130

ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT

B~ L& ARG

ABOUT THE REPORT
Information about the Report

This report is the second 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
2019.

Reporting scope

The Report covers the principal business of the Company, its subsidiaries and
consolidated affiliated entities. Unless otherwise stated, the key performance
indicators ("KPI") 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 and its
subsidiaries. Compared with the 2078 ESG report released on July 22, 2019,
there is no significant adjustment to the scope for the Report. The reporting
period is from January 1, 2019 to December 31, 2019 (the "Reporting
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 Report to determine

key ESG topics.
“Quantitative”: All the data in this report are from relevant statistical reports,
official documents, and the relevant standards and methods used in the

calculation of emissions/energy consumption have been also reported.

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

disclosures are consistent with those used in the 2018 ESG report.
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SOCIAL RECOGNITION FLEEE ]
Awards (Note) Awarded by
RIERB (M) IR

Certificate of Enterprise Credit Grade (AAA)
PEERERFE (AAAR)

National Model Enterprises with

Harmonious Employment Relationship

ERESEHEERNBLE

|u

Jiangsu Province, “May 1st Labor Meda
IERE A — 48y

“Best Employer Award”, “Moving Organisation”

and “Star Team”, etc.
=ERE - BBAEL BEMAZHREA

2019 "Red Coral Award” of Asia Tourism

Best Online Travel Service Platform

2019 BN B3 [ ATHR I | SRR AR IR B2 AR TS F &

Jiangsu Private Science & Technology Enterprise

TEEREM KRB

Corporate Social Responsibility Award of Internet in 2019

019 BN ¥T e R A

2019 the Rank of new industry

"Pioneer enterprise/brand of economic growth”

019EXKCBTERAKRREBRLE Mg

The 3rd Aladdin “Best Mini Program of the Year” and

"Best Advertiser of Mini Program of the Year”
S=EMA T R FERENEF]
[EFFEREESE]

Annual Hot Ranking No.T and “Best Service Company”

FRABF — M RERBEE]

Credit Evaluation Centre of the Internet Society of China

B R e BRI E R ET O

Human Resources and Social Security Association, China
Entrepreneurs Association, All-China Federation of Industry and
Commerce & General Chamber of Commerce

ANERRERE  FECER RS - PR THBENS

Jiangsu Federation of Trade Unions
TEHARTE

The third China Customer Service Festival hosted by China
Information Industry Association

HRIEEHEEMNE=EPBEF REE

21st Century Business Herald, Nankai University

(IR RERE) - EHAE

Jiangsu Private Science & Technology Enterprise Association

THEREMREEBS

The 9th China Charity Festival Association

EMNEYN RS

/n Finance

PR

Aladdin

Fl4 T

Sina.com

¥R
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Awards (Note) Awarded by
RIFERE (HaE) THR AR
2019 Best Customer Service of the Year in the Online ts.21cn.com

Tourism Industry

2019F 4R FIRIBITH R ETR 21CNBIR R

Pioneer of fighting the epidemic for public www.thecover.cn

BhE B i T

China Concept Stocks Listed Companies with National Business Daily

the most growing technology

RARRUERMKZBER LR AF BRENH
China New Economy Innovation Influence Ranking in 2019 - iiMedia Research

The Most reliable travel platform

2019 B BRIEN 2 i — REBERETES iiMedia Research (3 #:438)
Notes: Only part of awards related to the ESG report content were listed in this chapter. MisE - AEEEFRE D BEESGRENA A LEIE -
ESG GOVERNANCE ESGHE R
“Becoming the leader of online travel services” is the developmental [ARERKITIRGERE I RARARIERENE
vision of the Company and the driving force for our pursuit of sustainable 5 NERMERAUFEERNES S - AR
development. We are committed to creating value for all stakeholders, BB REEN =B  IEEE - BURE

establishing a rigorous supplier selection mechanism, fully improving service WUt R BEKE - 2 HIEATEPRBES -
quality, providing employees with favourable workplaces, and giving back to BETIRERTHITIESR » WEGRELE o

the society in a positive way.

Standard management and comprehensive compliance with Bl P~ 20 E R
responsibilities

The Company has established an ESG management framework consisting of ARAREELTHESTSE  afhEBENMTIE

the Board of Directors, senior management and a working group: INBHERRCRIESG B IR EETE ¢

e The Board of Directors is responsible for preparing ESG management o EEZCBEDITEESCERFE  EBESGE
principles, motoring ESG issues, and identifying, assessing and managing H #5 MEREEEENESGERH - ¥
key ESG issues. Besides, it also assumes full responsibility for the RARMESCGRBE LEREZEASE - THE
Company's ESG strategies and reporting, and regularly reviews relevant BIESGHEBESEE M EMFELSCHE

issues and approves annual ESG reports;

Tongcheng-Elong Holdings Limited | FIf2E8EZERER A



ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT

® 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.

Diversified channels and positive communication

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.

B g RGBS

EREEEEENEREEBBSGEIEN
R EEE  BRAQRRIASBEREX
WESGRMREE RS - MESBZEIRELSG
RN ER S  WHERSSGRAERST
"

=<

AARREEHPIEAKNMESGTIENERE
TR RBIMESGEEIER © RESGEE
T WAEAREIREERESCIIEER

ZIouRE - RYEEE
ARAMEZEFZEBEFBERREKLESE -
EERE  HRIIIERFAL ([FBRFAE
B/ BERBE BF BIRME - -HME
BEFZEBAINEBRIR  BRZEFNE
BEBEIESGHEMEEMGT K - EAEAAR]
HIEESGREHNEERE o

Stakeholders Demands Communication methods
FlzEEE T R BEAR
Shareholders & Investors Return on investment Annual reports, financial statements

Information disclosure

Operational compliance

RREREE B DR
ERHE
RS
Regulatory authorities Operational compliance

Tax compliance

Social contributions
EEHE RS

BOEMT

FEitE

and announcements

Investor briefings

Company website

Meetings, roadshows and investor summits
Fil o MBmERNAS

REEBR

NCIEEDS

g BERRELEES

Direct communication
Business forums
Seminars and workshops
HEAR

P¥EwRmE
WAt g M ITIED
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B e BB G

Stakeholders Demands Communication methods
MEEE S R BEAR
Media and NGOs Promotion of industry development Social media

