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LEKRUERE EARN, FEFRSSFHMEIZOMNMENR, FTEBEE, \gAEFiE
HMERS . BEINEREFEE, ZOEFEPMEEENE, BRETEREFHE, #HE
FHEE.

We wholeheartedly provide quality service on a customer-oriented principle,
whilst upholding the core values of integrity and strictly abiding by business ethics. By
improving communications with customers and taking the utmost care of the rights and
interests of our customers and consumers, we have met and exceeded our customers'
expectations with a better customer satisfaction rate.

(—) IRBEZE Pz / Protecting the Rights and Interests of Customers

HREZFNELE, LEKEEZEFEEMALBZROBIFNESEE, FRE (LiEK
BERERABRELESENE ) & (LHKEERERAS M MESENE ) SHXE
BERNEFEEH TER .

In terms of protecting the rights and interests of our customers, CR Cement
constantly treats customer data as core business secrets and in strict confidentiality
pursuant to the relevant management requirements including "Regulations on the
Management of the Confidentiality Work of China Resources Cement Holdings
Limited" and "Management Measures on Trade Secrets of China Resources Cement
Holdings Limited".

- IRERME(T / Delivery in accordance with contractual requirements

LEKRISIKER ( §RELE ) ABXEEEMFIEWEER, Hr&RREREKRILE
T, SN~ T ENREEE, MR miVaR=E.

CR Cement prepared the sale and purchase contracts in strict compliance with
the Contract Law of PRC as well as other relevant laws and regulations. We effectively
meet the standards of product delivery in strict compliance with the contractual
requirements. Excellent product quality is ensured by implementing strict quality
management on our supplied products.

- ZER{EBRIP / Customer data protection

LEKREEFEEIMENY, ATEARKEEOKE. T, 85, FHREENRE
EEaREE. BN, ERESRFTEFARZHENETISSHIIEENRANES B EE,
WREFPERRE.

We create independent files for all customer data with designated staff in charge
of data collection, filing and update. We also set up management of access rights to
make enqguiry on the relevant data. At the same time, to ensure security of customer
data, we strictly manage the grant of access rights of making inquiries and exporting
information of our customers’ transactions in our information systems.

(=) MRS = / Attentive Customer Service

- ZFPRSBAZE / Customer service system
1. BER FBERYIREENEER / Digitalization of customer orders and logistics

2017 FFEERD) APP( NBRER ) ESEl FAAXIFNETEMRRY, AJAZFRM
PRETE, RMEE. HETE. PnaaEsy. EENEERS, KRS TER TR
Eiw=E, Ligs 71T ERBEREE

In 2017, the mobile APP (applications) for placing sales orders was officially
launched in Guangdong with good results. The APP offers highly efficient and
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conveneient online customers services such as speedy order placing, balance inquiry,
sales inquiry and logistics tracking, which has greatly enhanced the efficiency of

customer order placing and capability of order tracking.

§%§ / Transaction volume

1JER / Orders

% FiTE 65% / Online orders 65%

#T1T8 35% / Offline orders 35% TS 48% / Offine transactions 48%

2017 F, — FRBEANETFERAREZRACE FAXMEIN F%, SMTEME
EEH. e, RETERENE, WETEFRERR, WRASIPREHEE
TKEEMEE . 8ZE 2017 £k, MERESERRCEAER 1 ke, EkE
NRE, ERTEEEYDRE, HRAZPIREIURRDRRS -

In 2017, our unmanned "Smart Card" system was launched in Guangdong,
which has achieved the automation and intelligentization of product delivery,
increased the efficiency of delivery and improved our customers' experience
of taking delivery of goods from us. The system will be rolled out to other
cement production plants of the Company. As of the end of 2017, the truck
transportation scheduling management system was connected to over 10,000
trucks, which had enabled control of transportation capacity resources and
real-time monitor of flow directions of goods, for ensuring quality logistics
services to our customers.

2. ZFIRSEIE / Prepositioning customer services

BESREPIRETRIEERARE. ERRSR TR T ABINE. ZPRIFMEG T
EREERR, 2017 FEEKRIRE T ERRSIEVESR—RIBRASZR, B
FIREEZ ‘S5 S+ RS LE, NMIBRURLEFRR, ReERREE. H+ ‘S
BISZIE” B9, fEEKR 31 REMATB 2017 EFFEEFR, EREMEZE. Kk
FEIEIRENBHATC RN R RIEEEEARRER, FFER RAITEEMNIT . ‘5
P 3, 2017 FAK / BHABEEIRARERZFE 3,500 &, EECEN 1,400
B, ITZWEEFRENMEN, Hei4Er=. HERRS TIEXE. 2018 FEFIRSH
ENXMBESESN VeERRSRLIEE. 1 SHmEd.
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% FZ5 52% / Online transactions 52%

&

2017 FRX/EH R
SERARELEFEB

3,500 =, @
1 400=

Customer service
staff of our regional
offices and production
plants visited over

3,500 customers

in 2017, representing
an increase of

1,400 over 2016



In 2017, for effective reduction of customer complaints and better customer
satisfaction, CR Cement proposed the concept of prepositioning our customer services
and a series of solutions by providing more services "prior to and during" the process,
in order to address the issues of late notice to customers on volatile functionality of
product, inadequate standardization of concrete for civil construction and inadequate
precautions against customers' complaints. In terms of "support in advance", since
the second half of 2017, 31 production plants of CR Cement had been providing
timely feedback to sales staff and customers when the amounts of raw material
admixtures and major cement indicators were not within the agreed ranges, which
made it more convenient for customers to adjust and respond in a timely manner. In
terms of "support during the process", customer service staff of our regional offices
and production plants visited over 3,500 customers in 2017, representing an increase
of 1,400 over 2016. Customers' opinions and suggestions are widely collected to
motivate work improvements on production, sales and services. In 2018, the project
for prepositioning customer service will focus on the promotion of "standardization of
concrete for civil use in batching and construction”.

