations will not be re-employed. As the
Company hired a third-party company to manage employee recruitment and outsourcing and the number of
employees greatly increased due to its acquisition of other companies, the Company did not have a
complete statistical system for employee turnover. Therefore, it did not collect employee turnover data
effectively in 2021. The Company is in the course of establishing such relevant statistical system.
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We believe that the long-term sustainable development of our employees is an important factor to the long-
term growth of the Group's performance. We launched the Talented Apprentice Scheme to recruit fresh
graduates with a bachelor’s degree or above so as to create a long-term core talent pool. The Talented
Leaders Scheme was implemented to look for and acquire business and management talents from the
outside. The Starlight Training Scheme provided systematic training for the career development of internal
employees, while the Star Rating Scheme was launched to attract external talents and retain internal
employees by offering a differentiated salary system. We initiated Feng He Scheme to help senior
managements and core teams with their self-improvement, aiming to set up a learning organisation and lay a
solid foundation for our management and operation. All these are to maintain the rapid and healthy
development of our Company.

The Company will continue to attract and train talents to build a learning organisation in the future.

First Service provides available various communication channels to listen to employees. The Company has
established and improved the mechanism of protecting employees’ rights and interests and receiving their
suggestions and opinions by setting up a suggestion box, a hotline, an email and other internal communication
channels. The activities we organised include meetings with representative employees, communication
meetings, collection of reasonable proposals and employee satisfaction surveys. In addition, the Company
has clearly stipulated that communication meetings should be held at least once every six months to receive
the suggestions of employees and establish a good communication channel between employees and itself.

First Service adheres to a people-oriented approach and provides effective care and protection to its
employees. We strive to protect employees’ benefits and welfare, including compensation, working hours,
equal opportunity, diversity and anti-discrimination. We give equal pay for equal work to ensure the equality
between men and women. Child labour and forced labour are strictly prohibited. We ensure that employees
of different nationalities, races, genders, religious beliefs and cultural backgrounds enjoy equal employment
opportunities and labour security.

The Company entitles employees to take a personal leave, sick leave, work-related injury leave, annual leave,
marriage leave, maternity leave, prenatal check-up leave, breastfeeding leave, funeral leave, seniority leave
and other welfare and non-welfare leaves in accordance with the Labour Law and the attendance
management standard. Employees can apply for a leave according to their own situation and take a leave
after getting the approval. Employees are entitled to statutory holidays during their tenure in the Company
and at the same time can take a seniority leave of 1-2 days a year after working in the Company for 5 years.

Besides the basic salary, the Company gives out performance bonuses determined based on monthly
performance of employees, and seniority allowance which increases with the seniority of employees, as well
as allowances for communications, transportation, fraining, clothing, dining, etc.

In ferms of the protection of employees’ rights and interests, all the Company’s human resources-related work
standards are open to all employees. At the same time, it listens to employees via 400 call centre, internal
forums, WeChat groups, anti-fraud reporting hotline and other channels. The Standard on Care for Employees
has been established, in which the Company divides employee care according to the entire employee
lifecycle into birthday care, marriage care, family care, maternity care, holiday care, anniversary care, health
care, fraining care, consumption care, as well as reward care. This makes employees feel the warmth in the
Company.
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As far as its fight against child labour and forced labour concerned, child labour is not allowed in the
Company. The Company verifies the identity and age of applicants and check the database on a monthly
basis to see if an applicant is a minor. The Company has not found any child labour or forced labour. If found,
we will stop it immediately and punish the persons responsible.

During the Reporting Period, the Company was found with no child labour or forced labour, and there was no
labour dispute caused by violations of laws and regulations.

3.2 Development and Promotion for Employee Growth

First Service is committed to providing employees with clear channels for promotion and development. The
Company launches a series of training programmes for employees, with the aim to achieving the common
development with employees and enhancing its core competitiveness.

In terms of promotion, employees can be promoted to a higher position via competition. The Company laid
down the PM4-RL-25 Standard on Management of Jobs, in which it defines 12 levels of positions, provides a
dual channel development path and position promotion criteria, clarifies the frequency of job competitions,
applicants’ necessary qualifications, evaluation criteria, the panel of judges and the competition process, and
defines four main responsibilities for employees at different positions in the headquarters, regional companies
and service cenfres. Employees are promoted according to the 12-level system consisting of management
positions and professional positions assessed through evaluation, performance appraisal, competition, acting
and so forth. In 2021, 339 of our employees were promoted, accounting for 10% of the total. In the future, the
Company will seek improvements in employee evaluation and probation.

In terms of talent training, First Service insists on the ‘five talents’ strategy. A scientific talent training mechanism
was established to frain professionals according to the Company’s development strategy and business, which
will enhance its core competitiveness. Great emphasis is placed on employees’ fraining. In 2021, the Company
completed 13,241 offline fraining sessions with a total of 9,453.5 training hours and 5,046 participants. A total of
47,236 hours of online fraining sessions were held, involving 997 participants. The training covers safety
education, work standards, professional competence, general competence, management ability, etc., with
an aim to promote the growth of employees, empower the business, and improve the efficiency.