BERFRFAS

Cooperation partners

BERMH

Users

RE

Employees

Communities

HE

Publicity compliance
Delivery of brand value

HBITERR
REAREME
BREmEERE

Fairness and justice
Win-win cooperation

AFALE
BIERR

Personal privacy protection
Service quality guarantee

Perfect travel experience

(R EPNCYI
REREME
FERIRTT B R

Protection of employees’ rights and interests

Occupational health and safety
Improvement of employee benefits
Equal opportunities and diversity
{RIE B Thez

BERERLZD

HEBTEF
FEHgERETL

Active participation in public welfare

Promotion of positive energy

BRI & N e
ap =
Be

BIRIE

=
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Official website

Press conferences
Meeting communication
AR

B 75 A8k

MEEhE

BEER

Business communication
Regular meetings

Field visits

Evaluation and assessment
EER

EHEE

BEHEE

BRENET

Application ("“APP") and official website
Service hotline

Customer satisfaction survey

Social media

FEFAER ([APP]) - B /548,
EIREER

BEEmERE

M A IRES

HR Generalist of business groups
Labor Union

Internal meetings

Performance assessments
EEMNRE

Ie

MRS

BEREZ

Company website
Mass media
Social media
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Systematic assessment and priorities

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 for the Company to develop ESG management

strategies and prepare ESG reports.

Step 1 Identify ESG topics

According to the ESG Reporting Guide and considering actual business and
industrial characteristics, the Company has identified 15 ESG topics, which

are classified in terms of social, economic and environmental;

Step 2 Determine the materiality

The Company invites internal and external stakeholders to conduct an
assessment on each topic in form of questionnaires from the aspects
of "materiality to Tongcheng-Elong” and “impact on stakeholders” 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 customers’ privacy, protecting customers’
security, operating in a credible and compliant manner, providing quality

service and safeguarding network security.

FEEE
Very
important
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7 Topic

B Aspect

BlLBREEAE

Optimise cooperation with suppliers

MR AR

Safeguard intellectual property
BER  gemsze

Economic

Protect customers’ security
REEERES

Provide quality service

BEAREE

Operate in a credible and compliant manner

BB

Reduce emission

- BHAR

Save resources

14 REE

Environmental
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PUTTING CUSTOMERS FIRST AND PROVIDING
SUPREME EXPERIENCE

Adhering to the value of “putting customers first”, Tongcheng-Elong is
committed to providing supreme travel experience for diversified users,
accurately grasping the needs of customers throughout their travel, and
making their journey more convenient, personalised and cosy. In order to
make users’ journeys perfect, we safeguard the stability of services and the
security of users’ personal information through strict information security
measures. We choose tourism service providers through rigorous selection
processes, and improve the ancillary value-added services through efficient

management means.

Intelligent travel with safety and stability
Protecting users’ privacy

We are fully aware of the importance of privacy data protection in the
information age, and actively take effective control measures in strict
compliance with relevant laws and regulations such as the /nformation
Security Technology-Personal Information Security Specification
(GB/T 35273-2017). In 2019, the Company established a personal information
security protection group under the Information Security Committee and

invested more resources in users' personal information protection.

In the Users” Privacy Policy of Tongcheng-Elong, we introduced users our
management methods for the collection, storage, use, sharing, disclosure
and cancellation of their personal information in simple language, and
ensure that the practices at the above levels are fully compiled with relevant
laws and regulations. The Company developed the Data Privacy and Security
Management Specification of Tongcheng-Elong to regulate every phase
of the whole life cycle of internal data. In addition, we regularly conducted
personal information security assessment and safety audit to ensure effective

operation and implementation of relevant rules and regulations.

We collect users’ personal information strictly in accordance with the
principle of “reasonable, relevant and necessary”, and establish a rigorous
data security system to ensure our customers’ personal information storage
security. We limit the business processing operation involving users’ personal
information to a secure office network environment, carry out multi-level
approvals, log backup, and periodic inspection of information retrieval
behaviour, and adopt secure transmission methods for data transmission. At
the same time, we also regularly carry out information security trainings for

employees, requiring them to strengthen their awareness of data protection.

Tongcheng-Elong Holdings Limited | FIf2E8EZERER A F
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In 2019, according to the requirements of regulatory authorities, including
the Office of the Central Cyberspace Affairs Commission, we conducted
in-depth surveys and rectifications on personal information security of
APP, passed the review of the China Cybersecurity Review Technology and
Certification Centre and were invited to become one of the first batch of

pilot units that gained national APP security certification.

Safeguarding information security

We view information security as the foundation of the stable operation of our
business. 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
information security management capability from the perspectives of
research and development (‘R&D"), operation, detection, governance and
business. In addition, pursuant to 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, the Company has combined such requirements with the
business strategies and established a corresponding security mechanism in
the implementation of Tongcheng-Elong Information Security Management
Policies, so as to solve information security issues and strengthen the

information security culture.

B g RGBS
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The Company has established an information security system in line with
our business development based on domestic and international information
security standards and best practices. We establish different levels of security
protection for different functional areas, and form a comprehensive network
security layout, and create a comprehensive data backup strategy. We
enhance the safety awareness of employees and cultivate an information
security culture by organizing information security training, circulating

promotional slogans, and providing security offensive and defensive drills.

In 2019, the Company set up a data security working group and a security
emergency coordination group under the Information Security Committee
to further strengthen data security management, improve the data security
management system, and establish an emergency stop-loss working
mechanism. Meanwhile, 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 customers, system release security, and

development outsourcing security.

The Company has established a security emergency response centre to
collect threats and bugs from the public in the official website that would
be handled, repaired and reviewed by internal staff and points and rewards
would be offered based on risks and impacts of 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
white hats and business competitors’ reference on common security issues.
Together, we make progress and work hard to promote the construction of

industry information security.
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Building intelligent service

As a technology-driven company, 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 technical infrastructure and artificial intelligence ("Al") to meet
business needs in platform operation, data collection and analysis, product

development and user service.

We are speeding up the layout of intelligent transportation, intelligent
accommodation, Al customer service to gradually transform from the early
stage of the Online Travel Agency (“OTA") model to Intelligence Travel
Assistant ("ITA"), thus providing more users simple, fast and intelligent travel

service.

In 2019, we launched multiple services and innovative products based on
intelligent technology by means of big data and Al In terms of intelligent
transportation, we provide users intelligent travel choices with a combination
of railway, airplane, automobile and ferry products with the support of the
self-developed “Huixing” system. In terms of intelligent accommodation, our
smart hotels offer intelligent services, such as room booking through virtual
reality ("VR"), check-in by face scanning, smart housekeeper, invoice booking
and one-click check-out, covering the whole process from booking, check-in,
housekeeping to check-out. In terms of smart travel, we push out products
like Quanyutong, Al travel assistant, and guide of transportation hubs. We
keep exploring on the ecological landscape of “ITA" and continue to build

the role of “intelligent travel manager”.

