ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT

ABOUT THE ESG REPORT
Information about the Report

This report is the third Environmental, Social and Governance ("ESG") report
issued by the Company to systematically demonstrate our management
measures and practices in the aspects of product responsibility, employee

care, community investment and environmental protection in 2020.

This report is published on eco-friendly paper.

Reporting scope

The ESG Report covers the principal business of the Company. Unless
otherwise stated, the key performance indicators ("KP1") for the
environmental aspects in the Report are applicable to the main office
locations of the Company in Suzhou, Hefei and Beijing; the KPI for social
aspects in the Report are applicable to the Company, its subsidiaries and
consolidated affiliated entities. Compared with the 2079 ESG Report covered
in the 20719 Annual Report and published on April 27, 2020, there is no
significant adjustment to the scope of the Report. The reporting period is
from January 1, 2020 to December 31, 2020 (the “Reporting Period”), and

some of the content is not within the period.

References

The Report complies with the Environmental, Social and Governance
Reporting Guide (the "ESG Reporting Guide") in Appendix 27 to the Rules
Governing the Listing of Securities on The Stock Exchange of Hong Kong
Limited issued by The Stock Exchange of Hong Kong.

Reporting principles

“Materiality”: The Report Communication with stakeholders and materiality
assessment are engaged in the preparing process of the ESG report to

determine key ESG topics.

“Quantitative”: The Report adopts quantitative data to present the KPIs of the
environmental and social aspects, with a narrative to illustrate its purpose
and impacts. We also provide comparative data on the environmental KPIs in

the Report.

“Balance”: This ESG report follows the principle of Balance and provides an

unbiased picture of our ESG performance.

“Consistency”: Methodologies used in the Report for statistics and KPI

disclosures are consistent with those used in the 2079 £SG report.
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HONORS ACHIEVED

Awards

RIFEM

Unit with 5A Credit Rating of Labour Security
TABSBREEREFREM

Top 100 Innovative Private Enterprises of Jiangsu Province

TERR & EAIFT10058

2020 The Reputation List of China Listed Companies Award
2020 B TR A QRS

2020 CSR Competitiveness — Corporate Social Responsibility
China" Excellence in Poverty Alleviation of the Year Award
[2020 CSREF N —FECENSEE IBEFEHREHEHRE

2020 Top 100 Internet Enterprises of China

2020 FHEEMESRA BN AREERE

"1 4+ 2 + X" Precision Tourism Poverty-Relief Program (Network

Poverty Alleviation Case), won the Honor Award of Jiangsu

Province Network Poverty Alleviation Excellent Cases, “Two sides
of Suzhou and Tongren Show", Suzhou-Tongren Hand-in-Hand

Aid Cooperation Project (Network Poverty Alleviation Case), won

2020 Jiangsu Province Network Poverty Alleviation Excellent
Case, and 2020 Ten Major Cases of National Network Poverty

Alleviation
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Awarded by
A

Suzhou Industrial Park (SIP) Social & Labour Security Bureau

BN IEEELEMNEBRER
Jiangsu Federation of Industry and Commerce/Jiangsu Institute of
Science and Technology Development Strategy

THETREBAE  IHANBRIERBEEH TR

National Business Daily
B HEBETH

2020 China Corporate Social Responsibility Summit

20200F ¥ e E T EHRE

0}

Comprehensive Strength Research Report of China Internet
Enterprises (2020) Press Conference & Summit Forum of Top 100
Enterprises

TREERECEGESENARBRECNEMSETREESE

i

2020 The 8th Jiangsu Internet Conference Digital Village Summit

[+2+X IFEIR IR B R B MERERIIRBTHEBERE 2020(F @) IHEBBASHRFEN T ERE

BAROIKEBE - [FFRINEshow |— &M - ACH OB KRS
1ETH B AR R B R DI R E2020 F T HE R BB AED
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Awards

RIEEHE

Industry Award of the Year

FRITEAR

Most Growing Technological Listed Company Award

RAKEREE LT AR SR

TTG China Travel Award--Selected Travel Tech

o B 32 K BB M R

Best New Economy Company

REFEERT

Best Culture and Travel Public Group
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Awarded by
THEHE

The 5th Boao Tourism Communication Forum
FhEEEREEERE

The Reputation List of China Listed Companies Award Ceremony
2020
20207 B T m) M AR R 2R 4

2020 Smart Tourism Industry Summit & China Tourism Award

Ceremony
20208 BRI E X = 18 iR 18 B rh B ki A HR08 2

i

The 5th “Gold Hong Kong Stocks Annual Awards Ceremony”
SNE [ &R FE 8 2248 |

The 5th CTCAS Pioneer Awards Ceremony

BEXIR Fi& = ERETBRXKRKEEBFEE S fEEE]

Most Influential Employer haitou.cc

SEFENEE fEEoai

Most Talent-appreciated Employer zhipin.com

BEATEE BossH HE

ESG GOVERNANCE ESGRIE

“Becoming the Most Trustworthy Travel Platform” is the developmental [KARKESBEENKITTIAIREAARIERD
vision of the Company, and also the goal and driving force for our pursuit FER - MERRMERAIFELERNBZ KRS
of sustainable development. We are committed to creating value for N RRABORZEN B/ FEIEEE -
all stakeholders, establishing a rigorous supplier selection mechanism, BYBROEERTRES  2EREARPR
improving overall customer service quality, providing employees with BEE REIRERIOIIESH - WER
favourable workplaces, and giving back to the society in a positive way. ElEEHtE o
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(1) ESG management framework

The Company has established an ESG management framework

consisting of the Board of Directors, senior management and a working

group:

® The Board of Directors is responsible for preparing ESG
management principles and policies, monitoring ESG issues, and
evaluating, prioritising and managing key ESG matters. Besides, it
is fully responsible for the Company’s ESG strategies and reporting,
and regularly reviews relevant issues and approves annual ESG
reports. At the meeting of the Board of Directors in March 2021,
the members of the Board of Directors were briefed by senior
management on ESG-related matters during the Reporting Period.
They reviewed the Company's ESG performance and relevant
disclosures in the ESG report, and discussed the ESG management

plan in future year.

® Senior management is responsible for assessing and determining
the risks and opportunities related to ESG issues, ensuring that an
appropriate and effective ESG risk management system is in place,
reporting the ESG-based risks and opportunities to the Board of
Directors, and providing confirmation as to whether such ESG

system is effective;

® The ESG working group, composed of personnel from the
Company’s major departments, is responsible for implementing
the Company's ESG management policies, conducting ESG
management, and reporting the progress of ESG work to senior

management.
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The main stakeholders of the Company include shareholders and

investors, regulators, media and non-government organisations

("NGOs"), cooperation partners, users, employees and communities. We

put an emphasis on communication with stakeholders and have multiple

effective channels to understand their anticipations and demands on our

ESG performance, which serve as significant references for us to develop

ESG strategies.

Stakeholders
F=EBA

Shareholders & Investors

REREREE

Regulatory authorities

Media and NGOs

RERFEBRFAS

Demands

B

Return on investment
Information disclosure

Operational compliance

BB [
EEBE

BREE

Operational compliance
Tax compliance

Social contributions
RS

BRI

BRitE

Promotion of industry development
Publicity compliance

Delivery of brand value

HBITEER
REGHREME
EREmiEEE
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Communication methods

BESR

Annual reports, financial statements and
announcements

Investor briefings

Company website

Meetings, roadshows and investor summits

Fil - HBMRMAE

REEBR

NGIEER

BE BERKREEES

Direct communication
Business forums

Seminars and conferences
HERED

R

remsrnes

Social media

Official website

Press conferences
Meeting communication
MRS

B Ak

MEEhE

SRAR
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Stakeholders
F=EBA

Cooperation partners

BERH

Users

RE

Employees

Communities

#HE

s

B/a¥
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Demands

R

Fairness and justice

Win-win cooperation

Personal privacy protection
Service quality guarantee

Perfect travel experience

REEABR
RERBEE
LRI

Protection of employees’ rights and interests
Occupational health and safety
Improvement of employee benefits

Equal opportunities and diversity
RIE 8 T

BERERLZD

HEBTREA

FEgERETL

Active participation in public welfare

Promotion of positive energy
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Communication methods

BELR

Business communication
Regular meetings

Field visits

Evaluation and assessment
EER

TEHEH®

B ER

BREYSEL

Application ("APP") and official website

Service hotline

Customer satisfaction survey
Social media

FEREF (TAPP]) - B 75 M1k
AR

BEmERE

RS

HR Generalist of business groups
Labour Union

Internal meetings

Performance assessments
FEHRE
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Company website
Mass media
Social media
NSIEER
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The Company has engaged a third-party specialist to perform materiality
assessment so as to determine each ESG topic's materiality to the
Company'’s business development and stakeholders. The result of
such assessment serves as an important reference to develop ESG
management strategies and prepare ESG reports. During the Reporting
Period, we interviewed and reviewed on various ESG topics, reassessed

the importance of relevant topics and reconfirmed their impacts.