Percentage of

employees

trained to Average

Number of the total | training hours

employees | employees as completed

trained of the end of | per employee

Training for employees (person) the period (hour)
By gender

Male 3,050 96.4% 67.00

Female 1,996 98.8% 67.00

By rank
Leadership and management 627 98.1% 94.85
Backbone 4,419 97 .2% 59.76

28



First Service Holding Limited / Enviro ocial and Governance Report 2021

3. Attracting Talents a ing Forward with Them

The training programmes organised by the Company in 2021 include an elite lieutenants programme for
financial managers (M 4&IB1E L %), an elite lieutenants programme for early intervention engineers (BIEAT A
TI2ATHE L), an elite lieutenants programme for order maintenance managers (kF4EELLIRFE L), an elite
programme for market expansion (M5 HEREIR ) and an elite lieutenants programme for project managers
(18 B &CIBF5 £ &), with which it won wide acclaim from employees. Take the elite programme for market
expansion as an example, the Company has set up a market expansion team that urgently needs integration.
The market expansion centre and the human resources centre jointly launched a 4-day elite training
programme for employees in market expansion and leadership, which unified the team, strengthened the
study on the intelligent business’ culture, and at the same time effectively publicised and implemented the
Company’s market expansion work standard. It promoted market expansion in the second half of the year.

In 2021, the Company intfroduced the Green Technology Management Academy training cloud platform in
addition to special business fraining and sorted out its training course library. Employees can learn and improve
anytime and anywhere through the platform.

First Service will continuously perfect its training system in 2022 and establish the “starry sky” training system
relying on the intelligent business’ culture. It will launch 5 types of training camps and 3 types of talent training
programmes for management training and business training, with a view to improve business and
management capabilities and strengthen capabilities of middle- and low-level managers.
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3.3 Safeguarding the Health and Safety of Employees

First Service attaches great importance to the health and safety of employees. We strictly comply with the
relevant laws and regulations, including the Fire Protection Law of the People’s Republic of China and the Law
on Prevention and Treatment of Occupational Diseases of the PRC, based on which we take a series of
measures to ensure the health and safety of employees. Employees are required to undergo a medical
examination when joining the Company to ensure that they physically fit for the job. At the same fime, the
Company arranges an annual physical examination for employees who have been on the job for more than 1
year to check their health condition in time.

In terms of prevention of work-related injury, employees will receive fraining on operational safety and risk
points when joining the Company, and it will regularly conduct training and publicity on risk events. Work-
related injuries occurred to employees during the Reporting Period. After work-related injuries occurred, the
employees were treated as soon as possible. Meanwhile, the Company protected the legitimate rights and
interests of employees through work-related injury insurance and third-party liability insurance, and reduced ifs
losses.

High-temperature subsidies are given to employees and heatstroke prevention and cooling supplies are
distributed to them in summer. In winter, the Company provides thick and warm gear and shortens shifting time
for outdoor workers to their health and safety.

COVID-19 outbreaks have posed challenges to property management services since 2020. The Company laid
down a mature anfi-pandemic manual to guide employees to carry out anti-pandemic work while ensuring
their safety. In the meantime, the Company has established anti-pandemic teams in various regions and the
headquarters to regularly evaluate and correct anti-pandemic supplies and relevant work arrangements. No
incentives are set up amid the normalised prevention and control of COVID-19. In a special period of
pandemic prevention and control, special incentives are set up for teams.

In terms of pandemic prevention and control, the Company reminds all employees to protect themselves by
wearing masks, wearing protective equipment during on-site operations, and reducing social activities and
unnecessary gatherings. Employees at home or at work should ventilate the room frequently, wash their hands
regularly, and pay attention to personal hygiene. As provincial and municipal governments call on the public
not to leave unless necessary or to reduce out-of-province and out-of-city trips, regional companies reduce
their business travel plans depending on the situation.

During the Reporting Period, there were neither violations related to providing a safe working environment and

protecting employees from occupational hazards, nor work-related fatalities in the Company, but there were
522 lost days due to work injury. There were also no work-related deaths in 2020 and 2019.
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4.1 Controlling Emissions to Make Water Clear and Sky Blue

Confrolling pollutant emissions is a priority of First Service. The Company strictly complies with the relevant laws
and regulations, including the Law on the Prevention and Conftrol of Atmospheric Pollution of the People’s
Republic of China, the Law on the Prevention and Conftrol of Water Pollution of the People’s Republic of China
and the Law on the Prevention and Control of Environmental Pollution by Solid Wastes of the People’s Republic
of China, based on which it laid down a range of standards, including the Standard for Energy Management,
the Standard for Management of Hazardous Substances and Non-hazardous Substances, the Standard for
Water Cleaning and Maintenance, and the Standard for Professional Environmental Management Process
and Standardisation, in order to establish a sound emission and discharge management mechanism and
ensure the effective management of exhaust gas, wastewater and waste. In addition, the Company has
formulated and implemented standards, including PM4-HJ-01 Standard for Professional Environmental
Management Process and Standardisation and PM4-HJ-19 Standard for Management of Hazardous
Substances and Non-hazardous Substances, in order to better control pollutants.

The Company implements a three-level conftrol system for environmental management:

» Headquarters: Setting up an environmental management system, organising regional companies’
operation management department, providing fraining for persons in charge of environmental
management in regional companies’ service centres, conducting product innovation and R&D of green
tfechnologies, and reviewing the inspections in regions;

»  Regions: Organising the fraining and publicity of standardised systems according to the Company's
procedures, regularly supervising the implementation of the standards, and providing professional support
for each service centre;

»  Projects: Responsible for formulating professional environmental management service plans for service
cenftres (cleaning and greening), evaluating the performance of the confracts of subcontractors in
environmental management, formulating project environmental contingency plans and organising
fraining.

The Company continuously promotes the concept of energy conservation, consumption reduction and
environmental protection to reduce emissions from the source. Promoting the management of emissions and
discharges and waste and environmental protection is our long-term goal, with which we will finally realise a
circular economy and embark on the path of sustainable development.