Quality assurance and untroubled journey

Tongcheng-Elong has always been at the forefront of market development. It
strived to provide supreme customer experience and after-sales service, and
launched comprehensive value-added products and services. Leveraging on
the excellent user experience, the Company takes a place in major aspects of

the online tourism market.

B g RGBS

115 # RENR B

ERRIFEIRSE QA - MR AREERERE
KBREENRMEZASERK - TEE R
B RERSCENEERIN  RERMERRE
B A T4 ([ Al Artificial Intelligence ) » LA
BEFRES  HEBEHEESN - ELHEEAN
APRBEEZFENEBRE -

BAVELINRGREERE - HEEE - AR
FEE - FHBBRAZIKET S ([OTA, Online
Travel Agency ) ERVIAEENEN - RE%
RPRREHEE - R BHEHTRS - B
HoTAER SR LT TTE R ([1TA, Intelligence

Travel Assistant]) °

20194F » EBhAEIE Al BAUEL T 2EER
BRACRIMORBRERER - ERERARR
H CEXTRENEBTIZHIRT  AMlA
AFRMERE Rl RERREEREEN
BERTEE CEEAEEE  RMANEE
B BB E #R E T ([VR, Virtual Reality])
AECRBAL - SHEEEER  BOEER
—REEEERMRY  BRER AZ
B HMESRENZTEEEZ  ERETE
EMER T 2ENR - ATTEBRTF - BRAE
BEEER - RMOENTAIERRE ETEHRE
BHEITE[ERELTER INAR -

A ELDRRE ~ D AT
REZE-EERATSERNFLE - BIRE
EBRBNAFERRERRY - HELEARE

EEMERY - WERONMAPERAELRIKE
IS EBREPIER R 2 -

—Z—NEEFFR | ANNUAL REPORT 2019

139



140

ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT
BB & LB RIS

Stringent global selection and high-quality service

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 positioning of travel service providers.

It is our business foundation to provide customers with diversified products
and services. We have established emergency response procedures and
a response mechanism for extreme weather to mitigate the impact of
irresistible natural factors on business operations and ensure the safety and
convenience of users’ travel. In addition, users can enjoy the Company's
special customised value-added accommodation services, including
untroubled journeys, price difference compensation, room transfer, automatic
deletion after check-in and lost insurance. In 2019, we provide customers
with excellent user experience through continuous innovation in air ticket

products and services.
(a) Airticket business

While selling tickets of almost all Chinese airlines and major international
airlines, Tongcheng-Elong uses its own data capabilities to help users
book the most suitable flights, provides clear and visualised purchasing

ways.

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, ticketing time, collection rate and number of
complaints, and require each supplier to ensure that the ticket is
authentic and valid and suppliers should actively respond to customers’
needs and should not shirk their responsibilities. We introduce monthly
assessment mechanism for suppliers, and based on assessment result,

cooperate only with the best air ticket suppliers.

We require suppliers to prepare and implement emergency plans and
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 supplier
infringement of users’ rights and interests. We develop the Air Ticket
Supplier Service Specifications to specify our requirements on access,
assessment, elimination and penalty of the suppliers. Meanwhile, the
Company regularly holds suppliers’ conferences to convey the direction
of service promotion and listen to relevant feedback and suggestions, so

as to improve its own platform.
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We also provide customers with refreshing travel experience through
continuous innovation in air ticket products and services. The Company
provides diversified services based on users’ attributes, customises
differentiated value-added products and services according to
customers’ different characteristics, and offers special member benefits,
such as price discount, dedicated birthday care and dedicated customer
service, to members at different levels, satisfying customers’ needs in an
all-round way. In 2019, we have launched an online seat selection service
for international flights together with China Southern Airlines with the
implementation of New Distribution Capability (‘“NDC") technology. We
are the first OTA and pioneer to launch online seat selection service

based on NDC technology.

Accommodation reservation

Suppliers offer a large number of hotels and alternative accommodations
via us 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 access criteria and carefully select suppliers
based on the 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 of 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 inferior suppliers, we adopt
penalty and management measures such as rectification, delisting,

business suspending, product offline or cooperation termination.

In 2019, in order to further ensure users’ untroubled journeys, we
optimised the customer order process, and monitored the rate of valid
orders of each hotel and took rectification measures to further improve
the efficiency of customer service. Furthermore, to enrich customers’
travel scenarios, we launched the brand of “Chengmao BNB" to build
a folk ecology integrating multiple business resources, providing
users with more personalised accommodation experience and more

high-quality accommodation enjoyment.
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(c) Other transportation businesses

We provide e-ticket booking service from the official online ticket
booking platform 12306 of China Railway Corporation and offline ticket
outlets, and value-added services including ticket delivery and railway
catering. Besides, we provide users with ferry ticket booking services for
domestic routes and also sell long-distance bus tickets to meet China’s

growing intercity traffic demand.

Prior to the cooperation, we investigate potential 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 classification on suppliers to secure the

rights and interests of users to the greatest extent.

High efficiency and warm customer services

We focus on enhancing communication with users and providing first-class
user services. Centering on the vision of “Becoming a leader of online travel
services”, we established the Tongcheng-Elong Customer Service Centre with
the slogan of "“One-stop service with quick response and warm attitude” that

offers real time and efficient customer service to our customers.

In 2019, with brilliant reputation in the industry and high quality service
as always, the Company won several industry awards, such as "Moving
Organisation” and “Star Team”, at the third China Customer Service Festival

hosted by China Information Industry Association.

Systematic management and professional specifications

Tongcheng-Elong set up the Customer Service Centre Service Committee
that designs standard operating procedures for every detailed step and
establishes the top-down management architecture to execute each
step. It demonstrates the refinement and layering of Tongcheng-Elong's
management architecture. Tongcheng-Elong obtained the certification of
International Customer Service Standardization Certification Body (COPC
Inc.). Meanwhile, Tongcheng-Elong introduced the 6-Sigma management.
Through scientific project management methods, the Company keeps
optimising and perfecting the systems, procedures, personnel and services to

create supreme service experience for users.
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We lay emphasis on improving the service quality of Customer Service
Centre by management tools, and are going to combine the manual
quality inspection of the COPC performance management system with the
intelligent quality inspection incorporating intelligent speech analysis. Based
on the improvement of the professional skills of frontline employees, it is
supplemented by real-time risk feedback and remedy for the intelligent
system, so as to maximize user experience. On this basis, we introduce
multi-step quality inspection and establish a daily reporting system for quality
inspection. We identify the services with poor quality inspection results and
make corresponding improvement, while give “thumb-up” for excellent
services and promote them through demonstration, in an attempt to build a

good service atmosphere.