Step 1 Identify ESG topics

According to the £SG Reporting Guide and considering actual business
and industrial characteristics, the Company has re-examined 15 ESG
topics identified and confirmed that they have covered our ESG practices

during the Reporting Period;

Step 2 Determine the materiality

The Company assesses and adjusts the topics from the aspects of
“materiality to Tongcheng-Elong” and “impact on stakeholders” through
internal interviews and discussions and seeking external opinions, and

generates materiality assessment matrix based on the survey result;

Step 3 Verify assessment results

The Company’s senior management and ESG working group review and
confirm the assessment results. Based on the assessment results, the
Company has identified 5 topics that are extremely important to the
Company, that is, protecting users' privacy, protecting users’ security,
operating in a credible and compliant manner, providing quality service
and safeguarding network security. In this report, we will respond to
those material issues in the corresponding chapters so as to meet the

concerns of various stakeholders.
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FEER
Very
important

HRISERS W ERE
Impact on stakeholders

5= HERERNERER
Materiality to Tongcheng-Elong
Important
FREE
S A B Very
Economic Social Environmental important

Working together to fight the pandemic

People across the whole country were worried about the outbreak of
COVID-19 in early 2020. In order to defeat the pandemic, Tongcheng-Elong
also actively responded to the appeal and entered a “state of war” in the
first place. We believe that “If you are kind to others, then you will receive an
equal treatment in return”, and have adopted a series of measures to provide

any help we could for every stakeholder.

For users: thoroughly protect benefits and support reassuring
Jjourney

Since the outbreak of the pandemic, we have been implementing a variety of
safeguards for the purpose of defeating the virus from January 21, 2020 and
working with all sectors of the community in response to the “Cold Winter” of
the travel market due to the pandemic, ensuring the travel safety of our users.
To minimise the loss by users due to the pandemic, we have implemented
COVID-19 cancellation and alteration safeguards covering all platforms’
products, promptly developed and launched self-service cancellation
function, launched emergency fund worth hundreds of millions and made
every effort to protect the benefits and interests of users through measures
such as the validity extension of membership tier status and duration. At the
same time, to ensure users’ travel demands during the pandemic, we have
launched the “Guard your way home" protection service, aiming to provide a

practical guarantee for the travelers amid the pandemic.
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AR
Safeguard intellectual property
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Provide quality service
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Operate in a credible and compliant manner
REEF R
Protect customers’ privacy
REARRE
Safeguard network security
R ETRBHST
Prohibit child labour and forced labour
SRETERE
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Social  REETRE
Protect staff's health
fREEE TR
Protect staff's rights and interests
fREMERR
Promote career development
HEARTED
Charity activities
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Environmental g5 5

Save resources
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After the pandemic was effectively controlled, students from colleges and
universities across the country begun the delayed “back-to-school season”.
In order to help students return to school smoothly, we have set up a special
ticketing channel for students. All they need to do is to complete the online
registration, through which they can enjoy the exclusive discounts. Taking
into account the low occupancy during the COVID-19, we have co-operated
with airlines to launch the “Safe Riding” service with multiple seats for one
person. We also provide users with anti-pandemic kits and free “safety
insurance” to ensure that passengers enjoy a comfortable seating space and

reduce the risk of infection.

In order to ensure the safety of users during the post-pandemic period, we
have launched an initiative called “Safe Room”, for which, we have selected
eligible hotels based on the following major criteria: daily comprehensive
disinfection, employee health monitoring, convenient cancellation guarantee,
less-contact services, etc. We also live streamed the disinfection process and
showcased the pandemic prevention measures on short video platforms to
alleviate users’ safety concerns. More than 7,000 hotel brands and over 60,000
stores have joined the “Safe Room” plan since the initiative was launched,
covering more than 400 cities to ensure reliable accommodation for workers
who have returned to work. We have also launched the “Reassuring Refund”

service to accommodate changes in users’ travel plans during the pandemic.

The passenger bus was another major means of travel for returning personnel
after the pandemic was effectively controlled. We have immediately
developed and launched the tools of “Real-time Vehicle Schedule Recovery
in Passenger Transport” and the “Short Message Notification on Vehicle
Schedule Recovery in Passenger Transport” to facilitate users to timely obtain
the vehicle schedule recovery across various regions. In addition, based on
the actual needs of enterprises resumption of production, we have launched
the “Service Platform for the Transportation Needs of Returning Personnel
of Enterprises Resumption of Production “to provide transportation services
for reopen enterprises with relatively concentrated employees and long-
distance transportation charter demands. In providing such services, we
strictly implemented relevant requirements of the Ministry of Transport of
the People’s Republic of China. We have strengthened the protection against
the pandemic and vehicle disinfection, set up observation areas and reduced
intermediate transfers, in an effort to decrease the risk of infection for

employees during their return journey.
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For partners: enhance supporting and overcome hardship
together

The severe impact of COVID-19 on the tourism industry has struck our
business. Against the background of huge losses suffered by the entire
industry, we continued to enhance support for our suppliers in various ways.
As the domestic pandemic situation was gradually improving, we officially
launched the “Hit the Road” initiative. Through the continuous investment in
technology, products, services and funds, we made efforts to revitalize the
tourism industry which was seriously affected by the pandemic and stood
together with partners to tide over the difficulties and cope with the “Cold

Winter” of the tourism market under the pandemic.

To help hotels achieve rapid recovery, Tongcheng-Elong has collaborated
with its subsidiaries Zhuzhe and DecAbo to launch a series of empowerment
schemes for hotels, aiming to awaken the original intention of helping each
other with the upstream and downstream of the industrial chain in the "Hit
the Road” initiative. All courses of “Zhuzhe University” are freely available to
hotel partners in the country. The courses include hotel marketing, revenue
management, financial auditing, Online Travel Agency (“OTA") operations,
etc. We have also launched a series of free public welfare courses at “Zhuzhe
University” in the fight against the pandemic, providing hotel partners
with contingency strategies and practical advice during the pandemic, and
alleviating the pressure on hotel operation. As at the end of the Reporting

Period, thousands of people had studied the above courses.

We are committed to helping boost the revitalization of the tourism industry.
We assisted our partners in exploring innovative marketing formats to create
a new format of “tourism + live broadcasting” so as to continuously optimize
the structured development of the tourism industry as well as promoting the
re-upgrading of the whole tourism industry, which not only enhanced the
brand awareness but also strengthened the interaction with users. We also

successfully promoted tourist destinations in multiple cities and regions.

We have initiated and established the “Ark Alliance” to help tourist
destinations fully show their tourism image and resource advantages in the
form of virtual reality (“"VR"), HD video and graphic material so as to prepare
for the recovery of the tourism industry after the pandemic. Through online
video and VR, we provided users with an experience of “travelling around the
world at living room”. We have also launched the online forum for cultural
tourism public welfare, and together with tourist destinations we released
the “2020 Destination Recovery Scheme” through online live broadcast, with

a common aim to overcome difficulties during the pandemic.
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For the public: actively contribute to the society and help
economic recovery

At the early stage of the pandemic, we made full use of the advantages
of our big data platform to integrate national pandemic data, departure
and immigration policies. We launched an intelligent information system
to check itinerary of those confirmed with COVID-19. We also cooperated
with Haodaifu to offer online clinic services free of charge in an effort to

scientifically and effectively help users reduce the risk of infection.

In the post-pandemic period, we have integrated our resource advantages
to offer more resources to the tourism industry and the public to prepare for
the recovery of the tourism industry and deliver warmth and goodwill to the

public.

In March 2020, the pandemic had been effectively controlled in China, and
companies in many places resumed work and production one after another.
To ensure the safety of railway travelers, we purchased one million masks
and a large amount of protective suits, and distributed them for free in the
waiting areas of multiple railway stations to help travel safely and continue to

provide passengers with comprehensive travel protection.

In April 2020, we gave out hundreds of thousands of paid “Black Whale
Membership” cards to medical staff free of charge. In addition, Mr. Wu
Zhixiang, Co-Chairman of the Company's Board of Directors, has made a
personal donation of RMB1 million to Suzhou Red Cross in his own name, as
a care reward targeted for doctors volunteering in Hubei province, to express

respect and care for medical workers at the front line to fight the pandemic.
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For employees: guarantee the safety of workplaces and achieve
smooth resumption of work and production

In response to the outbreak of COVID-19, we immediately organised an
emergency response team on January 21, 2020, promptly issued emergency
policies and plans for pandemic preventions and controls as well as quickly
reserving protective materials to ensure a sufficient supply of masks and

disinfectants, in order to thoroughly protect employees’ health and safety.

During the pandemic, we promptly developed and launched an online
system, which integrated various functions such as employee safety
reporting, return certificate, remote working application and pass certificate.
We also followed the latest movements and health conditions of employees
from many aspects. We facilitated employees’ remote working and responded
to their needs as soon as possible. In addition, we pushed notifications to
explain what coronavirus is and how to prevent infections through our official
account so as to alert employees of pandemic preventions and enhance their

awareness.

