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1. EHWE: Scope of Procedure:
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This Complaint Rule and Procedure (CRP), which is set out to protect the lawful

rights and interests of the third party, to establish a harmonious and stable

relationship between the company and the society. This CRP is applicable to the

third party, including the individual, the local authorities and organizations etc.

They can appeal against including but not limited to the following issues raised

by the company conducts:

1.1 Human rights violations issues;

1.2 Any behavior violating the Corporate Social Responsibility, such as sexual
harassment, racial discrimination, sectarian discrimination etc.

1.3 Doubts about company safety control system, safety facilities and its
management;

1.4 Illegal actions of the company;

1.5 Unsafety operation of the company;

1.6 Impact on the local environment;

1.7 Impact on the local employment;

1.8 Impact on the local economy;

2. #®ifF4r3E: Classification of Complaints:
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The complaints are classified into three types based on their complexity,

severity and difficulty as follows:
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2.1 Major Complaint (Grade I):
Complaint that has caused a legal action, or has been exposed by the media
(for example the press and the Internet etc.), or has incurred a collective
complaint by more than 10 people, or remains unresolved for more than 1
month due to company’s reason.
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2.2 Important Complaint (Grade II):
Complaint that may lead to a legal action or exposure by media, or the
same complaint reoccurs after resolution, or has incurred a collective
complaint by more than 3 people, or remains unresolved for more than 1
week due to company’s reason.
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2.3 Common Complaint (Grade III): all the other not mentioned complaints.

3 FEHF: Main Responsibilities:
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Business Development Department (BD) is designated to be responsible for
dealing with the third-party complaint, including organizing, coordinating and
supervising the handle of clients’ complaint, issuing the complaint-handling
task to relevant departments, calling back the client for verification, preparing
the statistical analysis and relevant documentation.

3.3 AHKRIUEMI TSR UG N BRI BETT 58, RN ks P $50 )
The related responsible department is responsible to propose a resolution and
settle the complained matter promptly within its authorization.

4 HFEZHEERF: Complaint Handling Procedure:

4.1 #iFE: Methods of Complaint:
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The complainant shall send an e-mail to houye@cstghk.com, call hotline 8610
83638786-8003, or visit our overseas branch office to make an appeal.

4.2 Z#ERFE: Handling Procedure:
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The BD takes the responsibility of handling the complaints, keeping the record
and filling in the Third-Party Complaint Handling Form (see appendix).
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If the complaint is proved to be invalid, the executive shall give a clear

explanation to the complainant and file the records properly.
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Should a complaint be classified as Grade I or II, Director of BD must be notified



immediately who shall then call on a working group consisting Managing
Director (MD) of related overseas branch, directors of relevant Departments,
director of BD and the VP-in-charge.
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As for Grade III Complaint, the BD dominates the analytical judgment of related

responsible department, with which BD will consult to work out a resolution.

4.3 {#EFRE: Resolution:
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The BD reports the solution to the VP-in-charge for approval and then
communicate and discuss with the complainant about it. Should the third party
accept, both sides will sign on the Third-Party Complaint Handling Form and
the related departments shall implement the countersigned resolution; or
otherwise, BD shall re-develop a resolution by organizing and coordinating with
relevant departments.

4.4 5B ffh#k: Supervision and Arbitration:
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The BD must supervise the entire process of resolution implementation,
callback client for confirmation thereafter.

SRR, EALBRARRAEAR T, FR A ) AR G 3 52 R B 4 U AL 0 B
Meanwhile, our company is always friendly to receiving the supervision from
the local governmental administration and other qualified organizations about
the complaint handling process.
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In case the complaint is not satisfied with the resolution provided by the
company, they can appeal to the company again. All disputes in connection
with the complaint shall be settled friendly through negotiations. In case no
settlement can be reached, the complaint retains the right to appeal to ICoCA
or other security industry association.
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The both sides have the right to appeal to the local arbitration institute or the
local law court.

5 fE4HLH): Disciplinary Measures:
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If it is found that there is an unlawful behavior by personnel after investigation,



the company shall make appropriated punishment on the delinquent in the form
of penalty deducted from the salary and the company reserves the right to
dismiss the delinquent. For the Major Complaint (Grade I), the penalty is
USD300; for the Important Complaint (Grade II), the penalty is USD200; for
the Common Complaint (Grade III), the penalty is USD50.

6 {*#F#MxE: Confidentiality Regulation:
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All the related parties should undertake confidentiality obligations and liabilities
during the entire process. Any leaker and the retaliation act against the
complainant will be punished according to the Confidential Agreement of the
company. Anyone who breaches the law shall bear the legal liability.

7 BOFEEEMHE: Summarizations and Improvement:
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The BD shall collect and file the relevant records for each closed appeal case
and make monthly analytical summary and report to the VP-in-charge. The
relevant departments shall improve their performance on the problems related
to the complaint in avoid of reoccurrence, which shall be under the supervision
of the BD.

8 FMAEHIAZE: Cooperation with official investigation
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As an international group company, we are committed to following international
industry practices and regulations, law of the local country. The company has
been actively cooperating with the investigation of all relevant institutions in
the local country, and will continue to cooperate with the relevant parties and
keep communication at the same time, in order to seek solutions for the
problems as soon as possible.
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Appendix: Third-Party Complaint Handling Form
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9 Appendix : Third-Party Complaint Handling Form

#iF AE & Information of the Complainant

IR N/WAD/ BR AR B VE/HRAE
Name of the Third Party Tel./E-mail
LEEH
M4t ®iIFBEHA
Date of
Address .
Complaint
KIFFER (] #R4% E-mail [ k8 Hotline [ {=&% Mail [ 5 On
Complaint Form Site

HIREL K 237 : Facts and Details Provided by Complainant:

®IFA FIFBEH
Signature of Complainant: Date:
IR R BRTTR

Handling Process and Resolution

#ifF 3 Classification of the Complaint:

OFAEIF (—%R) Major (Grade I) OFEHRIF (Z4H) Important (Grade II)
O—M3%iF (=4%) Common (Grade III) OFx%  Invalid

E\VAFEIICFE  Records by BD:

SHA - FAH
Signature of executive: Date:

X FIEERITiEE - Records by Relevant Departments:

SN SR
Signature of executive: Date:

HERAHB LR - Conclusion by VP-in-charge:

ZIEA SIERH
Signature of VP: Date:
FIFATIA 7 N=-1
Confirmation by Complainant: Date :

& F TR EEARN .
Note: Attachment can be provided as a supplement.
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