The air emissions generated during the operation of the Company mainly come from natural gas combustion,
building heating and hot water heating. In addition, the air emissions are the exhaust gas emitted by company
cars and employees’ cars. A series of measures were taken to reduce air emissions and greenhouse gas
emissions: Gas-fired boilers have been upgraded for energy conservation to increase the utilisation rate of
resources and reduce air emissions. Employees are encouraged to take buses, subways and ofther green
means to go on a business trip and commute between their homes and places of work. Due to the absence
of procedures to collect data about use of petrol and natural gas, the Company did not calculate direct
greenhouse gas emissions in 2021. We will gradually establish relevant procedures and disclose data in the
coming years. In 2021, the indirect greenhouse gas emissions generated by the Company were 32,135.97
tonnes of carbon dioxide equivalents, with the intensity of 1.86 kg of CO, per square metre of properties under
management.
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We will lay down internal control standards that will be stricter than national and local standards in the future
according to our own situation. We will monitor pollutants by ourselves or entrust a qualified third party to
monitor the pollutants. Pollutants will be effectively monitored through online monitoring, internal monitoring,
external monitoring and other methods, with the aim to achieve effective monitoring and timely adjustment of
the level of pollution and prevent excessive discharge of pollutants.

The wastewater produced by the Company mainly includes domestic wastewater, septic tank effluent and
wastewater generated during equipment operation in equipment rooms. Our wastewater management
measures are mainly recycling design schemes about the treatment and collection of reclaimed water and
rainwater. In terms of wastewater treatment, the Company’s headquarters has conducted research on the
tfreatment of wastewater in MBR grease traps. The technology can effectively degrade the wastewater in
grease traps to make it colourless, tasteless and odourless. It can purify the wastewater, reduce the cleaning
of the grease traps, cut operating costs and reduce wastewater pollution. As a process to collect data about
wastewater discharge has yet been established in 2021, the Company will gradually improve the relevant
statistical process and disclose the data in the future.

In the future, we will continuously pay attention to wastewater discharge, improve wastewater utilisation
technology, and realise efficient recycling of wastewater.

With great importance attached to waste management, we compiled the Standard for Management of
Hazardous Substances and Non-Hazardous Substances to define the responsibilities during collection and
disposal, and guide projects under management to establish and improve criteria for the disposal of hazardous
substances. The hazardous substances generated by employees in offices and property owners in daily life will
be disposed of collectively, in order to reduce the negative environmental impact of waste as much as
possible.

The hazardous waste defined by the Company according to the National Catalogue of Hazardous Wastes is
the waste that causes direct or potential harm to human health or natural environment and should be
specially recovered and disposed of by qualified disposers. The hazardous waste generated by property
owners during property management includes used batteries, waste toner cartridges and ink cartridges, used
oil, used coolant, waste ink and paint, waste cleaning agents (including packaging containers), waste oll
resistant gloves (finger cots), waste oil rag, waste fluorescent lamp tubes, waste pen refills, waste hazardous
chemical containers, and waste drugs. The non-hazardous waste generated by property owners during
property management includes waste plastics, waste paper, waste wires, scrap metal and other substances
suitable for recycling and resource utilization, as well as construction waste, slag, vegetable and fruit waste
(vegetable roots, leaves, pericarp and seeds, etc.) and other non-recyclable wastes that need to be
transported and disposed of by qualified environmental sanitation departments. The hazardous waste
discharged by the Company during the year includes 1.33 tonnes of waste lamps. As a process to collect data
about discharges of other types of waste has yet been established, the Company did not make relevant
statistics. We will gradually improve the relevant process and disclose the data in the coming years.
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» The engineering department is responsible for the classification and collection
of waste lamps and building materials in service centres, and hands them over
to the environmental management department for disposal every day.

» Goods, materials, equipment, tools and other substances that are replaced
with new ones or scrapped by each department shall be recycled and
confrolled by the environmental management department. Each department
should make statistical records of classification and recycling, and hand them
over to cleaners of the environmental management department at any fime.

» The special substances in the warehouse shall be classified and recorded,
and shall be handed over to the environmental management department for

cleaning at any time.
Collection
» Other departments are responsible for the control and management of

waste generated in their respective areas. When cleaning buildings, the
environmental management department’s cleaners shall collect the classified
substances of each department and record the classification.

» The environmental management department shall dispose of, monitor and
manage all the waste in service centres. It is responsible for the provision and
management of facilities and equipment in public areas and material rooms.

» The environmental management department is also responsible for the
inspection of public areas and construction areas, as well as publicity and
guidance for tenants, so as to enhance their environmental awareness and
environmental protection awareness.

» All departments shall collect and store substances according fto their
properties. Incompatible substances that have not been safely disposed
of shall not be collected and stored together. The points where hazardous
substances are placed shall have functions, such as sun protection, rain
protection and loss prevention.

> All departments shall not dump or spill hazardous substances when
Hazardous fransporting them. Barbarous loading and unloading is strictly prohibited.

» The environmental management department shall, in accordance with the
relevant laws and regulations, entrust a unit with a “hazardous waste permit”
to dispose of hazardous substances. The information operations department
signs a contract with the entrusted unit to clarify the requirements and
responsibilities of waste disposal. Each handover of hazardous substances
should be recorded.

Disposal » Designated collection points: All departments strictly classify and store waste

in designated points according to the types of the substances produced. The
waste should be fransported to the waste fransfer station in fime and stored
in separate areas. All deparfments are responsible for the classification of the
fransported substances.