Meanwhile, we periodically disinfected and sterilised the workplace. We
made more than 7,000 times of disinfection at our workplace just in February
2020. We strictly verified employees’ risk status at all entries and exits of the
workplace, guided them to check up and sign the Letter of Commitment on
pandemic preventions and controls, sparing no effort to create a healthy and
safe workplace. During the Reporting Period, none of our employees were

infected.
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PRODUCT RESPONSIBILITY EmEF

Adhering to the value of “putting customers first — creating value for users”, FRREIRPEF——RAPAEBEINEE

Tongcheng-Elong is committed to providing supreme travel experience for B AREERINAZ TR PRERE

diversified users, accurately grasping the needs of users throughout their RITER  BELEEFIRTEZAENRF,E

travel, and making their journey more convenient, personalised and cozy. ko EiREEIER] - I E REFERE

(1) Protecting users’ privacy ) AFRIRE
We are fully aware of the importance of privacy data protection in the BHANGEERABLEEBERENEE
information era, and actively take effective control measures in strict 1% BREKBEELZE2EM —EAREEL
compliance with relevant laws and regulations such as the /nformation IR E(GB/T 35273-2020)) SHERERZER
Security Technology — Personal Information Security Specification (GB/ FREIIE  WRIRABNEEREE - $’_\
T 35273-2020). We established a personal information protection group AIEEEELXEZEE TRILBAE
under the Information Security Committee and continuously invested IRENAE - T%?E&)\ﬁﬁ?ﬂ@ﬁﬁﬁ“)\
more resources in users’ personal information protection. In 2020, we = BRELE © 20204 + FAPIHI4FAPPER
obtained the security authentication certificate for four APPs from China FHEMERLZ2EERMEREFR LNR
Cybersecurity Review Technology and Certification Centre, becoming PRBEFE  KABHLT2UHEBERRAE
the first batch of APPs with national security certification, which is a HIAPP - E ¥ FEEENEAEEIRER
strong recognition of our strength in personal information protection N R L2 EKRFEHRARA o

and security features.
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In the Users’ Privacy Policy of Tongcheng-Elong, we introduce to users in
concise language our management methods for the collection, storage,
usage, sharing, transfer and disclosure of their personal information as
well as entity’s rights, and ensure that the practices relating to above
aspects fully comply with relevant laws and regulations. We have
established a comprehensive user rights protection mechanism, which
mandates us to collect only necessary private information based on the
principle of “reasonable, relevant and necessary” and specify the rights
of users to inquire, correct, delete, cancel, and withdraw authorisation
for their personal information. The users’ privacy protection clauses are
also included in the cooperation agreements signed with outsourcers
and suppliers, requiring our partners to work with us to protect user's
personal information. We have established a user compliant channel and

feedback mechanism for user privacy matters.

In addition, we have launched customized services to protect users’
privacy. When the user uses "Automatic Deletion after Check-in" service
to book a hotel, the order information will be automatically deleted
once the user has successfully checked in, protecting the user’s privacy

to the greatest extent.

The Company developed the Data Privacy and Security Management
Specification of Tongcheng-Elong to manage the whole life cycle of
internal data. In addition, we regularly conduct personal information
security assessment and safety audit to ensure effective operation and
implementation of relevant rules and regulations. Our rigorous data
security system ensures the security of our users’ personal information
storage. We limit the business processing operation involving users’
personal information to a secure office network. We carry out multi-level
approvals, log backup, and periodic inspection of information retrievals
as well as adopting secure data transmission methods. At the same time,
we also regularly carry out information security trainings for employees,
requiring them to strengthen their awareness of data protection. We
have set up a data leakage prevention system within office network.
We make use of technologies such as big data and machine learning
to conduct modeling and audit on the process of users’ sensitive
information, ensuring that users’ data security can be guaranteed
through a two-pronged way of both management and technological

means.
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In 2020, we continued to focus on improving privacy compliance and
launched APP Scan, a security detection platform, to automatically
check personal privacy security compliance in areas such as common
mobile security bugs, privacy policies, information collection, and use of
permissions. At the same time, we further upgraded our privacy policy
and security features in our APP security architecture to comply with the

latest compliance requirements.

Safeguarding information security

We view information security as the foundation of the stable operation
of our business. The Company has actively established a corresponding
security mechanism to solve information security issues and strengthen
the information security culture. We clarify relevant requirements in the
Administrative Measures for the Information Security of Tongcheng-
Elong based on the information security requirements specified in the
Cybersecurity Law of the People’s Republic of China and the Provisions
on the Technical Measures for the Protection of the Security of the
Internet as well as our business strategies. Based on domestic and
international information security standards and best practices, the
Company has built an information security system in line with our
business development. We have established the ISO 27001 Information
Security Management System and obtained the third party system
certification. We keep records on graded information security protection
and annually evaluate the effectiveness of the system in accordance with
the Administrative Measures for the Graded Protection of Information

Security.
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We have established the Information Security Committee chaired by
the Chief Executive Officer, as the highest organisation responsible for
corporate information security management, and comprehensively
improved the capability of information security management from the
perspectives of research and development (“R&D"), operation, detection,
governance and business. In order to strengthen and standardise
the security management of APPs, we formulated the Administrative
Measures for APPs’ Security of Tongcheng-Elong to control the security
construction throughout APPs" entire life cycle from the perspective of
APP development security, security function of APPs for users, system
release security, and outsourcing security. At the same time, we have
built a backup system with high reliability and high availability based
on data level to cope with disasters, and have formulated a strict data
access process and corresponding data recovery mechanism, which
together with intra-city cross data room backup and remote backup to

maximise business continuity.

To ensure the security of business launching, we have verified the
security of R&D operation and maintenance process, and reduced the
security risk occurrence of online business to the greatest extent through
procedures and technical means such as security coding specification,
security threat modeling, security code audit, security functional testing,
online security monitoring, vulnerability management, training, etc. In
addition, we have also deployed an in-depth defense system. From the
office network to the production network as well as from the network
layer to the application layer, we've installed defense and inspection
equipment including intrusion inspection, application firewall, threat
intelligence, situation awareness, proactive defense, security operation
center and cloud shield so as to reduce the possibility to the greatest
extent of being attacked and intruded and guarantee the security of

network and information.

Tongcheng-Elong Holdings Limited | [Ef2E8EIERERLOT
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We enhance the safety awareness of employees and cultivate an
information security culture by organising information security training,
circulating promotional slogans, and providing security offensive and
defensive drills. Moreover, the Company has established a security
emergency response centre to collect threats and bugs from the public
on the official website. These threats and bugs then will be handled,
repaired and reviewed by internal staff, and rewards will be offered to
the public based on the risks and impacts of the threats and bugs. While
leveraging the public’s strength to maintain users’ information security,
we also disclose bugs and vulnerabilities in an open and transparent way
for the reference of business competitors and the public on common
security issues. Together, we make progress and work hard to promote

the construction of industry information security.

Providing quality product

We strictly comply with relevant laws and regulations such as the
Tourism Law of the People’s Republic of China and the Law of the
People’s Republic of China on the Protection of Consumers’ Rights and
Interests. Through the integration of various resources in the industry
chain, we have in-depth cooperation with travel service providers
to offer more innovative products and services to cope with users’
changing travel needs and strengthen the value proposition of travel

service providers.

As of the end of the Reporting Period, our online platform had provided
over 7,600 domestic routes operated by over 820 domestic airlines
and agents, over 2.2 million hotels and alternative accommodation
options, nearly 390,000 bus routes, over 670 ferry routes and about 8,000
domestic tourist attractions ticketing services. During the Reporting
Period, we established friendly and cooperative relationships with

624,935 tourism service providers'.
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During the Reporting Period, the statistics on the number of suppliers only include travel service suppliers.
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Air ticket business

While selling tickets of almost all Chinese airlines and major
international airlines, we use our own data capabilities to help
users book the most suitable flights by providing clear and direct

purchasing methods.

We confirm the suppliers’ business capabilities by verifying their
qualifications including business licenses and International Air
Transport Association licenses. During the cooperation, we check
the indicators of ticketing volume, ticket issuing time, collection
rate and number of complaints, and require each supplier to ensure
authentic and valid tickets, active response to user’ needs and no
shirking of their responsibilities. We introduce monthly assessment
mechanism to suppliers, and cooperate only with the high quality

air ticket suppliers based on assessment results.

We require suppliers to establish an emergency response
mechanism to ensure the users’ smooth travel experience. We
have formulated stringent penalty and compensation rules against
suppliers in order to minimise infringement of users’ rights and
interests. We have developed the Air Ticket Supplier Service
Specifications to specify our requirements of admission, assessment,
elimination and penalty on suppliers. Meanwhile, the Company
regularly holds suppliers’ conferences to convey the direction of
service promotion and listen to relevant feedback and suggestions

5o as to improve our own platform.

We also provide users with refreshing travel experience through
continuous innovation in air ticket products and services. The
Company provides diversified services based on users' attributes.
We offer differentiated value-added products and services
according to users’ different characteristics, and provide special
membership benefits, such as dedicated birthday care and
dedicated customer service, to members at different membership
tiers, so as to satisfy users’ needs in an all-round way. In 2020, in
order to comprehensively monitor air ticket supply chain risk, we
established a health indicator system to monitor the supply chain
and guide suppliers to benign bidding so as to promote sound
development of market as well as providing high-quality and stable

products and services to our users.
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Accommodation reservation business

We offer users a large number of hotels and alternative
accommodations through our suppliers so as to meet different
accommodation budgets and preferences of users. Relying on our
mature control system for accommodation suppliers, we continue

to provide users with high-quality accommodation.

We have established strict admission criteria and carefully select
suppliers based on core dimensions including business growth,
merchant qualification, pricing advantage and software system.
During the cooperation, we conduct regular assessment and
rating on suppliers and continuously monitor their service
capabilities, pricing advantages, response speed to users’ demands,
contract compliance and fulfilment, product reputation and
other indicators. For high-quality suppliers, we occasionally offer
preferential platform resources, such as upper sequence and brand
recommendation. For unqualified suppliers, we adopt penalty
and management measures such as rectification, brand delisting,

business suspending, product delisting or cooperation termination.

In 2020, to further meet the needs of users in the post-pandemic
period, we conducted visits and surveys on hotel side and user side
in the hotel market to gain a thorough understanding of the needs
and preferences of users. We also made follow-up phone calls to
users who cancelled orders to further optimise our services based
on their appeals. At the same time, we established a data warning
model and timely communicated with hotels in regard of abnormal

orders and other situations to ensure the validity of orders.
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iv.

Ground transportation business

We provide e-ticket booking service on the official online ticket
booking platform 12306 of China Railway Corporation and at
offline ticket outlets as well as value-added services including
ticket delivery and railway catering. Besides, we provide users with
ferry ticket booking services for domestic routes and bus ticket

purchasing service to meet China’s growing intercity traffic demand.