3. EFIRIRERENANENEI / Mechanism for handling customers' complaints and

opinions
2017 &, HEEKRKEIZFIOFEHE 24 /MR, FRAAKER. Bt SRE
ETARSIE, IRIFHIEZERIX 100%. 2EERICRAITEFFAREERN, N=m

RE. FA4kEE. XURS="HEESRGE, FEWER. SRRENDRKETIER/NEE
RU5e, AEHEHTmRE, NEEFER.

In 2017, we designated professional staff from quality control department of our
major regions and production plants to respond to customers' complaints within 24
hours, and achieved a handling rate of 100%. We compiled and analyzed customers'
complaints and opinions on a monthly basis, and focus on following up with three
aspects including product quality, performance, and delivery of services. We have set
up expert teams to resolve the recurring and frequently occurred problems, for better
product quality and better customers’ experience.

4. ERE5EEBENZRRE / Protecting the rights and interests of customers and
consumers

HLEKERAEFE LNEREES, RIFAZFPREENESREERS; 288ERARM
ABEFEBNE, ITEFES 2017 &, REE—SFE-mihE, il 7 REMWRTFr~ £
TR FEKRE, BEEFEK.

CR Cement persistently provides our customers with products and services of
excellent quality on a customer-oriented operation philosophy. Staff at all levels have
been visiting our major customers more frequently to listen to their needs. In 2017, to
meet our customers' demand, we had further enriched our product range by getting 7
production plants to produce the renovation cement "Wang Pai Gong Jiang".
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EBIRERRAS Z—®EKRE ( £R) BIRRE
Customized solutions offered by China Resources Cement (Shangsi) Limited

2017 &, TAFREXEMINER LTERMER_ERUKRE 42.5 SREEKRFT SRS HINF
K. ABdzEf. ERKEEER. SRR AFEEN, SREKBIHERESREITibE
TIZAEN, REBEEEREL (RS ) BIRABSIN=ELT(E. IMIFMEHE AR T2
B SIRHEE , EHFE TRERRERE . A IMIFIE R R ECRFIR S

BEEVEHITHIE . REHMATRRMBERN . aRIMIFIE R SKEESHEXIE,
FRUKERFNERESFAT, Re— MR RETEREHEIEERBERL> . S8
FRUKEIZBZECLL I E4 . TEFH. ERHMIESTEGFER. B, MTExRLIES
TERFXKORCHER, BEFHEERERS.

In 2017, we received reports from two key projects in the Chongzuo region of
Guangxi that problems of laitance and air bubbles occurred when they used our bulk
cement of Grade 42.5 in cover plating. The management and department heads of
China Resources Cement (Shangsi) Limited ("Shangsi Cement") paid keen attention
to the issues by paying several visits to the construction sites with sales associates of
the Chongzuo region to carry out field research. We also invited the laboratory director
of China Resources Concrete (Fangchenggang) Limited and the technical engineers
of the admixture supplier to perform on-site tests and troubleshooting. Besides, we
investigated the sand, stones and admixtures used in the project segments as well as
the raw materials such as mixes and gypsum used in the cement. Finally, it was found
that the compatibility between sand, stones and admixtures of one part and the cement
of the other part was not satisfactory. Shangsi Cement took the initiative to adjust the
formula and conduct trial production. Laitance of the cement produced in the last batch of
trial products had been significantly decreased with the new trial formula confirmed by the
construction project. In the same month, Shangsi Cement underwent mass production
according to that formula, designated specific silos for storage and made exclusive supply
to the two key projects. At present, laitance problem in every segment of the two key
projects had been solved and customer satisfaction significantly improved.
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HEESI RSP
Anniversary of Runfeng Brand

2017 £ 6 B 28 H, HKIE
ERMEXNBHR—BE, £EKE
FPT HERMERX EH, &
KXEEHFRE. FRENBIBE 90
REFPELRE, 25 A%08 1,500
Ao

On 28 June 2017, in
order to celebrate the first
anniversary of the official launch
of the Runfeng brand, CR
Cement organized the event
"Anniversary of Runfeng Brand".
It was launched simultaneously
in all our operating regions.
Representatives of about 90
customers were invited, and
over 1,500 people were in
participation of the event.

- EPIBERSSERN / Value—added services and activities for customers
LR B FENEAIBERSES, AN ZmEERNEN, BREFIANEE.
Through extensive value-added services and activities for customers, CR

Cement has strengthened customer recognition while building a distinguished
brand image.
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event held on 28 June 2017
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SEFEKR BT
Themed promotion of " Runfeng Cement "

2017 EERXFFE SHEKR TEE, DERNTEEED ‘16— (HEDSE
—EETHAREN—RIUREED ). XRE . “X5R .« EEEs). KBRS ZP2E.
ERERSESHEREFEDNE 7015, AEFRET FEANSERS .

In 2017, themed promotion of "Runfeng Cement" was rolled out in all our operating
regions. To provide extensive value—added services to our customers, we organized
or sponsored approximately 70 customer events in various forms, including the "first
grab" (a series of promotional events for the first wave of resumption of construction
after the Chinese New Year), events themed with "gifting warmth" and "qgifting coolness",
promotional events, events for key users, customer appreciation meetings and customer
seminars.

2017 £ 3 A 3 B AKX 2016 FEEFEH=
The 2016 Customer Appreciation Meeting in Guangdong on 3 March 2017.
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