» Classification containers: Eye-catching distinguishing signs and usage
Non- instructions should be posted. Each collection point must place at least three
hazardous containers for different substances and ensure that substances are handed
over during the time when they are being received.

» Substance recovery efficiency: The environmental management department
disposes of waste substances regularly every day, and all departments
and cleaners jointly check whether waste is classified. The department that
generates the waste will be responsible for sorting if the waste is not classified
as required, otherwise it will not be received.
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» Goods, materials, equipment, tools and other substances that are replaced
with new ones or scrapped by each department shall be recycled and
controlled by the environmental management department. Each department
should make statistical records of classification and recycling, and hand them
over to cleaners of the environmental management department at any fime.

> The special substances in the warehouse shall be classified and recorded,
and shall be handed over to the environmental management department for
cleaning at any time.

Recycling

» Other departments are responsible for the contfrol and management of
waste generated in their respective areas. When cleaning buildings, the
environmental management department’s cleaners shall collect the classified
substances of each department and record the classification.

With effective waste management measures, the Company has achieved many results and won honours in
reducing hazardous waste or non-hazardous waste, for example:

»  First Service's Suzhou Megahall MOMA Service Centre, Suzhou Shishan MOMA Service Centre were
named “Three-star communities for waste classification in Suzhou”.

First Service's Suzhou Megahall MOMA and Suzhou Shishan MOMA
were named “Three-star communities for waste classification in Suzhou”.
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»  After receiving the notice of the selection of "“Beijing Domestic Waste Classification Demonstration
Community” (At RTAEERFEHERERE), Beijing Shunyi Yue MOMA Service Centre actively
communicated with the sub-district and was finally nominated by the sub-district o participate in the
evaluation of such demonstration community. After district-level evaluation, on-site verification and
municipal-level comprehensive evaluation, the results were reported to the Beijing municipal domestic
waste classification promotion headquarters for approval. Beijing Shunyi Yue MOMA was rated as a
Beijing Domestic Waste Classification Demonstration Community.

A B R 4
FRDE

Beijing Shunyi Yue MOMA was rated as a
Beijing Domestic Waste Classification Demonstration Community

»  Beijing Manting Qingyun Service Centfre was given an incentfive for waste classification by the
government in August 2021. Beijing Manting Qingyun Service Centre actively sorted kitchen waste as
required by the government. It gained recognition from the third housing management office,
neighborhood committee of Hongmin Village and Zhongguancun sub-district and won a pennant from a
waste classification inspection team.

In the future, we will pay more attention to management standards for the emission and discharge of
hazardous waste and provide more detailed guidance fo projects and workers in understanding and
management of hazardous waste. The Company’s headquarters will step up efforts on the formulation of
management standards for the emission and discharge of hazardous waste, and strengthen the training of
employees. In order to ensure that the disposal of waste will not pollute the environment and cause pollution,
the Company will plan zero inventory and shared warehouses for the waste emission and discharge in the
process of property management, so as to reduce the backlog and waste, enable the mutual use of second-
hand equipment to improve reutfilisation value, and achieve the purpose of generating less waste.

During the Reporting Period, the Company reported no violations of the laws and regulations on environmental
protection that have a significant impact on itself.
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4.2 Energy Conservation and Consumption Reduction, Greenness and Low Carbon

First Service actively promotes energy conservation and emission reduction, and follows the concept of green
development and greenness and low carbon. An effective energy management system has been established.
At the same time, the Company makes technological transformation for energy conservation to reduce
energy consumption and improve energy utilisation efficiency. The Company has formulated the Standard for
Energy Management, the Standard for Operation and Maintenance of Power Supply and Distribution System,
the Standard for Operation and Maintenance of Heating, Ventilation and Air Conditioning System, the
Standard for Operatfion and Maintenance of Water Supply and Drainage System, the Standard for Lighting
Management in Communal Areas, the Standard for Operation of Ceiling System and the Standard for
Commissioning and Acceptance of Energy system to institutionalise energy management and raise
employees’ awareness of energy conservation and consumption reduction.

The main energy and resources consumed during the operation of First Service include electricity, gasoline,
natural gas and water. Gasoline is mainly consumed by company cars, natural gas is mainly used for heating
individual projects and canteens in office buildings, and electricity is used in the Company’s office work,
equipment operation and so on. Due to the absence of procedures to collect data about use of petrol and
natural gas, the Company did not collect data about consumption of petrol and natural gas in 2021. We will
gradually establish relevant procedures and disclose data in the coming years. The water consumed by the
Company is all from the municipal water supply network, with no issue in sourcing water. No packaging
materials are involved in the operation of the Company.

The Company’s electricity consumption

Electricity consumption (kWh) 52,673,276.96

Electricity consumption intensity (kWh/sqg. m. of properties under management) 3.05

The Company’s water consumption

Water consumption (cubic metre) 1,144,856.16

Water consumption intensity (cubic metre/sg. m. of properties under management) 0.066