The Customer Service Centre has established the Customer Service Centre
Standard Operating Procedures, which analyse different customer service
scenarios, formulate corresponding treatment procedures, and suggested
scripts, including nearly a thousand scripts for knowledge, hundreds of scripts
for public regulations and standard cases suitable for all functions. They are
still in continuous optimisation, calibration and perfection. In combination
with the above quality inspection mechanism and business indicators for
customer service staff, we have established an employee growth system
covering all customer service staff. By means of linkage quality inspection
defects, screening of impact indicators for satisfaction and other intelligent
means, we send learning lists and test lists in a targeted manner to help

employees learn and improve their service level.

In 2019, the Customer Service Centre pushed forward an organisational
capacity improvement project, “Making Service WOW", of which W stood
for wonderful, O for users’ smiling faces and W for warm, aiming to
deliver services that make users cheer with WOW. We have established
effective communication channels to clarify the strategic information and
requirements of the organisation through “Talk with Mr. Xiao" interviews and
monthly meeting of the service centre. We further improve the professional
ability of customer service staff through the targeted knowledge base,
related cultural trainings and competition activities. We strive to build the
atmosphere of all staff innovation through a series of innovation activities,
such as "thumb-up king” and “micro-innovation”, as well as management
incentive means such as launching special innovation projects and
preferential resource allocation. In addition, we conduct corporate culture
themed activities like “Star of Corporate Culture” and systematized culture
promotion to enhance customer service staff's sense of identity and mission
for "WOW service”.

B g RGBS

BFIENEEFEREAERTLOREEE
REZCOPCEMERZMMATERES AL
ERBEFNAN TN EREMAES - EAWE
- B TERBKFORE - #AEERLAN
ERERERENRER  RARERABPE
B oo ULER L BPISIARBER  BYE
mMEmER  HEBRKETRARBETER
R HEFSRBETIHEIXEERT &2
REFRIEAE -

BERPOLET T REO(ERT OREEER
) I TRNERSSETON - HIEMR
FEREIEMIE KEZE RN - HEPERSO TR
2REEAEE  BEREBEARABENE
BB ERY - XWANAENEETEL - R
TE A LM E RS RERABNEBE
B RMABRLTEEEREMAEMNBEIKE
g BABBERRG RAERZERERS
EETRETREAHEXSZEEMEHE - B
ST EEEE - RBITRBKT -

20194F - BARAOHETT ARG WOW 2R & 8E D
RAEE - HhwHEWonderful » OREKRAF
MR - WREWarm » EERES AP KRN
fR% - BPIBBIEZEBOIEHXE - REF L
Ag@IBEMNEETERE  ARAEASH
BEEERENR  BAMBEREL - BEX
EEIEHBREDE—TRATRAENEE
Beh BB EET ] [R5 — R E1H
BB AREBAFIE EREBEEREE
BREFE  HER2BAIFOSE - I - [
bz 2 |EHEEFPINRAREKER AT E
FEMEEDBERABITEWOWARTE 18932
B Rk R i p % o

—Z—NEEFFR | ANNUAL REPORT 2019

143



144

ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT
BB & LB RIS

Turning complaints to treasure and achieving continuous
improvement

We actively carry out user experience defect management, collect customers’
real feedback and appeals as breakthroughs and force points, form special
reports based on the analyses to guide the business development and
improvement, ultimately achieving the goal of improving customer
experience defects and promoting products and services by users’ voice.
We also invite users to make comments by means of periodical obtaining
of customer net recommendation value as well as short message service
("SMS"). We will verify and backtrack every feedback to address the users’

problems and continuously optimize internal procedure.

As a bridge connecting business and users, the Customer Service Centre is
a window to intuitively obtain customers’ feelings. We set up a variety of
channels to collect existing pain points from all customer service staff. Staff
can submit pain points of the existing system via the activity of “Experiencing
Flagship Products’, and the project team conducts specific analysis and

classification and carry out in-depth control and unified solution.

In May 2019, we held an activity to listen to customers’ opinions — “Feel for
Our Customers and Provide Supreme Experience”. The Company's senior
management and management and core staff from each department came
to listen to customers and collected pain points and difficulties about
customer service. There were 223 participants, and 413 cases were handled
on site. A total of 775 pain points were collected, of which 478 cases were

completed, and 142 cases were completed.

Upholding integrity and honesty and ensuring operational
compliance

Creating an atmosphere of integrity

The business philosophy of compliance and efficiency is the foundation
of high-quality service. Adhering to the value of “upholding integrity
and honesty”, We has established a sound risk prevention and control
mechanism, practised the highest level ethical standards in all aspects of
business operation, strictly followed the relevant provisions of laws and
regulations applicable to bribery, extortion, fraud and money laundering,
such as the Anti-Unfair Competition Law of the People’s Republic of China
and the Company Law of the People’s Republic of China, adopted a zero
tolerance attitude towards any form of corruption, and established the
Discipline Inspection and Supervision Committee as an enforcement agency
to manage relevant affairs. During the Reporting Period, there were no legal

cases regarding corrupt practices.
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We have actively created a good corporate atmosphere of honesty, diligence
and dedication. The internal documents such as the Sunshine Code of
Conduct and the Disciplinary Penalty Regulations clearly stipulate that
employees are forbidden from behaviours such as deception, improper
profit, fraud and breach of confidentiality. Employees and external personnel
can report violations of professional ethics or related incidents through
reporting emails, telephone calls and the corporate WeChat platform.
After investigation, if the allegation is verified, we will seriously deal with
the violations of the Detailed Rules for the Implementation Disciplinary
Punishment and publish the results. At the same time, we have established
honesty questioning mechanisms, including routines, reminders, warnings
and callback, always pay attention to staff’s personal performance on duty
fulfilment, honesty and self-discipline, focus on prevention, and check

erroneous ideas at the outset.

We popularise the knowledge of law and integrity and pass on the values
of honesty and self-discipline to each employee through integrity training
activities covering all staff, such as “Integrity and Self-discipline Day”",
“Integrity Teaching” "Xinbaida Speeches”, and various promotion approaches,
such as playing video of promoting clean and honest conduct and putting

up posters.