Prior to the cooperation, we investigate potential bus and ferry
tickets suppliers and obtain the corresponding qualification
documents to judge whether they meet the cooperation standards.
During the cooperation, we control all aspects of our service
process, establish corresponding assessment indicators, incorporate
user evaluation and feedback, and carry out monthly evaluation and
rating on suppliers to secure the rights and interests of users to the

greatest extent.

Building intelligent service

We invest a lot of resources to build a team of experienced
technical professionals, and are constantly committed to the
development and application of advanced information technology,
investment in technological infrastructure and artificial intelligence
("Al") to meet business needs in platform operation, data collection

and analysis, product development and user service.

We are making more efforts to get involved in intelligent
transportation, intelligent accommodation and Al customer service
to provide simple, fast and intelligent travel services for more
users, with an aim to transform from the OTA model to Intelligence
Travel Assistant ("ITA"). We actively explore the use of leading
technologies and innovative products, so as to continuously
improve our service capabilities and promote the digitalization of

the travel industry.

We adopt intelligent means to proactively improve customer
service efficiency. We rely on our big data capability to provide
information and reminders tailored for different users. To take into
account the special demands of a certain number of users, we used
the Real-Time Communications technology and became the first

OTA who adopted video customer service.
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To meet the users’ travel needs to the maximum extent, we have
launched an intelligent travel solution system named “Huixing”.
When the user cannot reach the destination directly or there are no
tickets left, "Huixing” can provide multiple travel solutions based on
users’ travel needs and the remaining tickets on the platform. This
intelligent system integrates the transport capacity resources and
offers the users with the optimal travel combination scheme. During
the pandemic, the value of “Huixing” further highlighted. When the
government reduced the capacity of trains to prevent the spread of
the pandemic, "Huixing” was able to provide reliable and safe travel
solutions for users who needed to travel and thus obtained high
recognition from users. In 2020, we continuously enhanced the
computing capacity of “Huixing”, deeply integrated user need as
well as expanding usage scenarios in an effort to provide users with

more intelligent and diverse travel solutions.

We are also devoted to improving the industrial efficiency and
creating a healthy and sustainable ecosystem. We cooperated with
bus operators to set up ticket vending machines at stations and
transferred the transactions from offline to online so as to increase
the digitalization of the bus ticketing industry. We also cooperated
with scenic spots to assist in promoting the digitalization of the
industry and the online penetration rate. We have developed an
online reservation system for tourists attractions, and set up self-
service ticket machines in tourists attractions to enhance the
digitalization of tourists attractions. In addition, we have developed
mini programs and precision marketing systems for airports and
provided hotel management systems for individual and small chain

hotels to improve their daily operational efficiency.

In May 2020, the National Development and Reform Commission,
together with 145 members including Internet platforms and
leading enterprises and financial institutions, launched the “Digital
Transformation Partnership Action (2020)", which aimed to develop
inclusive services of “Migrating to Cloud, Using Digital Tools and
Enabling Intelligence” and foster a new digital economy. As one
of the co-sponsors of the action, we actively combines our own
strengths and foundations to work with all parties in society to
facilitate transformation of Small and Medium Enterprises, with a
focus on problems of “insufficient transformation capacity, high
transformation costs and long transformation period” facing Small

and Medium Enterprises.
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(4) Standardising customer service

2

The Company lays great emphasis on enhancing communication
with users and offering top-class services to them. We strictly observe
applicable laws and regulations such as the Law of the People’s Republic
of China on the Protection of Consumers’ Rights and Interests and the
E-Commerce Law of the People’s Republic of China. With the slogan
of "One-stop Service with Quick Response and Warm Attitude”, the
Customer Service Centre offers real time and efficient customer service
to our users, working faithfully to practice our Company vision of

“Becoming the Most Trustworthy Travel Platform”.

In 2020, we resolved a total of 4,200 effective customer complaints?,
We have already established a comprehensive complaint management
system, constantly working on internal management optimisation while

resolving complaints.

i.  System construction

We set up the Customer Service Centre Service Committee and
established a top-down management structure, with an aim to
provide supreme service experience for our users. We have obtained
the certificate of International Customer Service Standardization
Certification Body (COPC Inc.). Meanwhile, we introduced a project
management approach, namely 6-Sigma management approach,
through which our systems, procedures, personnel and services

have been optimized and perfected in a scientific way.

The data source is from third-party complaint platform.
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Taking various customer service scenarios into consideration, the
Customer Service Centre formulated corresponding handling
procedures and rhetoric and incorporated them into the Customer
Service Centre Standard Operating Procedures. The Procedure
now have included nearly one thousand suggested procedures
and rhetoric covering all functional posts, hundreds of suggested
rhetoric regarding public regulations as well as hundreds of
standard cases covering all functional posts; and it is still in
continuous optimization, calibration and perfection. In combination
with our quality inspection mechanism and key performance
indicators for customer service staff, we have established a career
growth plan targeted at all customer service staff. By means of
intelligent techniques (i.e. incorporating the results of quality
inspection defects, index screening of satisfaction impact), we send
notifications of learning playlists and tests to customer service staff

to help them improve their service level.

Intelligent service

In 2020, we introduced more intelligent means into customer
services. The Customer Service Centre has been equipped with
intelligent quality sampling methods such as emotion detection,
speed detection and online automatic scoring based on voice-
translated text to comprehensively assess and monitor the quality
of service provided by the customer service personnel, thus
improving the efficiency of quality control and customer service in

an all-around way.

We launched an intelligent navigation system, which integrates
the voice interaction function of robots into the service hotline
to provide users with order inquiry and order processing services,
increasing the self-service resolution rate by 19%. In addition,
through the introduction of intelligent robot which has the function
of automatically making outgoing calls, we are able to deal with
order processing in multiple layers, and the conversion rate was
almost the same as manual service. To help address pain points
such as complex business knowledge and uneven service capability
of staff, we also built an assistance system integrating with multiple
functions (i.e. conversational intention recognition, real-time
intelligent operation reminders, etc.) for staff in Customer Service

Centre to improve service quality.
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Feedback improvement

We actively carry out the assessment of user experience and take
users' feedback as a driver for the improvement of our products
and services. Specifically, feedback and requirements from users
are collected, upon which analysis and special reports are formed
to guide the operation and improvement of our business, so
as to ultimately achieve the goal of improving user experience.
Through periodical obtaining of user net promoter score (NPS)
as well as SMS invitation, we invite users to give their feedbacks
and every feedback will be reviewed and verified so as to solve
users’ underlying problems while continuously improving internal

efficiency.

As a bridge connecting business and users, the Customer Service
Centre is a window to intuitively obtain users’ feelings. We set up a
variety of channels to collect existing pain points from all customer
service staff and strive to establish a closed-loop management
of products, processes and systems driven by users’ feedback.
Employees can submit their findings of the existing system’s
process defects via the activity of “Experiencing Flagship Products”.
Such findings will be specifically analyzed, categorized and solved

by a specific project team.

In 2020, we developed a specific system to enhance the progress
in and efficiency of request processing. We made dedicated efforts
to intensify the follow-up on pain points and launched learning
plans for front-line customer service employees to improve their
capabilities in finding the cause of users’ problems. Meanwhile, we
have established a reward mechanism with abundant incentives
and regularly reviewed classic cases to enhance the influence of

“Experiencing Flagship Products” in the Customer Service Centre.

In 2020, we continued to hold an activity themed “Feel for Qur
Users and Provide Supreme Experience” to listen to users’ opinions.
The Company’s senior management and core employees from
each department came to listen to users and collected problems
and difficulties about customer service. During the Reporting
Period, a total of 23 activities aforementioned were held, with 296
participants. And a total of 280 issues were identified, of which 46%
had been rectified.
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iv. Culture cultivation

We launched various appraisal and selection activities, such as
“WOW Service Popular King” and "WOW Service Star”, and systematic
cultural promotion campaigns for all customer service personnel to
constantly enhance their sense of identity and mission of building
the "WOW Service”. We believe that a good working atmosphere
would greatly improve the service quality of customer service
personnel. Thus, the Customer Service Centre pushed forward with
an organisational capability improvement project named “Making
Service WOW", of which W stands for wonderful, O for users’ smiling
faces and W for warm, aiming to deliver services that make users
cheer with WOW. In 2020, we further promoted the WOW service
projects in order to create a good service environment and increase
staffs’ attention and involvement. We continued to enhance the
service knowledge of our customer service personnel through
online and offline campaign promotion, service skills, knowledge

push, etc.

We emphasize the advertising and visual identity management, strictly
follow the Advertising Law of the People’s Republic of China to establish
internal copywriting standards, and make best efforts to stay true
and accurate based on the principle of “Short and Simple”. We have
implemented the compliance auditing of broadcasting and promotional
materials in accordance with documents such as the /nternal Audit
Process for Advertising and Publicity, requiring the contents to comply
with relevant laws and regulations, and respect the intellectual property
rights of others. We have also established a unified visual identity system
in accordance with the Tongcheng-Elong Colour Standard System and

Specifications to enhance the brand recognition.

Tongcheng-Elong is committed to building a positive corporate image.
We make continuous efforts to improve our corporate recognition,
reputation and harmonization as well as managing the relations with
media and establishing the principle of public relations management

and the principle of emergency response to public opinion crisis.