First Service seeks to achieve a more efficient energy use and green and low-carbon development that saves
energy and reduces emissions. The Company actively responds to the government’s pledge to accelerate the
green and low-carbon development made for the 14th Five-Year Plan, in a bid to contribute to carbon neutrality
and peak carbon dioxide emissions. We set a target of more than 90% energy efficiency for electricity and
natural gas in the Year. We require projects to prioritise the use of energy-saving construction equipment and
tools, reasonably use the natural conditions in the constfruction site for lighting and ventfilation, and prioritise the
use of natural resources, in a bid fo achieve the target. In the office areas, we adjusted the temperature of air
conditioners depending on the weather, turned off air conditioners in time when no one was present, and closed
the doors and windows when air conditioners were working. In non-working hours, on weekends and during
holidays, security guards patrolled the office areas every hour to ensure that lights and air conditioners were
turned off in unmanned areas. Only one elevator worked in non-working hours. In the meantime, we set a target
of saving energy by 2% year on year. Dynamic management was conducted on electricity and gas
consumption on a monthly basis, and monthly energy consumption data were evaluated. Energy consumption
data were compared month on month and year on year and were analysed to find out the reason for changes
in data. We effectively controlled the growth in energy consumption and conducted in-depth analysis of a
decline in energy consumption to gain experience. For projects equipped with equipment to meet cooling and
heating needs, the headquarters will test the operating state of the system equipment in the cooling season and
heating season, froubleshoot the operating problems in fime, and improve the operating efficiency to reduce
unnecessary energy consumption. The Company's goal in energy and water management is to improve the
efficient ufilisation of energy and water resources, and to maximise the environmental and economic benefits of
energy and water resources under the premise of satisfying business activifies.
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Case: Replacement of lamps in underground garage of Phase | of Xiantao Man Ting Chun

MOMA *Modern City

A total of 500 18W fluorescent lamps with T8 electronic ballasts in the underground garage of Phase | of
Xiantao Man Ting Chun MOMA ¢ Modern City were replaced with 1.2m/T8 QOjing voice-activated lamps (LTU-
CB41EA-220V8W) that are infelligent LED lamps, in a bid to improve illumination and save energy. The 500
lamps cost RMB40,000, which will be maintained, replaced or repaired by designated staff within 5 years. This
project can save RMB22,982.40 in electricity bills per year.

First Service values water resources management and adopfts corresponding measures to save water, such as:

» lIrrigation water: Seedings were watered reasonably based on the precipitation situation in different
regions, different seedling growth habits in different locations, replanting and split planting arrangement,
and soil moisture.

»  Cleaning water: Water facilities and/or stone-paved roads are cleaned with high-pressure water guns
and single disc floor cleaners as well as big scrubbing brushes. Direct flushing with water pipes is strictly
prohibited.

> Under the condition that residential environment is not affected, the cleaning frequency of water facilities
can be appropriately reduced and water from such facilities can be used as irrigation water.

»  Scientific metrology and water-saving devices: Water meters should be installed in communal areas as
soon as possible fo make effective measurement. Sprinklers must be installed in water outlets. Direct
watering with water pipes is strictly prohibited. According to the terrain and the distribution of green plofs,
mobile brackets with impact-drive sprinklers, ground-inserted micro-sprayers and micro-spraying hoses
should be reasonably installed to ensure that the coverage of effective energy-efficient sprinkler irrigation
is not less than 60% of the green area.

We infend fo take technical measures, such as energy conservation measures for elevator operation,
infroduction of energy storage devices, and purchase of green energy, for projects under management on a
frial basis in 2022. In the meantime, we stress the importance of energy conservation and consumption
reduction, and guide employees and customers to actively participate in energy conservation and
consumption reduction activities to raise the awareness of energy conservation and consumption reduction,
and fundamentally strengthen energy conservation capabilities.
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4.3 Natural Resources, Impact Reduction

As the nature of First Service’s business is property management, its business activities do not involve high
consumption of natural resources or have significant impact on the environment. The Company is well aware
of the possible impact of its day-to-day business operations on the environment and implements three-level
control (headquarters, regions and projects).

»  Headquarters: Formulating, improving and opfimising the environmental management system, arranging
regional companies fo promote the implementation of the standard system, conducting monthly
evaluation on the implementation, overseeing contract performance every six months, and completing
the rectification for discovered problems every year.

» Regional companies: Monitoring and managing confract performance for projects every month
according to the Company’s processes and standards, organising regular training on the environmental
management of projects to correct errors, drawing up rectification plans and overseeing the completion
of rectification.

»  Projects:
1. Responsible for the specific implementation of environmental management in service centres;

2.  Responsible for the supervision and evaluation of the environmental management of each
subconfractor;

3. Responsible for formulating environmental emergency response plans according fo the
characteristics of projects, and organising training and implementation.

The Company carries out and manages work by clarifying corresponding responsibilities for different levels,
and pays more attention to and takes more actions to solve environmental problems. We will step up efforts to
improve our environmental management system and comply with all applicable environmental laws and
regulations, hoping to contribute fo the common environmental protection cause of mankind.

4.4 Active Response to Climate Change

The Company has been paying attention to the opportunities and challenges brought by sustainable
development and climate change, as well as the latest development policies of green buildings and healthy
buildings. With the full popularisation of green buildings, the Company will confinuously improve the system of
basic-level green building fechnologies and study the implementation path of high-star green building
technologies in the future. In response to the challenge of carbon neutrality, we actively undertake the
corporate social responsibilities for addressing climate change, take effective measures to address the
challenges brought about by climate change, and seize the historical opportunity of developing a low-carbon
economy, hoping fo occupy the strategic commanding heights of future competition among enterprises and
achieve our own sustainable development. In terms of the management of green buildings, we will rely on our
self-developed Al operation cloud platform and unattended system, and make use of the Internet of Things,
big data and arfificial intelligence technology to realize the "digitalised” and “intelligent” energy
management in the projects under management, so as to significantly improve the management level and
energy saving potfenfial. As far as energy conservation and carbon reduction are concerned, continuous
efforts will be made to develop a ground-source heat pump system to achieve interseasonal energy storage
for the air conditioning system of buildings, in a bid fo significantly reduce the use of fossil energy in energy
consumption of the air conditioning system. Meanwhile, the research and development on AIRDINO No. 3 net-
zero-energy prefabricated building system will continue, and we will publicise healthy buildings and healthy
communities based on concepts and standards of healthy buildings.
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First Service resolutely cracks down on all forms of corruption and actively fosters a culture of integrity. The
Company strictly complies with the relevant laws and regulations, including the Criminal Law of the People’s
Republic of China and the Anti-unfair Competition Law of the People’s Republic of China, and constantly
improves its anfi-corruption management mechanisms and systems. The Standard for Supervision and Audit
formulated by the Company has come into force. The audit centre supervises all employees practising the
intelligent business’ culfure in accordance with relevant national laws and regulations, the intelligent business’
culture, and operating standards. At the corporate management level, the Company clarifies “four stages”
and “five don’ts” principle in its manual of intelligent business’s culture. It makes clear internal work and
responsibilities related to anti-corruption and antfi-money laundering, and enhances employees’ awareness of
antfi-corruption. At the supplier management level, the Company signs integrity pledges before initiating
tenders, clarifying the red lines that are forbidden to touch and investigating legal liabilities.