Tongcheng-Elong actively promotes 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

the healthy and positive development of the advertising industry.

From September 19 to 20, 2019, as a member of the Trust and Integrity
Enterprise Alliance, we participated in the integrity and compliance summit —
“Build an Integrity Community with Joint Efforts and Create a Compliant
Ecosphere”, hosted by the alliance. Discussions were held by over 150
members from the alliance and dozens of experts and scholars from
governmental departments, famous universities and social organisations on
the construction of enterprise integrity system and prevention of criminal

risks.
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Publicity compliance

We actively create a positive corporate image and continuously improve
corporate recognition, reputation and harmonisation, manage the relations
with media and have established the principle of public relation management
and the principle of emergency response to public opinion crisis.

We also highlighted the advertising and visual identity management,
strictly followed the Advertising Law of the People’s Republic of China
to establish internal copywriting standards, and made best efforts to
stay true and accurate based on the principle of “Short and Simple”. We
implemented the compliance auditing of broadcasting and promotion
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 established a unified visual identity system in accordance with the
Tongcheng-Elong Colour Standard System and Specifications to enhance the
brand recognition.

Tongcheng-Elong actively promotes 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
the healthy, scientific and positive development of the advertising industry.

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 honours 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 Department will require the infringer to
cease his infringement action and make compensation; if the infringement
constitutes a major one, we will maintain our legal rights through judicial
channels.

On August 30, 2019, we arranged knowledge sharing trainings to spread
the information about patent application, patent mining, etc., where
professionals were invited to explain basic knowledge about patent
application and the inventions of methods, utility models and appearance
design patents that our services were applicable to.

Tongcheng-Elong Holdings Limited | FIf2E8EZERER A F
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Supply chain management

In addition to the selection of various travel service suppliers, we are also
involved in the purchase of outsourcing services, information technology
equipment and office supplies in our business operation. Selecting such
suppliers also affects Tongcheng-Elong’s business operation to a profound
extent. We have established a sound selection, assessment and management
mechanism, and 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 over the candidates and field inspections over some high-risk
suppliers. In order to ensure the service quality provided by suppliers, the
Purchase Department will collect comments from relevant departments to

evaluate and assess the supplier's delivery, as well as product and service

quality.

We proactively focus on the environmental and social risks in each link of the
supply chain, and have prepared the Bidding Evaluation Scheme Focusing
on Social and Environmental Risks of Suppliers as an indispensable basis for
selecting suppliers. For outsourced service suppliers, we assess and evaluate
the social risks of employees’ living and working conditions, employment
practices and turnover rate, hardware and workplace safety of the suppliers,
and require them to comply with all applicable laws and regulations
pertinent to employment, safety and health. In addition, we have established
a high-quality supplier club, TE-Club, to provide incentives and feedback to

outstanding suppliers and promote the positive development of the industry.

PURSING INNOVATION AND GROWING JOINTLY

Human resources are the most valuable resource to Tongcheng-Elong and
constitute the cornerstone of our business development. By strictly abiding
by relevant laws and regulations such as 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 establish a training system
that keeps pace with the time to help with employees’ career development

and the Company’s growth together with employees.
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Employee orientation and mutual benefit

Tongcheng-Elong adheres to the establishment of a new labour relationship
of “employee orientation, interest consideration, mutual benefit and joint
development’, and strictly observes applicable laws and regulations such
as 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 Labor, promoting realisation of employee benefits and sound
development of the enterprise in an effective way. During the Reporting
Period, the Company was awarded as the “Jiangsu Work Different Employer”
by Liepin.com, the “The Most Influential Employer of 2020" by Haitou.cc, and
the “King's Ark — The Most Talent-Cherished Employer” by BOSS Zhipin.com.

As of the end of the Reporting Period, the Company had a total of 5,431
full-time employees, of which the numbers of male and female employees

were basically equal, with the majority of employees were under 30 years old.
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Recruitment

Adhering to the criteria of “innovation, enterprising, responsible; integrity,
eager to learn, and dreams”, we attract talents with excellent quality and
great working competence 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 Internal Recommendation Management System. In the
course of recruitment and daily routine, we adhere to the recruiting principle
of "Openness, fairness, competition and prioritizing”. We do not discriminate
against any talents due to their race, colour, gender, age, family background,
religious belief, 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. Professional
trainings are arranged for the recruitment team to clarify the four basic
requirements of respect, affinity, fairness and professionalism and the
selection criteria for various types of talents. An interview evaluation form
is utilised 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 talent exchange activities to share our talent

management experience with peers without reservation.

In 2019, in order to meet the demand for talents, the Company refined
the selection criteria for talents through the Mid- and Senior-level Talents
Hunting and Recruiting Project, and established a mid- and senior-level
talents sharing centre and a talent pool, which greatly improved the
efficiency and quality of mid- and senior-level talents and scarce talents

hunting.
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Working hours and holidays

In accordance with relevant laws and regulations, we have formulated
the Attendance Management System based on the Company's operations
and implemented the standard working hours system, the comprehensive
working hours system and the flexible working hours system in consideration
of the features of various types of jobs, thus standardising working hours,
ensuring employees reasonably sufficient break time and achieving balanced

exertion and rest while ensuring work progress and quality.

We are committed to enabling employees to achieve work-life balance, and
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 approval from the superior. The
superiors will review the application according to the actual situation, and
arrange compensatory rest or payment for the overtime work. In addition,
employees of the Company enjoy the national legal holidays, statutory
annual leave, unpaid leave, sick leave, maternity leave, paternity leave,

nursing leave, breastfeeding leave, bereavement leave and other holidays.

Remuneration and benefits

In accordance with the Remuneration Management System and the
Performance Management System, and in combination 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 by formulating a series of
systems such as the Bonus Pool Management System and the Special
Incentive Management System, to improve the effect of incentives.
Meanwhile, Tongcheng-Elong attracts, motivates and retains excellent
talents in the industry by formulating a short, medium and long-term
salary incentive plan. In addition, with the help of a standard individual
performance management process, we create a fair, open and just
performance assessment environment. Through top-down performance
chain management among 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.
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Termination

In accordance with the labour contract law and other relevant laws and
regulations, we have formulated and updated the Policy for Administration
of Employee’s Employment, Transfer, Reassignment and Termination in
Tongcheng-Elong in real time, and constantly optimised the resignation
process to ensure that employee’s and the Company'’s rights and interests
are free from any infringement. While taking appropriate measures to retain
talents, we conduct opinions survey on employees who have voluntarily
resigned to know their opinions about the Company and relevant positions,
with an aim to efficiently respond to employees’ concerns and demands after

an integrated analysis of these opinions.