We actively promote the development of the industry. As an important
board member of the China Advertising Association, we actively
participate in various activities organised by the Association, attend
various trainings, forums and lectures as event experts and judges, so
as to promote a positive, healthy, and scientific development of the

advertising industry.
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(6) Intellectual property management

In order to promote technological innovation and strengthen core
competence, we maintain and manage the intellectual property in strict
accordance with the Copyright Law of the People’s Republic of China,
the Trademark Law of the People’s Republic of China and the Patent
Law of the People’s Republic of China. We have also established the
Mechanism for the Standard Management of Special Patent Incentives
to fully invigorate the enthusiasm and creativity of all employees and to

grant honors and awards for the employees’ inventions.

We have established a complete maintenance mechanism for protecting
intellectual property. Any possible infringement will be reported to the
Legal Center for determining whether there has been an infringement.
If the infringement is confirmed, the Legal Center will require the
infringer to cease his infringement action and make compensation; if the
infringement constitutes a major one, we will preserve our legal rights
through legal means. We have specified the same strict requirements
for intellectual property management in contractual terms to restrict our
partners. We have built an intellectual property management platform
to comprehensively manage the pictures, fonts, audios, videos and
trademarks needed in the operational process of the Company, so as to

improve the standardization of intellectual property management.

In 2020, we strengthened employees’ awareness of copyrights through
on-site trainings and distribution of internal “Legal Column” articles from

time to time, to avoid infringements.

ANTI-CORRUPTION

The business philosophy of compliance and efficiency is the foundation
of quality service. We have always adhered to the value of “Integrity and
Honesty — Stand firm on the bottom line, Being Simple and Honest’, and
established a sound risk prevention and control mechanism. In all aspects
of business operations, we practice high-level ethical standards and strictly
adhere to laws and regulations such as the Criminal Law of the People’s
Republic of China, the Anti-Unfair Competition Law of the People’s Republic
of China and the Company Law of the People’s Republic of China concerning
duty encroachment, bribery, extortion, fraud and money laundering. We
have zero tolerance for any form of corruption and have set up the Discipline
Inspection and Supervision Committee as an enforcement agency to handle
relevant affairs. During the Reporting Period, there were no legal cases

regarding corruption.
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We have actively created a good corporate atmosphere of honesty, diligence
and dedication. The internal policies such as the Sunshine Code of Conduct
clearly stipulates that employees are forbidden from behaviors such as
deception, improper profit, fraud and breach of confidentiality. We have
been attaching great importance to the development of a culture of integrity
through multiple channels and approaches to create a working atmosphere
of compliance, honesty and self-discipline. In addition, we regularly conduct
integrity trainings for members of the Board of Directors as we have been
paying attention to the publicity and implementation of integrity awareness
at the management level. We spare no efforts to deliver the values of
integrity and self-discipline to each employee through integrity training
activities such as “Integrity and Self-discipline Activity”, “Integrity Lecture”’,
“Xinbaida Integrity Speeches” as well as various promotion approaches such
as tabloids on integrity, integrity promotion videos and posters. We have also
designated “November 11" of each year as the “Integrity and Self-discipline

"

Day”.

We have established integrity interview mechanisms and routine inspection
mechanisms to pay attention to employees’ performance on duty fulfilment,
honesty and self-discipline as a way of misconduct prevention. In 2020, we
interviewed hundreds of managers concerning integrity for the sake of lawful
operation and assessment of management's performance in fulfilling their
duties. We alerted them of misconduct risks through lecturing criminal risk
analysis, sunshine code of conduct, misconduct cases, and integrity policies
and commitments. In addition, we carried out a total of 5 times of special

inspection to monitor risks in the process of reimbursement and advertising.

We set up a comprehensive reporting channels and handling processes.
Employees and external personnel can report any violations of professional
ethics or related incidents through reporting e-mails, hotlines and the
official WeChat platform. If the allegation is confirmed after investigation,
we will impose severe punishments according to the Detailed Rules for the
Implementation Disciplinary Punishment and make public announcements

within the company.

To promote the mutual development of the industry, we have taken part
in the anti-corruption and co-governance of the industry. We have joined
the China Enterprise Anti-fraud Alliance and Trust & Integrity Enterprise
Alliance and cooperated with various members of the Alliance to fight
against corruption through sharing the information of dishonest personnel
and dishonest enterprises, jointly fulfilling commitments to anti-corruption,
refusing to hire dishonest personnel as well as sharing and facilitating anti-

corruption investigation cases.

HH

BRI - HEREBRE

BMBEEE YRR 9%  MENRITFEESR
B - (FGHITRERN) SNBHERELEET
FEER TEBF - TAER  ARKEZS
TR - RMTHERREUENER - BAZ
REZFEAMNSN - EEERTL - RREE
WIERE - RMEREARENRRERERES
E THREEESKERREI - i FK
MEsFN M AN RIEAIERZEER] I
BBARKERARIFRZEESHEEY] - [FRZ2/N
RE] - [HEARREEISEZ2ENRRE
- BMURZ/ R - RE2EERARKRFRER
BHRESEAFA C BEHEME  BRREENE
BERERGE BT -

HMBRERROANERZHEEEHY - §Z
EQEEEIM/\EH%&J%%E&‘F CEETE

© BIORALE o 2020%F - RIREREES - B
1%?@)\;&%%175%%1@&43 HmER - HA
HEMRUERABETREE RIHE - 2t
EEABRERBRON  BATREL - BR
Pl REAXRFLHEETRARER KB
T o IS RPAFFRFREESIR X
BEFIM MR - EEXBRESTROET

R EER o

BRI T 52
T R ShEBHEREA
EmEreEE
HE=E -
EiAIRI) #

EMRRREREETR - B
B BBRRELN  BERD
TRRERBEEENTAK
AEBE%R  BABEKEBECGRLES
EITERRRIREE  WHITERAR -

REFTEARER  HMALETERBHR
A IR B £b 3 e SR BREE B I B O WS Bk
BRAAXZREAENMEEREES  #@
BITREAG ETHAREAR  2ERSE
BMRABRGIRTZE - REEERNBE REH
BEEHN BERSHREAKBLESNIRE -

S

| P

R&  ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT 2020



28

ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT
RE - HERERRE

SUPPLY CHAIN MANAGEMENT

In addition to cooperation with various travel service suppliers, we are also
involved in the procurement of outsourcing services, information technology
equipment and office supplies in our business operation. Selecting such
suppliers also affects our business operation to a profound extent. We have
established a sound mechanism of selection, assessment and management
as well as having implemented relevant requirements in the Purchasing
Management System, the Guidelines for Purchasing Operations and the

Purchasing Bidding Specification.

We set different qualification requirements for different suppliers and
establish supplier catalogues. When selecting new suppliers, we will conduct
online review on all candidates and field inspections on some high-risk
suppliers. In order to ensure the service quality, the Procurement Department
will collect comments from business departments to evaluate and assess

suppliers regarding quality of delivery, products and services.

We pay close attention to the environmental and social risks in each part
of the supply chain. We have formulated the Supplier Evaluation Scheme
Focusing on Social and Environmental Risks, which serves as a vital basis
for selecting suppliers. For outsourcing service suppliers, we focus on the
assessment and evaluation of social risks including their employees’ living
and working conditions, employment practices and turnover rate as well as
hardware and workplace safety. We also require suppliers to comply with all
applicable laws and regulations pertinent to employment, safety and health.
Meanwhile, we have established a quality supplier club named TE-Club and
provide incentives to outstanding suppliers in an effort to promote the
positive development of the industry. In 2020, we pushed forward with the
construction of the online supplier management platform, which integrates
functions including supplier sourcing, supplier resource pool, supplier
performance assessment and blacklist, so as to realize the full life-cycle

management of suppliers.
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WORKPLACES

Human resources are the most valuable resource to Tongcheng-Elong
and constitute the cornerstone of the Company’s business development.
By strictly abiding by relevant laws and regulations including the Labour
Law of the People’s Republic of China and the Labour Contract Law of the
People’s Republic of China, we protect the basic legal rights and interests
of employees, provide employees with a fair, diverse and healthy working
environment and establish a good and harmonious labour relationship with
employees. Under the direction of the “Pursuing Innovation” value, we have
established a training system that keeps pace with the time to help with
employees’ career development and the Company's growth together with

employees.

(1) Compliance employment

We have built new labour relations under the value of “employee
orientation, consideration of common interests, mutual benefit and
collaborative development”. We have strictly observed applicable laws
and regulations including the Labour Law of the People’s Republic of
China, the Labour Contract Law of the People’s Republic of China and
the Provision on Prohibition of Using Child Labour, to ensure employee

benefits and enhance healthy development of the enterprise.
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As of the end of the Reporting Period, the Company had a total of 4,813
full-time employees and no part-time employees were hired. Among
them, the numbers of male and female employees were basically equal,

with the majority of employees based in Suzhou headquarters.
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Recruitment

Adhering to the criteria of "being innovative, enterprising and
responsible with integrity, eagerness to learn and dreams’, we
attract talents with excellent skills and great working ability to work
in the Company through diversified recruitment channels such as
on-campus recruitment, social recruitment and internal referral. The
Company has formulated the Recruitment Management Measures
and the /nternal Recommendation Management System. In the
course of recruitment and daily routine, we adhere to the recruiting
principle of “Open, fair, competitive and meritocratic”. We do not
discriminate against any talents due to their race, color, gender,
age, family background, religion, physical fitness and nationality.
We insist on equality of employees and endeavour to create a

harmonious working atmosphere.

In order to improve the professionalism, precision and reliability
of the recruitment process, the Company has developed the
Tongcheng-Elong Interviewer Guidebook to standardise the
interview process and provide professional trainings for the
recruitment team, through which the four basic requirements
of respect, kindness, fairness and professionalism as well as the
selection criteria for various types of talents are clarified. Meanwhile
an interview evaluation form is used to assess candidates in an
accurate, fair and effective manner. All these are aimed at providing
candidates with better interview experience. We also participate in
various activities to share our talent management experience with

peers without reservation.