* Preventing problems: Publicise the culture of | « Do not abuse positions: Do not be self-seeking,
integrity, establish anti-fraud standards (audit and do not encroach on the interests of the state,
process and accountability measures), and carry the Company or customers
out reporting policies (whistleblower protection
and incentive measures); e Do not go to wrong parties: Do not go to parties

held by suppliers

e Finding out problems: Maintain complaint

channels and receive reports; collect clues during
routine audits and proactively detect fraud
incidents;

e Solving problems: Conduct anti-fraud audits

according fo corporate culture and standards
and cooperate with judicial organs;

Integrity fraining: Auditors will update the training
system with cases that arise, integrity training.

Do not be greedy for illegal money: Do not
embezzle money, and do not exfort or accept
bribes

Do not receive gifts presented with purposes: No
gifts, treats, kickbacks, etc.

Do not be crazy to seek selfish desires: Do not
allow or drop a hint to a designated partner to
pay or reimburse any expenses for yourself or your
relatives
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First Service has set up multiple channels for receiving anti-corruption reports and strictly protects the privacy of
whistleblowers. Whistleblowers can report suspected corruption incidents through a hotline, emails, letters,
official WeChat accounts and other channels. Whistleblowers can report directly to the audit centre, or report
fraud directly to the President’s office. After receiving a report, the audit centre is responsible for evaluating
information and clues about fraud, preparing a supervision and audit plan, and submitting it to the Audit
Committee for review. Following the approval, a special audit team will be established to conduct
investigations. After supervision and audit, the audit centre puts forward handling suggestions based on the
audit results, and prepares the Supervision and Audit Report of First Service that will be submitted to the Audit
Committee for review. The audit centre organises and coordinates the work with the functional centre,
regional companies and projects according to the instructions on the results of the Supervision and Audit
Report, and takes actions based on the audit results. For real-name reports, the Company will give the
whistleblower a clear reply. The Company has clear confidentiality criteria for auditors and no-fault reporting
criteria for whistleblowers, so as to strictly protect the privacy of whistleblowers. According to the confidentiality
criteria for auditors, any external unit or individual is strictly prohibited from accessing the personal information
of the whistleblower and the person being reported, report content and other sensitive information. In
principle, the acceptor shall maintain one-to-one communication with the whistleblower. The report content
shall only be informed to the superior. The investigation plan shall be designed to protect the whistleblower to
the maximum extent. The investigation will be terminated automatically if the information of the whistleblower
may be leaked. As stipulated in the no-fault reporting criteria for whistleblowers, regardless of whether the
findings of the investigation are true or not, the whistleblower shall not be given administrative sanctions or
financial penalties, nor shall the whistleblower be deprived of the rights for purchasing, cooperation, award
evaluation, promotion, incentives, etc., nor shall he/she be retaliated against.

First Service will advance the fight against corruption in the future. The Company will focus on checking
whether employees have touched red lines that violate laws and regulations, continuously oversee on the
integrity and self-discipline of its employees, and provide audit supervision and services for the internal
management and business development of the Group. Moreover, the Company will strengthen the publicity
of corporate culture of integrity, update fraud cases and courseware to set up a case library and a perfect
tfraining system, and carry out anti-fraud tfraining in each project. Anti-fraud training sessions will be organised
for the Directors and employees on a regular basis. Efforts will be made to publicise anti-fraud red lines,
corporate culture of infegrity and the bottom lines in jobs, and fo hold professional training activities on culture
of integrity, internal risk management and so forth at all levels of the Company. Actions will be taken to
increase audit methods for anti-fraud and exchange experience and cooperate with other leading listed
companies in the Enterprise Anti-Fraud Alliance. An audit monitoring system will be established on the basis of
the optimisation of an information-based financial system, in a bid fo prevent risks. This is a move to conduct
information-based audits.

During the Reporting Period, there were no violations that had a significant impact on the Company, and no
corruption or embezzlement incidents occurred.
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Since its establishment in 1999, First Service has been committed to giving back to the society and fulfilling its
social responsibilities. Upholding the philosophy of “Technological Living, Homelike Service”, we spare no effort
to integrate our quality services into the community and hope to promote more advanced service concepts
to public welfare. In 2021, we strove to improve the property management service level and enrich the service
content. Moreover, we actively participated in social welfare projects. We recognise that there is a long way
to go on the road to public welfare. We will make unswerving efforts to light up hope with public welfare and
hold public welfare activities annually. Efforts will be stepped up to explore new forms and new goals.