Working healthily and living happily

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 such as the Law of the People’s Republic
of China on the Prevention and Control of Occupational Diseases, we
constantly improve the safety and health management system to make
safety management more efficient and minimise the incidence rate of
accidents. 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 fire self-examinations and safety hazard
investigations to ensure a safe and reliable office environment. Activities
such as fire drills are arranged regularly every year to increase employees’
awareness of safety and fire prevention and sense of mutual rescue and
self-rescue, and build up their ability to cooperate and coordinate in
emergencies. In October 2019, in order to enhance maintenance personnel’s
awareness of self-safety, reduce the occurrence of accidents, strengthen
ability to prevent accidents and take corresponding measures in response to

different situations, we conducted safety training for maintenance personnel.

We care about the physical and mental health of employees. We arrange
free physical examinations for employees annually, guaranteeing a 100%
coverage over all employees, and carry out report interpretation activities
to inform employees of common health problems in the industry, teach
them how to prevent these problems and raise their awareness of disease
prevention. We also provide physical examination discounts and convenient
physical examination channels for employees’ families. In 2019, in order to
further optimise employees' office environment, our Beijing office renovated
the air conditioning and fresh air system by introducing the air purification
technology based on strong electric field filtering, which achieved clean and

fresh indoor air.
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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.

Employee achievements and collaborative development

In order to make efficient use of human resources and build a professional
employee echelon, we have set up a Career Development Committee,
which is responsible for the formulation of employee career development
management policies/strategies and the decision of major issues related to
employee career development. We formulated the Measures for Management
of Career Development in Professional Sequence, which clarifies the grading
of the 12 posts in each line and specific competency items for each position.
We have also publicised the promotion conditions and processes for each
line, and established channels for collecting feedback about promotion

results.

We are committed to creating a diverse and equal learning environment
for our employees. Through the establishment of Tongcheng-Elong
training system, we integrate internal and external resources to encourage
employees to participate in various training activities initiatively, provide
them with various opportunities to improve professional literacy and
professional skills, and help them grow together with the Company. At
present, Tongcheng-Elong College has formed five major curriculum systems:
Orientation Training, Management Academy, Professional Academy, Common

Sense Sharing and Learning activities.
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Common Sense Sharing

Learning Activities
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Carry out pre-service training for new employees, focusing on core issues such as the Company's
culture, institutional processes and career sharing, in order to accelerate the transformation of the
employees. In 2019, the Company held a total of 18 trainings in Suzhou and Beijing, covering 1,167

new employees.
HMARRBENE) - BERQARE - SIERBEBRES>ZERLORE  NEREINACH
B0 20195 - ARRIEEM B R HEFR18IGEINES - FIFTA1167A ©

Provide employment and promotion trainings for existing managers at all levels, and provides
trainings for employees to promote them to management, so as to further propel talent development,
performance execution and experience accumulation in the Company. In 2019, the Company
organised a total of 42 managers to participate in the TechMark business simulation training camp,
helping them grow into professional management talents who accurately reckon and predict the
market and dare to fight.

HRESRERERMERES S ATBEIEABTEBRIRMIE  E - SHBLRR TN
AT B R - BRUE M ERLEREEE © 20194 » AQ A HAZA2BEIRA B2 M TechMark i S iE
JlgkeE - By hBEIRRARBHIER  BATS  BUTEPINEXEEBAL -

Arrange different courses according to different professional positions such as product positions,
marketing positions, human resources positions and business positions, so as to enhance employee’s
professional competence in different lines of business and guarantee the HR reserve. In 2019, we
carried out a total of 47 sharing exchanges, engaging 60 lecturers and 4,000 employees.
BBEEMEER  EHEER  ANEREXHENEBEERRE TRANRIE - A TRIGRE
ITHBEBEREN - REANEIRFERE © 2019F - BHAHRABRS ZRXM475%5 - 2HER6ON - B
EBT4,000% °

It enriches employee’s knowledge, provides opportunities for cross-sharing and exchange and
cultivates learning interest. So far, we have launched projects such as “Welcome the Master”, “Night
Courses in Tongcheng” and “Open Courses”. In July 2019, we conducted the 24th and 25th of
"Welcome the Master”, with 578 employees participating, and received comprehensive rating of 4.69
points.
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We proactively carry out other forms of training 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 implementation and academic reporting system. On August 28, 2019, we
organized the second season of “Super-departure benchmarking tour in Shanghai “, visited English
fluent speaking and Ximalaya, jointly discussed the topic of capability-oriented product design, user
operation, and IP content ecosystem construction.
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B A E RAERER

During the Reporting Period, the average annual training time of employees WEBR - ARTEIRE7. 0% B THEX T

was 6.16 hours, covering more than 87.90% of employees.

PROPORTION OF EMPLOYEES RECEIVING
TRAINING BY GENDER
i E iR VN
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“Xinbaida” orientation training
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In addition, in order to improve or help improve employees’ professional
knowledge and skill levels and encourage initiative learning, we have
developed the Tongcheng-Elong Scholarship Award Scheme to provide
employees with scholarship bonuses, encourage and retain core talents, and

actively build a learning organisation.

In 2019, in order to further enhance the overall competitiveness and guide
employees to collaborate and innovate at work, we held the Innovation
Project Competition to explore the innovation potential of employees.
During the Reporting Period, the Innovation Project Competition received
a total of 313 special projects and 44 projects won a prize. The Competition
also handed out a reward amount of RMB3.24 million.

Jointing hands and creating harmony together
Employee Communication

Adhering to the principle of “Timely communication, timely solution,
and leaving no issues unresolved’, we value the functions of democratic
management, democratic participation and democratic supervision and
establish 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
employee (representative) assembly policy, and form a labour dispute
mediation committee to promote scientific decision-making and democratic
management of the Company and maximise the rights and interests of
employees.

The customer service centre organises a “BOSS face-to-face” event on
a quarterly basis, where topics for discussion are selected from recent
hotspots, heads of various teams are invited to provide on-site answers to
achieve dual-channel communication and shorten the distance between
management and junior employees effectively.