In 2020, while devoting great efforts to safeguard employee
benefits, we still actively hired external talents through online
recruitment during and after the pandemic, to promote social
employment in a proactive and effective manner. In addition, we
strengthened the recruitment quality analysis through the online
system. We implemented an assessment mechanism that integrated
advanced assessment approaches and adapted to our actual

conditions, to enhance our capabilities of talent selection.
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ii.

Working hours and rest periods

In accordance with relevant laws and regulations, we have
formulated the Attendance Management System based on the
Company's operations and have implemented the standard working
hours system, the comprehensive working hours system and the
flexible working hours system based on the attributes of various
types of jobs. We have set up standard working hours and have
made efforts to make sure our employees have fair and sufficient
break time. We encourage balance between work and rest while

ensuring work progress and quality.

We are committed to enabling employees to achieve work-life
balance. We encourage employees to complete their work during
normal working hours. If employees need to work overtime in
special circumstances, they need to communicate in advance and
obtain approvals from their supervisors. The supervisors will review
the application according to the actual situation, and arrange
compensatory leave or payment for the overtime work. In addition,
employees of the Company enjoy the national legal holidays,
statutory annual leave, personal leave, sick leave, maternity leave,
paternity leave, nursing leave, breastfeeding leave, bereavement

leave and other holidays.
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Remuneration and benefits

In accordance with the Remuneration Management System and
the Performance Management System, we have formulated
incentive policies including the Bonus Pool Management System
and the Special Incentive Management System, which are also
embedded with the Company's incentive concept and cultural
value orientation. We provide targeted incentives for milestones
in organisational growth, technological iterations, business
innovations and service experience. Meanwhile, we attract, motivate
and retain excellent talents in the industry by formulating a salary
incentive plan that combines short, medium and long-term goals.
In addition, with the help of a standardized individual performance
management, we create a fair, open and just environment for
performance assessment. Through top-down performance
management involving the Company, organisations and individuals,
we achieve a virtuous cycle of performance management in the
entire business process. We pay social insurance and housing
provident fund for employees according to the national and
local laws and regulations, and provide an additional commercial

insurance covering all employees, to eliminate their worries.

In 2020, we formulated the remuneration strategy centering on
“Defeating the Pandemic” and “Business Recovery”. Against the
backdrop of salary reduction in the industry due to the pandemic,
to promote business recovery and improve employees’ sense of
gain, we launched a tens of millions worth reward program, under
which employees received cash incentives once their performance
met the pre-determined targets. Besides, we provided special
incentives for innovation competitions to further invigorate the

organisation and employees.
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iv. Termination

In accordance with the labour contract and relevant laws and
regulations, we have formulated the Tongcheng-Elong Policy for
Administration of Employee’s Employment, Transfer, Reassignment
and Termination with timely updates. We have been constantly
optimising the resignation process to ensure that both the rights
and interests of the employee and the Company are free from any
infringement. While taking appropriate measures to retain talents,
we have conducted opinion surveys on employees who have
voluntarily resigned to know their opinions about the Company and
relevant positions, with an aim to respond to employees’ concerns
and demands after an integrated analysis of these opinions. As of
the end of the Reporting Period, the employee turnover rate® was
31%.

We earnestly fulfil our responsibility to protect employees’ occupational
safety and health. In strict accordance with applicable laws and
regulations pertinent to safety and health including the Labour Law
of the People’s Republic of China and the Fire Protection Law of the
People’s Republic of China, we constantly improve the safety and health
management system to make safety management more efficient and
minimise the incidence rate of accidents. In 2020, Tongcheng-Elong
was awarded the “China Healthy Workplace Certification” by the HR
Excellence Centre, marking that our efforts to create a healthy workplace

have been recognised.

i.  Fire safety

We have a complete fire protection system in the office area
and dedicated personnel responsible for fire safety. In strict
compliance with the Office Safety Management Policy and the Fire
Extinguishing and Emergency Evacuation Plan, we conduct regular
self-fire inspections and underlying safety loophole investigations
to ensure a safe and reliable office environment. We carry out
regular fire drills every year to increase employees’ awareness of
safety and fire prevention. In 2020, we involved all employees in fire
drills, through which we further improved employees’ awareness of

mutual aid and self-rescue and their coordination in emergencies.
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The formula used to calculate the employee turnover rate is: Employee turnover rate = number of employees lost during the Reporting period/

(number of employees lost during the Reporting period + number of employees at the end of the Reporting Period) * 100.

AAREAMNEIRAXFEARR  BEIREAER=RMEHNREAZ (REHRREAR+REHRAL)*100 °
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Physical and mental health

We continuously care about the physical and mental health of
employees. We provide annual free physical examination for
employees. We also carry out report interpretation seminars to
help employees understand common health problems in the
industry as well as the corresponding preventions, so as to raise
their awareness of disease preventions. We also provide physical
examination discounts and convenient physical examination
channels for employees’ families. Our workplace has been equipped
with sports facilities such as the fitness room, badminton court and

football field, to satisfy employees’ demands for bodybuilding.

In addition, taking the opportunity of the “Tongcheng-Elong
Care for Mental Health” project, we engaged a third-party
institution to provide professional psychological counselling
services for employees, where one-on-one question answering
and psychological counselling were provided for employees. We
also show our care about employees’ mental health by pushing a
monthly bulletin of mental health and holding stress relief salons.
The Customer Service Centre has stress relief materials in storage to

help employees build a positive attitude and enjoy more in work.

In 2020, we invited experts from the Emergency Department of the
Affiliated Hospital of Soochow University to deliver first-aid training
for employees, aiming to improve their capabilities in response
to emergencies. Meanwhile, we also hired a psychologist to
provide employees with SMART online courses to help them adjust
their mental condition and reduce their pressure in a scientific
way during the post-pandemic period. In consideration of the
pressure on employees of the Customer Service Centre during the
pandemic, we carried out a series of caring activities such as on-
site consultation and lunch salon, to help them resolve problems
at work, improve their physical and mental health, and relieve their

work pressure.

In the past three years, no work-related fatalities occurred. During

the Reporting Period, the lost days due to work injury were 100.
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3) BEKEI

(3) Development and training

36

In order to make efficient use of human resources and build a
professional talent team, we have set up a Career Development
Committee, which is responsible for the formulation of employee career
development management policies/strategies and the decision for major
issues related to employee career development. We have formulated
the Measures for Management of Career Development in Professional
Sequence, which clarifies the 12 rankings in each business line as well
as the specific ability requirements for each ranking. We have also
publicised the promotion requirements and processes for each ranking
in each business line, and established channels for collecting feedback

about promotion results.

We are committed to creating a diverse, equal and informative
learning environment for our employees. Through the establishment of
Tongcheng-Elong training system, we integrate internal and external
resources to encourage employees to proactively participate in various
training activities as well as to provide them with various opportunities
to improve professional qualifications and professional skills, so as to
help them grow with the Company. We have developed five major
curriculums: Orientation Training, Management Academy, Professional

Academy, Common Knowledge Sharing and Learning activities.

Tongcheng-Elong Holdings Limited | [Ef2E8EIERERLOT
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Management Academy

Professional Academy

Common Knowledge Sharing

Learning Activities
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We carry out orientation trainings for new employees, focusing on core issues such as the
Company's culture, internal policies and procedures and career sharing, in order to accelerate
the role transformation. In 2020, Xinbaida Programme was upgraded to help new employees
adapt to the Company as soon as possible, through which trainings were delivered for 1,137 new
employees.

BPEHARBRENEI - BEARE - SIRRREBREDZSRORE - MEETHA
BEE - 20205 - AKRB AR HAOHETRERA @ BIFAI7A -

We provide profession and promotion trainings for existing managers at all levels, as well as
trainings for ordinary employees to get them prepared for promotion to managerial positions, so
as to further propel talent development, performance execution and experience accumulation in
the Company. In 2020, the Company carried out the Tenglong Program — Online Training Camp
for Business Management and the Yulong Program, which had enhanced innovation potentials,
overall quality and leadership of employees and thus promoting a steady team growth.
BHAERESRERERUEREASEI - REBEIEAEERREEMII - E—THED
RARKMAT BEE - BRCEHELHE - 2020F * AR RABFAEEETS -HEETERE
BIRETE RS - IBe TEIMBIENE S REaRENREE ) - #HEBREKE -

We arrange different courses for different professional positions concerning product, marketing,
human resources and commerce, so as to enhance employees’ professional ability in different
business lines and guarantee sufficient reserve of human resources. In 2020, the academy
published 5 technical articles through various channels and carried out 57 sharing exchanges,
involving 35 lecturers and 5,393 participants.

BMRBEREENE  2HEEE  ANBREXENEBEEERETRORE - BAT
FHEARE TEEBERSD - READERFER © 2020F » EXBEZBEEMB TRITXE
5/ DERMS75 - BAIRE3SAL - HEH5393 AIRBE -

It enriches employee’s knowledge, provides opportunities for cross-sector sharing and cultivates
learning interest. We have launched projects such as “Welcome the Master”, “MAX Growth Plan”
and “HR Academy”.