First Service launched a campaign themed on “Quiet life in exam preparation season”. It informed customers
with students of communities’ noise control measures during the exam preparation period via WeChat or
phone calls and understood whether customers had special needs during this period. The private manager
would sort out the reasonable needs and coordinate with relevant departments to satisfy the needs, and
improve the customer information ledger. The Company posted warm reminders offline and arranged private
managers to push warm reminders and posters online, in order to advocate a quiet life during the exam
preparation period.

First Service initiated the Green Mobile Home programme in March 2021, in order to decorate green homes
and enhance neighborhood relationships. The ‘Love My Home' Campaign — Green Mobile Home programme
kicked off on the Chinese Arbor Day. Service centres warmed up for the event and invited property owners as
volunteers. On the day of the event, a backboard was erected and banners were hung. Volunteers left the
declaration of love and signature on the backboard and took photos as a souvenir. Volunteers participated in
theme activities such as watering trees and planting flowers in the event.

First Service took part in the MOMA Box Adventure campaign and activities about donations of funds and
supplies, cool summer and charitable sale.

We organised a photography competition themed on the Mid-Autumn Festival in September 2021. The private
manager from a service centre in a region pushed in a WeChat group of property owners and invited them to
sign up for the competition. Keeping an eye on the competition entries, the Company communicated with
regional companies in a timely manner and assigned the private manager to make offline invitations. Focus
was placed on data on the second day of voting. Regions and service centres mobilised property owners to
vote, and the top 10 photographs in the country were the winning works.

In addition, First Service held a Christmas carnival. Before Christmas, the private manager of each building
invited interested property owners to partficipate in the hand making of DIY Christmas decorations by phone
calls, text messages, etc. Employees of service centres used the finished works as Christmas decorations.
Service cenftres purchased apples on the green select platform. On Christmas Eve, employees presented
apples to property owners through door-to-door visits, main enfrances and exits, etc. Employees of service
cenfres dressed in Santa Claus costumes distributed candies to children at the main entrances and exits or the
front desk of service centres, and posed for photos.

First Service actively participated in public welfare undertakings and achieved good social responses. The
Group made charitable donations of RMB40,000 during the year ended 31 December 2021. In the future, we
will keep devoting ourselves to public welfare undertakings, pay attention to social needs and fulfill social
responsibilities.
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Since 2019, First Service has been participating in the
“Unmanned freezers pass on love" charity activity, paying
fribute to workers who work on the street under the scorching
sun every day.

First Service took part in the charity activity themed on
“Studying Party’s history, practising personally, demonstrating
responsibilities” in 2021 and went to schools to donate
schoolbags, stationery, sporting goods and other supplies to
students.
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APPENDIX

The Stock Exchange’s Environmental, Social and Governance Reporting Guide Content Index

Environment, Society and Governance Reporting Guide

Subject Area A. Environmental

Aspect Al: Emissions

General Disclosure
Information on:
(a) the policies; and

Report Content

4.1 Controlling Emissions to

Al (b) compliance with relevant laws and regulations that have a Make Water Clear and Sky
significant impact on the issuer relating to air and greenhouse Blue
gas emissions, discharges intfo water and land, and generation
of hazardous and non-hazardous waste.
Al.l The types of emissions and respective emissions data. Explained
Direct (Scope 1) and energy indirect (Scope 2) greenhouse gas 4.1 Controlling Emissions to
Al.2 emissions (in tonnes) and, where appropriate, intensity (e.g. per unit Make Water Clear and Sky
of production volume, per facility). Blue
Al3 To’rol hozordous wosjre produceq (in fonnes) and, whfare appropriate, Explained
intensity (e.g. per unit of production volume, per facility).
Total non-hazardous waste produced (in tonnes) and, where .
Al.4 . . . . . - Explained
appropriate, intensity (e.g. per unit of production volume, per facility).
4.1 Controlling Emissions fo
Al.5 Description of emission target(s) set and steps taken to achieve them. | Make Water Clear and Sky
Blue
Description of how hazardous and non-hazardous wastes are 4.1 Controlling Emissions to
Al.6 handled, and a description of reduction target(s) set and steps taken | Make Water Clear and Sky

to achieve them.

Aspect A2: Use of Resources

General Disclosure

Blue

4.2 Energy Conservation
and Consumption

A2 Policies on the efficient use of resources, including energy, water and .
. Reduction, Greenness and
other raw materials.
Low Carbon
Direct and/or indirect energy consumption by type (e.g. electricity, 4.2 Energy Con;ervohon
. - ) . . and Consumption
A2.1 gas or oil) in total (kWh in '000s) and intensity (e.g. per unit of .
roduction volume, per facility) eteliel CicCiarselie
P P vl Low Carbon
4.2 Energy Conservation
AD D Water consumption in total and intensity (e.g. per unit of production | and Consumpfion

volume, per facility).

Reduction, Greenness and
Low Carbon
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Environment, Society and Governance Reporting Guide

Description of energy use efficiency target(s) set and steps taken to
achieve them.

Report Content

4.2 Energy Conservation
and Consumption
Reduction, Greenness and
Low Carbon

Description of whether there is any issue in sourcing water that is fit for
purpose, water efficiency target(s) set and steps taken to achieve
them.

4.2 Energy Conservation
and Consumption
Reduction, Greenness and
Low Carbon

Total packaging material used for finished products (in tonnes) and, if
applicable, with reference to per unit produced.

Aspect A3: The Environment and Natural Resources

General Disclosure
Policies on minimising the issuer's significant impacts on the
environment and natural resources.