B g RGBS

TechMark business simulation training camp

TechMark 7 & 1 #% 5l #R &

AN - BRI B THEMBERRE - &
BEEEE - BANE T (REEENSERG
g RETRHSRES  HEEREZOA
A BRITERERAR -

2019F - RE— T RALEFTE S 5|88
THEIEFRIBRAIFT - HPEPTEFIEE X
E-BBTEIANEN - ERN - BFIE
BABEHRWE33EEE - BRIIHEA4E - 2E)
SBAREIAETT °

HEFEL
A L
BRIEEER  KEHR BETERINR
Al RPIBRERIEE RIZ2HE RE
EBENER BEYRKLMETHETEARE
RE -BEMITEEETINHENER  RIEE
XEBFRBAAMRT) BT TEAMNE
THRER)REHE  XRITEBHFAEBRZ

ek

Bg HHHBRARMREZEE  FREIHE
ma b e

ERPOEFEABFRRIBOSSH S ™ A -

EAMHBMETH®AEE ASEFAREA
ETRGRE  BRERBRIR  ARAAT

EEEMEREB THIERE -

—Z—NEEFFR | ANNUAL REPORT 2019

155



156

ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT
BB - E KRG

Employee benefits

In order to motivate employees to go all out for the Company’s long-term
development, we provide employees with diversified benefits, such as: a
“personalised” welfare mall where credits can be used to redeem benefits;
gyms, entertainment rooms and libraries where all kinds of fitness equipment
and e-learning equipment are available; the “Baby Care Room” specially set
up for female employees; additional security benefits to employees through
cultural honour, holiday benefits, employee care, communication subsidies,
etc; and the customer service centre provide quality accommodation and
management services 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.

Employee activities

In order to enrich the amateur cultural life of employees and reflect
humanised management and care for them, we organise various types of
team activities such as Thanksgiving parents tours, interest groups, care for
women and company annual meetings from time to time to deepen the
communication among departments and between management and junior
employees, improve team cohesion, and enhance employees’ recognition to

and sense of belonging to the Company.
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RESPECTING GOODNESS AND PROMOTING
PUBLIC CAUSES

Enthusiastic participation in social public causes is not only our unshakeable
social responsibility, but also the requirements of our long-term
development. As an active participant in the development of social public
causes, based on our industrial advantages, we use our edges on resources
and technologies to dedicate to the society with responsibilities and public
causes and created a favourable social public environment by means of
participating in social public welfare activities in an enthusiastic manner and

upholding the spirit of pursuing goodness.

Work together to fight the epidemic

The Epidemic of COVID-19 broke out in early 2020 affected the hearts of all
Chinese people. In order to win this tough battle, Tongcheng-Elong also
actively responded to the call and mobilized thousands of employees into
wartime status as soon as possible. “Your kindness will be reciprocated” * we
conducted a series of measures to protect users and give as much help as we

can:
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crisis security
emergency payment
guarantee guarantee
LR ol
FE{TREARE
Launch the

itinerary

inquiry

service

B g RGBS

S
E\\
=t
i
C’

>
Bk

2

B

IHERARFE  BREMBTEHN
B ERERHIERNTE - ERER
mEENBEEH2EE  HMESTER
mﬂﬁﬁﬁm%ﬁﬂﬁm1ﬁﬁ%%
i 74 Eﬁﬁ EREBRASNELTE
BRREEE  KRZERF

iy WS m B
o

I8 18

B E

it F) d— B

B

3
e
ﬂiwn

JE 3 IR BTSRRI

200F B ENNBMAESHED2HE AL
D BN RIESHNEE - REEENEGR
ZERE - E-RHHEAHHT E TEASRK
BE o [EAE  ATMEZ] BAREIT — &5
BREMERAP LT HETREROED

EREE8
axE
Extension
of the
membership
validity

i3]
[ 75 F8ER |

Launch the

“Ark Alliance”

—Z—NEEFFR | ANNUAL REPORT 2019

157



158

ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT
BB & LB RIS

Upgrade cancellation & alteration measures and extend the
membership rights validity period

In order to reduce users' loss caused by the COVID-19 epidemic, on
January 21, 2020, we introduced cancellation & alteration measures
for epidemic. Since then, we upgraded the measures policy every 24
hours. The cancellation & alteration service quickly covers all platforms
products such as hotels, flight, train, and scenic area tickets. At the same
time, a crisis emergency guarantee was launched in time to make every

effort to protect the rights and interests of users.

On February 13, 2020, considering the impact of the epidemic on users’
journey, in order to reduce user losses, we released the Explanation on
the Extension of the Membership Service Validity Period and announced
that starting from February 14, 2020, we will make related protection
measures for Tongcheng-Elong’s members, such as keep membership

level and extend the membership validity period.

Strengthen travel service to ensure users’ safety

Although all parts on country have repeatedly called for going outdoors
less, some people still have unavoidable travel demand. As a leading
one-stop service OTA in China, we do have a responsibility and

obligation to protect their lives.

Focus on the user's travel, we specially launched the “Your return
under my guard” protection service for users who have travel demands
during the epidemic. For users who purchased our product but were
unfortunately infected with COVID-19 during the trip, we give a special
security payment up to RMB100,000, aiming to provide a practical

guarantee.
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Online itinerary check and gratuitous treatment service

We made full use of the advantages of our big data platform, which
integrated national epidemic broadcast data, inflow and outflow maps,
national passenger transportation trends, forecasts and immigration
policies etc.. We launched an intelligent information system to check
itinerary of the COVID-19 confirmed case, so that our users could
understand the latest trends of epidemic and arrange reasonable travel

time and routes.

In order to protect users and improve the efficiency of epidemic
prevention during transportation, Tongcheng-Elong also provided the
COVID-19 confirmed patients flight and train numbers information
self-service check and SMS reminder function. Through this function,
users can self-service check whether the COVID-19 confirmed patients
take the certain flight, train, or city subway, bus, etc., in which case they
can take timely preventive measures such as home quarantine to better

protect themselves and their families.