BMAEIHREMHFER  REBERSZRAK
[MAXIZRETEI I R [HRE BT |FIRE -

i3
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We proactively carry out other forms of trainings such as study tours and online E-learning to
enrich training scenarios. We conduct various learning activities with the assistance of online
video courses, face-to-face course and academic reporting system. On September 10, 2020, we
launched the activity of “Never Stop Learning and Earn Free Benefits” on the Teachers' Day, in
which employees discussed various learning topics. This activity has received thousands of views.
RABIHRFE - HRE-leamningBB VR FHANEIED) - HEERTIERIE - EHIRRE
Bt - BEMRER=ZRZ OG- BHRRSESEEE) - 20209108 - HIMEZED
g RIEH [ BBBU T - RERFEMENED - ABE T2 MEBRFEEH - HUE
HTAREES -
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During the Reporting Period, the average annual training hours of WERA - AAFBB75%ETHES 715
employees were 5.7 hours, covering more than 75% of employees. - BIFANBERREDS7/E -

Proportion of employees receiving training by gender (%)  Training hours per employee by gender (hour)

BRI nlllﬁll:l:{’ﬂﬁ o LE (%) RMEBIBETHIAEGZT (/NEF)
Male 55 Male 55
® Female ﬁ'l“_{ ® Female ﬁ’|*£
Proportion of employees receiving Training hours per employee by
training by employment type (%) employment type (hour)
RERERGT I ABLLBI(%) RERERSGS (/INBE)
84 8.4
75
52 5.7
| 2.2 |
® Senior management SEEEA S ® Senior management SEEEA B
Middle management FEEIEA B Middle management FEEIEA B
Junior employees Z[E A 8 Junior employees E[E A &

4 Percentage of employees trained = Employees who took part in training/Number of employees*100
ZHETES =BT BIHE*100
Percentage of breakdown for employees in relevant categories = Employees in the specified category who took part in training/Number of
employees in the specified category*100
BB M B T B =2 AR I8 T8, ZERI 8 45100
° Average training hours per employee = Total number of training hours/Total number of employees
BREITHXZIINB=-BTINE EITAAK
Average training hours for employees in relevant categories = Total number of training hours for employees in the specified category/Number of
employees in the specified category

BB E TTHXIRE=-HEHMNE TNAZTIIRE HEHMNNE TAK
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Talent team cultivation - High potential Cornfield Plan - Training Camp for Junior
talent development plan Product Manager
BOBRER -SBATREST ZHFH - MRERSEIRKE
In addition, in order to support and improve employees’ professional o BEFHEREABIZEMNZER
knowledge and skills as well as to encourage voluntary learning, we have B BEIBEE2E - BMBIE T(REERE
developed the Tongcheng-Elong Scholarship Award Scheme to provide BEREETE) REIRMDEBRS - X
employees with scholarships, so as to motivate and retain core talents EERRB IO AL - BRITES BB -

and thus proactively building a learning organisation.

In 2020, for the purposes of further creating an atmosphere of innovation 20206 - RE—FITEBIFRE - ERE
and screening out excellent talents, we held various activities such as FEAT  BABRRTIE_EREEFRNAK
the "2 Hackathon” and the “2020 Creativity Competition Concerning ] NRMMELEEAEIZES - ¥
City Operation”, to motivate employees’ creativity and encourage them BETRBEN BB THETEAIRED -

to turn creativity into growth.
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(4) Employee care

i.

Employee Communication

Adhering to the principle of “communicate and solve problems
in a timely manner, and leaving no issues unresolved overnight”,
we value the functions of democratic management, democratic
participation and democratic supervision. We have established
online and offline employee communication and feedback channels
to understand and respond to employees’ expectations and
opinions. In accordance with the Regulations on the Negotiation
and Adjustment of Labour Disputes in Enterprises, we have
established the labour union and congress of workers and staff, and
formed a labour dispute mediation committee to promote scientific
decision-making and democratic management of the Company and

to maximise the rights and interests of employees.

The Customer Service Centre organises a “BOSS face-to-face” event
on a quarterly basis to discuss recent hot topics. Leaders of various
teams are invited to provide on-site answers to achieve two-
way communication. This has effectively shortened the distance

between management and junior employees.

In 2020, we carried out multiple trainings for front-line supervisors,
enabling them to quickly identify the mental state of staff, better
digest negative emotions and exploit positive feelings, so as to

strengthen team communication and cohesion.
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ii. Employee benefits

In order to motivate employees to go all out for the Company's
long-term development, we provide employees with diversified
benefits. We have a “personalised” welfare mall where points can
be used to redeem benefits. We have gym, entertainment room
and library where all kinds of fitness equipment and e-learning
equipment are available. We have the “Baby Care Room” specially
set up for female employees. We also provide additional benefits
to employees through cultural honour, holiday benefits, employee
care and phone allowance. Our Customer Service Centre provides
quality accommodation for employees. In addition, we also
actively obtain feedback from employees and continue to develop
new welfare programs, in order to stimulate the enthusiasm of
employees to grow together with the Company while protecting

the value of employees’ work.

iii. Employee activities

In order to enrich the amateur cultural life of employees and to
reflect people-oriented management and caring, we have organised
various activities from time to time, such as gratitude tours for
parents, interest groups, caring for women events and annual
parties, to deepen the communication among departments as well
as that between management and employees, thus strengthening
team cohesion and enhancing employees’ acknowledge and sense

of belonging to the Company.

COMMUNITY INVESTMENT

Enthusiastic participation in public welfare undertakings is not only our
unshakeable social responsibility, but also the requirements of our long-term
development. As an active participant in the public welfare undertakings,
based on our industrial advantages, we are devoted to creating a favourable
public welfare environment by means of participating in public welfare and
charity activities in an enthusiastic manner through leveraging our resources

and technologies and upholding the spirit of pursuing goodness.
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The year of 2020 marked the last year to fight against poverty, during
which we made “Great Achievements in Poverty Alleviation” with our

responsibilities.

i.  Partnership assistance for poverty alleviation.

In April 2020, we signed an agreement for partnership assistance
with poverty-stricken villages in Yanhe County, Tongren City,
Guizhou Province, to leverage our advantages to facilitate poverty
alleviation through the consumption of products from the poverty-
stricken areas, employment and education for the poverty-stricken
areas in the project of “Suzhou and Tongren Work Hand-in-hand”.
Tongcheng-Elong actively brought the strengths of its platform
into full play to enhance the popularity and influence of Tongren's
tourism brands across the country through building customized
services and creating cultural and creative brands, creating a new
model of poverty alleviation via tourism. Meanwhile, we tried to
strengthen the support for poverty alleviation and public welfare
under the concept of “Tourism + Public Welfare”. We launched
activities like “Caring for Students” and “Making Travel Dreams
Come True” for teenagers in poverty-stricken areas in Tongren city,
so as to plant the seeds of wisdom for the future development of

rural areas.

The project was awarded one of the Top 10 Online Poverty
Alleviation Cases in the 2020 Poverty Alleviation Cases Online
Collection hosted by the China Federation of Internet Societies
under the guidance of the Information Development Bureau of the

Office of Central Cyberspace Affairs Commission.

ii. Quality products in support of farmers

The severe pandemic has paralysed logistics across the country,
resulting in massive unsalable agricultural products in various
regions. We integrated the Internet with community thinking,
and built a platform of “Tongcheng Quality Products” to support
farmers in rural areas. Thousands kilograms of unsalable Liangshan
strawberries and tens thousands of kilograms of unsalable Shanxi
apples were sold out through the platform within half a day. Our
efforts have facilitate the sale of various agricultural products,
greatly reducing losses and supporting the agricultural industry at
the county level while also providing users with superior agricultural

products through a rigorous screening.
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iii. Post-pandemic revitalisation

In May 2020, the National Federation of Industry and Commerce,
the People’s Government of Hubei Province and the China Society
for Promotion of the Guangcai Program jointly organised an activity
to support post-pandemic revitalisation and poverty Alleviation for
Hubei. With respect to poverty relief effort through consumption,
together with other travel platforms we made every effort to
promote tourist resources and products of Hubei to boost the post-
pandemic revitalisation of the cultural tourism industry in Hubei as
well as facilitating poverty alleviation and high-quality development

in Hubei while achieving sound development of the Company.

(2) Boosting patriotism

In October 2020, we launched eight posters of “China Major Event” to
celebrate the 715t anniversary of the founding of the People’s Republic
of China, to boost patriotism and positive energy from the promotion
of a series of major milestones in China in recent years, including
anti-pandemic, earthquake relief work, self-developed technologies,

aerospace equipment.

We donated RMB100,000 to the Amity Foundation to jointly carry out
the campaign of “71 China Pictures”. Participants were given the card
of “71 China Pictures” after collecting eight “China Major Event” posters,
which could be redeemed for RMB71 cash or equivalent amount
donation to the public welfare project “Salute to Ordinary Heroes” to
pay tribute to the selfless dedication by public security officers, armed

police, firefighters and medical staff who were injured at work.
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ENVIRONMENT

We have included the impacts of our operations on the environment in
our overall planning. We are committed to reducing adverse effects upon
the environment and climate caused by our business operation. We have
implemented the principles of sustainable development by vigorously
advocating energy conservation, emission reduction and efficient resource
utilization. In strict compliance with the Environmental Protection Law of
People’s Republic of China, the Energy Conservation Law of the People’s
Republic of China and other applicable laws and regulations, we have
formulated the Administration of Energy Conservation, in which we have
clarified the green office practices. During the Reporting Period, the Company

was not involved in any environmental violation issues.