Not Applicable

4.3 Natural Resources,
Impact Reduction

A4

Description of the significant impacts of activities on the environment
and natural resources and the actions taken to manage them.

Aspect A4: Climate Change

General Disclosure
Policies on identification and mitigation of significant climate-related
issues which have impacted, and those which may impact, the issuer.

4.3 Natural Resources,
Impact Reduction

4.4 Active Response o
Climate Change

Description of the significant climate-related issues which have
impacted, and those which may impact, the issuer, and the actions
taken to manage them.

Subject Area B. Social

Employment and Labour Practices

4.4 Active Response o
Climate Change

Aspect B1: Employment

General Disclosure
Information on:
(a) the policies; and
(b) compliance with relevant laws and regulations that have a 331 el lldu sl ui Clel
B1 . . . . . Rights and Interests
significant impact on the issuer relating to compensation and .
N . . . . Protection
dismissal, recruitment and promotion, working hours, rest periods,
equal opportunity, diversity, anti-discrimination, and other
benefits and welfare.
Total workforce by gender, employment type (for example, full- or 321 e jliel Eileloyiusins el
Bl art-time), age group and geographical region elielueilialiichiE
P - age group geograp gion. Protection
B] 2 rE:;%cr)]yee turnover rate by gender, age group and geographical e
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Aspect B2: Health and Safety

General Disclosure
Information on:

(a) the policies; and 3.3 Safeguarding the
B2 (o) compliance with relevant laws and regulations that have a Health and Safety of
significant impact on the issuer relating fo providing a safe Employees

working environment and protecting employees from
occupational hazards.

Number and rate of work-related fatalities occurred in each of the S SEIEEUEIEg i
B2.1 - . . Health and Safety of
past three years including the reporting year.

Employees
3.3 Safeguarding the
B2.2 Lost days due to work injury. Health and Safety of
Employees
Description of occupational health and safety measures adopted, S SEIEEUEIEE i
B2.3 . A Health and Safety of
and how they are implemented and monitored.
Employees
Aspect B3: Development and Training
General Disclosure 3.2 Development and
B3 Policies on improving employees' knowledge and skills for discharging | Promotion for Employee
duties at work. Description of fraining activities. Growth
The percentage of employees trained by gender and employee 2 Dev.elopmen‘r el
B3.1 . . Promotion for Employee
category (e.g. senior management, middle management).
Growth
. 3.2 Development and
B3.2 The average fraining hours completed per employee by gender and Fromofion for Employes

employee category. Growth

Aspect B4: Labour Standards

General Disclosure

Information on:

B4 (a) the policies; and

(b) compliance with relevant laws and regulations that have a
significant impact on the issuer relating to preventing child and
forced labour.

3.1 Equal Employment and
Rights and Interests
Protection

- ) . . 1 E | Empl t
Description of measures to review employment practices to avoid Sl Zeprel EnRlepihi e

B4l child and forced labour. Rights gnd Inferests
Protection
- . . 3.1 Equal Employment and
B4 Description of steps taken to eliminate such practices when Rights and Inferests

discovered. Protection
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Operating Practices

Report Content

Aspect B5: Supply Chain Management

BS

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

2.4 Green Procurement,
Harmony and Win-win

BS.1

Number of suppliers by geographical region.

2.4 Green Procurement,
Harmony and Win-win

BS5.2

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

2.4 Green Procurement,
Harmony and Win-win

BS5.3

Description of practices used to identify environmental and social
risks along the supply chain, and how they are implemented and
monitored.

2.4 Green Procurement,
Harmony and Win-win

B5.4

B6

Description of practices used to promote environmentally preferable
products and services when selecting suppliers, and how they are
implemented and monitored.

General Disclosure

Information on:

(a) the policies; and

(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.

2.4 Green Procurement,
Harmony and Win-win

Aspect Bé: Product Responsibility

2. Homelike Service,
Harmony and Win-win

Bé.1

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

Not Applicable

B6.2

Number of products and service related complaints received and
how they are dealt with.

2.2 Listening Aftentively
and Solving Problems

B6.3

Description of practices relating to observing and protecting
intellectual property rights.

1.2 Technological
Innovation, Healthy Living

B6.4

Description of quality assurance process and recall procedures.

2.1 Quality Concept,
Homelike Service

B6.5

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

2.2 Listening Aftentively
and Solving Problems
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Aspect B7: Anti-corruption

General Disclosure

Information on:

B7 (a) the policies; and 5. Compliance Operation,

(b) compliance with relevant laws and regulations that have a Honesty and Integrity
significant impact on the issuer relating to bribery, extortion,
fraud and money laundering.

Number of concluded legal cases regarding corrupt practices
B7.1 brought against the issuer or its employees during the Reporting
Period and the outcomes of the cases.

5. Compliance Operation,
Honesty and Integrity

Description of preventive measures and whistle-blowing procedures, | 5. Compliance Operation,

2 and how they are implemented and monitored. Honesty and Integrity

5. Compliance Operation,

B7.3 Description of anti-corruption training provided to directors and staff. e

Community

Aspect B8: Community Investment

General Disclosure

Policies on community engagement to understand the needs of the e, ST TG

B8 o . . o Community and Giving
communities where the issuer operates and fo ensure its activities .
. . . e back to Society
take into consideration the communities' interests.
S . . . ring for th
Focus areas of contribution (e.g. education, environmental concerns, 6. Caring . orthe ..
B8.1 Community and Giving

labour needs, health, culfure, sport). backioSeciety

6. Caring for the
B8.2 Resources confributed (e.g. money or time) fo the focus area. Community and Giving
back to Society
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