(1) Green operation

We face lower climate-related risks in terms of policies and regulations,
technologies, market and reputation since we are not engaged in any
large-scale production activities and we neither consume significant
energy nor produce massive emissions. Yet we proactively adopt green
office management measures to promote energy conservation and

emission reduction:

® Turn off office ceiling lights during the one-hour lunch break;

® Increase the frequency of routine inspections by the property

management company and shut equipment not in use;

® Post energy-saving slogans, and promote green and healthy work

style and habits in staff trainings;
® Regulate temperature limit of air conditioning in office area, namely,

no higher than 20 degrees Celsius in winter and no lower than 26

degrees Celsius in summer.
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In addition, the Company has further strengthened energy management
through energy-saving transformation and the use of cleaner energy,

including:

® Using LED lighting for office area, and removing excessive lamps
under the condition of sufficient illuminance; installing tubular
lighting in the well-lit places to make full use of natural light

illumination and thus reduce electricity consumption;

® Using induction lamps of low energy consumption in underground

garages;

® Installing solar equipment and supplying heat with solar energy,
so as to increase the utilisation of clean energy and reduce carbon

emission from the utilisation of traditional energies.

In 2020, we selected representatives from all business groups to take the
lead in promoting energy conservation and carbon emission reduction.
In addition, we improved the awareness of employees by shooting short

videos of energy-saving and circulating them in streaming media.

Water saving and waste reduction

In strict compliance with the Water Law of the People’s Republic of
China, the Law of the People’s Republic of China on Prevention and
Control of Water Pollution and other applicable laws and regulations,
we constantly strengthen water management, striving to reduce water
consumption and improve water utilisation. We have been reducing
water consumption by a series of measures, including posting water-
saving signs, applying water-saving equipment and adopting advanced

flushing technologies.

In order to reduce paper consumption, we have created a paperless
office via online systems such as Office Automation and email. To reduce
waste production, we have also placed waste paper boxes with reusable

papers alongside printers as well as encouraging double-sided printing.
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Climate change

We continuously monitor the impact on our business operations of
climate changes and evolving regulations at home and abroad. The
Company's ESG working group actively identifies climate-related risks
and opportunities and formulates corresponding countermeasures.
It is assessed that extreme weather such as typhoons and rainstorms
will exert a potential impact on our business operations. Therefore, we
have established emergency procedures and response mechanisms
for extreme weather to mitigate the impact of force majeure on our

business operations and ensure users' travel safety and convenience.

Environmental KPlIs

Compared with 2019, the disclosure scope of the environmental KPls
in the Report has been adjusted as follows: Two offices in Suzhou were
relocated to the newly built Suzhou Tongcheng Travel Building in
August and September 2020, respectively. At the beginning of 2020, the
Company's office did not operate normally during the pandemic. After
the relocation in September 2020, Suzhou Tongcheng Travel Building
was not 100% put into use. Affected by the aforementioned factors,
every environmental KPI during the Reporting Period dropped sharply
compared with that of 2019.
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i. Emissions i. HBHY

During the Reporting Period, our KPIs for emissions aspect are as WEBMA - BRMOPERYEBEKPIN
follows: N
Emissions 2020 2019 2018
BB 20204 20194 2018%F
Wastewater discharge (tonnes)’ BEKHERE (WR) ! 62,307.48 72,351.19 69,388.02
Total GHG emissions REREHNEE
(Scopes 1 and 2) (tonnes)? (FE—R#E—) () > 7,138.70 8,308.76 8,324.71
Direct GHG emissions (Scope 1) BEEAEREIN
(tonnes) (#R5—) (W8) 67.79 69.57 75.89
Including: Petrol (tonnes) Hr o 70m (HE) 67.79 69.57 75.89
Energy Indirect GHG emissions fEREE R E RN
(Scope 2) (tonnes) (850 —) (m8) 7,070.91 8,239.19 8,248.82
Including: Purchased electricity Hrh : SNEE D (HE)
(tonnes) 7,070.91 8,239.19 8,248.82
GHG emissions per capital ADRERBHERE
(tonnes per capital) (g, ET) 1.57 149 1.39
GHG emissions per floor area FEFREMBERBENE
(tonnes per square metre) (g, SFFK) 0.12 0.16 0.17
Total non-hazardous waste (tonnes) —~ EERERMAE (W) 426.95 631.01 885.82
Non-hazardous waste per capital ANOEEEEDIRE
(tonnes per capital) (Mg, BI) 0.09 0.11 0.15
Notes : e

1. As water fees generated by the office located in Ruoshui Road Suzhou 1.
Industrial Park are borne by the property management company,
the wastewater discharge disclosed above does not cover the
aforementioned office.

2. Based on operational features, our GHG emissions mainly include 2.

direct GHG emissions (Scope 1) arising from petrol consumption
of the Company’s commercial vehicles, and energy indirect GHG
emissions arising from purchased electricity (Scope 2). GHG emissions
are presented in carbon dioxide equivalence and is calculated based
on the Accounting Methods and Reporting Guide for Greenhouse
Gas Emissions from Public Building Operators issued by the National
Development and Reform Commission (‘NDRC").

3. Non-hazardous waste arising from our daily operation mainly includes 3.

domestic waste, grease trap waste and kitchen waste, all of which are
disposed by the property management company. The hazardous waste
includes waste toner cartridge and waste ink cartridge from printing
equipment at office buildings. Waste toner cartridge and waste ink
cartridge have no material impact as they are collected and disposed of
by printing suppliers, so KPI A1.3 total hazardous waste produced is not
disclosed in the Report.

FI R AR B TSR 8 5 7k BE RO 3
RIGFTHIKE AR - Bl Rk
HEETeE Ll RGH -

EPNELR  ARARRERBEIN
T ERARAIBEERNTVRHEE
REAERRERBIM (B —) - A
RONBE N FTERNEERRER ERE
B (EE =) - RERBRER-S
EREERY)  WKERRERMAEE
REERMN(AREEELDLERE
REBNREE T REREEE) E1TR
o

RAREARESBIREREENEERE
EYBIEEENR - BROEYRER
WIRE  AXBMESR KRR BERE
EYARAITEIRBEEN L EEEN
BRES  HAHMEBRKEE 88
BEE o KPI MI(FIELEESEEY
M4 ) ERESGRED TERE -
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ii. Use of Resources i. BREH
During the Reporting Period, our KPIs for use of resources aspect WEA - RPN EREREEKPI
are as follows: N

Use of Resources 2020 2019 2018
EIREMA 20204 20194 2018%F
Total energy consumption (MWh)! RERBRERE OKRE) 9,897.92 11,633.93 11,535.38
Total Direct energy consumption BEREEEE JLER)

(MWh) 277.25 284.56 310.39

Including: Petrol (MWh) Hrph o 2h JEREE) 277.25 284.56 310.39
Total indirect energy consumption MEg R ERERE OKER)

(MWh) 9,620.67 11,349.37 11,224.99

Including: Purchased electricity Hrh: SNEE ) OKEE)

(MWh) 9,620.67 11,349.37 11,224.99

Energy consumption per capital A ERERE

(MWh per capital) (JKERBT) 2.18 2.08 1.92
Energy consumption per floor area YA REREREREE

(MWh per square metre) (JRELEF, A K) 0.17 0.22 0.24
Water consumption (tonnes)? BRKAE (HE) 2 69,230.53 80,390.21 77,097.80
Water consumption per capital A AFKEE (B, BT)

(tonnes per capital) 17.32 17.22 15.88
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Notes: G

1. Total energy consumption is calculated based on the consumptions of 1 BRRBFRLEREREE  FHERH
electricity, oil and the default parameter values related to fossil fuel as RERNAEZESHMACAHLESRE
shown in the Appendix 1 to the Accounting Methods and Reporting BEMERAEREFIZE T ERERS
Guide for Greenhouse Gas Emissions from Public Building Operators EE) BRI REIEBLEBREE
issued by NDRC. FE -

2. The Company's water consumption mainly consists of the domestic 2 ARBMAKEERBRAGANEER
water at office buildings, all sourced from the municipal pipe network. K HARETHER - PTEENEFRE
The domestic wastewater generated is discharged into the municipal KGE—ATHERER -
pipe network for treatment.

3. As water fees generated by the office located in Ruoshui Road, Suzhou 3 HRARRIAERN IR =5 K&
Industrial Park are borne by the property management company, the NIGETHIK B R SEAE - iRl Bk
water consumption and water consumption per capital disclosed above KABMAYBRKBETBREZMRA
does not cover the aforementioned office. 5P o

4. Since the Company's operation does not involve the use of packaging 4 BRAARMBER TS RBEMNRD
materials, KPl A2.5 (Total packaging material used for finished products) R - P A25 (B RATABREEM B
is not applicable to us and thus not disclosed in the Report. KBE)HARRTER WAREA

THEE -

5. Based on the characteristics of the industry, Aspect A3 (The 5+ EPTEREN  AQAREESFR TR
Environment and Natural Resources) and KPI A3.1 (Description of EMHRRERRARR  BAIEE
significant impacts of activities on the environment and natural CGRIBRRAEIR) RKPI A3 (PR TS
resources and the actions taken to manage them) is not applicable to EBERIBERAAERNEATERD
us as we do not have any significant impacts on the environment and HREBRBBATENTE)TER - &
natural resources during our business operation, thus such information IRESGHRE N THFE o

is not disclosed in the Report.

OUTLOOK RKRREE

In the future, we will, continue to actively assume social responsibilities, R RPIBEEEBAELSRT BN
help partner out of dilemmas as soon as possible and as always, manage to XBHBRELRE  —ORTHAERPAE
create excellent experience for our users. We will also grow together with EERR HETHREN  E—FPRRES

our employees, explore more forms of charity, and work to improve energy

N

Iy

@R ABARNRFTRER - AT RERR

efficiency and achieve sustainable development, so as to give back to our RE—EBENTERIENRE/@T -

stakeholders with every pragmatic action.

ik

CHEREARE | ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT 2020

49