We cooperated with Haodaifu to launch online gratuitous treatment
services covering all disease. Together with 210,000 public hospital
doctors nationwide and service of 7*24 hours free online Q&A, we try to
reduce aimless medical treatment caused by panic, help users maintain

their health scientifically and effectively, and reduce the risk of infection.
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Hand in hand, overcome the “Cold Winter” in tourism T FAE e 7 [ FEX )

Tongcheng-Elong initiated and established the city “Ark Alliance” to RIEEFEERN LT[ AR ] - $A7
provide free promotion services to all tourist destinations joining in it. BIMATHAE R IR IREE B iRt R B
Through online video and VR technology, “Ark Alliance” allows users to HERS o [ FAAHR I BBESREEVR
enjoy colourful cultural life at home, and also helps tourist destinations R EBEECERBEERINEESZEH
to fully show their tourism image and resource advantages in the form AL AIE - L E B IR S B #) 4 1EE 15 B
of VR, HD video and graphic material, to prepare for recovery of tourism BEAVR RERAMEBEXERBOEARS
after the epidemic. BRESNKEFZMERES  BEIS

BIR BV IR R ARIE B R A A -

Ningxia was one of the first batch destinations to join the alliance and EEABEHMABRBIYSIESRERRMNE
was introduced as emphasis. The alliance also introduced high-quality Mz — BREEHENTEMN  BER- £
cultural and tourist resources and classic tour routes of Fuzhou, Jiyuan, B~ =M - B REBDBINAPIIREE B B
Jiaozuo, Taizhou, Bacheng and other popular foreign tourist destinations. HAEE R E R MM A ERE - AR
Users can visit videos and graphic materials of these destinations to AI LA RIS LE B B9 0 1R 48 I B SCE KL -
learn about famous local attractions and classic routes. B 7 ) AR R B RIS AR BK o
In addition, in order to effectively protect the safety of our employees, oh - BT BRI ETREREBEEST
we cooperated with third-party agencies to provide “COVID-19 - Public MEAZE  BMBMEF=AKERET
Welfare Insurance Protection Plan” for employees, which provides free HRIFEME- 2 RBIRETS] - 2B
insurance for employees to carry out “compensation upon diagnosis’, REIRRE BERIEZ20E] WRET
and free medical consulting services. R BEBEZARE o

Caring for the Hearing Impaired PR YN R

In 2019, we launched the “55 Services” exclusively for hearing impaired users, 2019%F » RPIHEE TERERFREB[55RG]

which broke through the barriers in the way of better user experience of the ITREERPERES  JTE[ERATETE

hearing impaired. By creating a “Traffic Steward for the Hearing Impaired”, Rl KABRAREZHEREALHELZBERS

we became the first OTA to offer exclusive services to the hearing impaired WERIRE TS - BRMEERESAARIMNT EE

across the country. We have added a special column in our customer service FEegEnmFEHER  UFERE XF-

system to help new hearing impaired members by answering common FARABRATHBETSHEERRENER
questions on products and services for them with sign language videos, texts I e Jboh - SIAFEBERAERERAFRE

and pictures. In addition, the introduction of sign language customer service RS GRBOERED A —LEERARIREMR
staff to provide video connection services for hearing impaired users has also TREKS -

provided employment opportunities for some hearing impaired personnel.
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Caring for children

Education and culture are important sources of vitality for social
development. Therefore, we regard child care as the focus of our public
welfare activities. In 2019, we held the "4th Different Children’s Day” with
the theme of "Building Dreams of China by Children to Pay a Tribute to 70th
Anniversaries”, and launched a charity online event of “1 Yuan to Help Build
a Book Corner of Love” and “Tongcheng Book Corner of Love” program. In
addition, we held a series of special events named as ‘I am a Little Pilot" in
cooperation with a number of airlines and airports to send children on the

plane to experience being a little flight attendant.

GREEN DEVELOPMENT AND ENVIRONMENTAL
PROTECTION

We put the impact of operations on the environment into consideration in
our overall planning, and are committed to reducing the adverse effects of
business operations on the environment and climate. 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 implement the principles of sustainable
development by vigorously advocating energy conservation, emission
reduction and efficient resource utilisation, and clarify the green office
practices in our Administration of Energy Conservation. During the Reporting

Period, the Company had no any environmental violation.

Energy conservation and carbon reduction

We proactively adopt green office management measures to promote energy

conservation and emission reduction:

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

® Increase the frequency of routing inspections by the property

management company and shut down the out-of-service equipment;

® 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, that is, the
temperature must not be higher than 20 degrees Celsius in winter and

be lower than 26 degrees Celsius in summer.
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In addition, the Company has further strengthened energy management

through energy-saving retrofits and the use of clean 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 reduce

electricity consumption of lighting;

e 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.

Saving water

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 and strive to achieve reduced water
consumption and improved utilisation of water. We have been reducing
water consumption by posting water-saving signs, applying water-saving

equipment, and adopting advanced flushing technologies.

Reducing waste

In order to reduce paper consumption and waste production, we create
a paperless office via office systems such as Office Automation and email,
encourage double-sided printing, and equip printers with a waste paper box

to collect reusable paper.

In April 2019, under the theme of “Only One Earth”, we organised a “Paperless
Ticket” publicity event in cooperation with a number of airports, in which
passengers were invited to experience the services such as online check-in
at the airport and boarding without printing a boarding pass. These service
would improve travel efficiency while reducing waste of paper and discharge

of waste.
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During the Reporting Period, our KPIs for emissions are as follows:

ENVIRONMENTAL, SOCIAL AND GOVERNANCE REPORT
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BEMA - ARBRBERNY E R AR R

Park are borne by the property management company, the above wastewater
discharge does not cover Suzhou Tongcheng Industrial Park.

Based on operational features, our GHG emissions mainly include 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 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").

Non-hazardous waste arising from our operation mainly includes domestic waste,
grease trap waste and kitchen waste, all of which are disposed by the property
management company. The hazardous waste is 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 this report.

LU
1 O
Emissions 2018
#BY 2018%F
Wastewater discharge (tonnes)! BEKEERE (WE) 72,351.19 69,388.02
Total GHG emissions (Scopes 1 and 2) (tCO,e)? REREHRAE

(B3l — 8l —) (g) 2 8,308.76 8,324.71

Direct GHG emissions (Scope 1) (tCO,e) HERERER (%) (MF) 69.57 75.89

Including: Petrol (tCO,e) Hep - q0m (E) 69.57 75.89
Energy Indirect GHG emissions (Scope 2) (tCO,e) geRMEEEREHEN (&BE=) (M) 8,239.19 8,248.82

Including: Purchased electricity (tCO,e) Hep : SNEE N (88) 8,239.19 8,248.82
GHG emissions per capital (tCO.e per capital) AREREHRE (W, 8T) 1.49 1.39
GHG emissions per floor area BEREEAERES NS

(tCOe per square metre) (BE,/F75K) 0.16 0.17
Total non-hazardous waste (tonnes) mEEEyes () 631.01 885.82
Non-hazardous waste per capital (tonnes per capital) AEEEZYHHE (B, 81) 0.11 0.15
Notes : it
1. As water fees generated by the office located in Ruoshui Road Suzhou Industrial 1. EEK‘ﬁﬁ"éﬂ”I%@E”*Eﬂﬁ’ﬁﬁﬂ%ﬁﬁmmg

EE"T@% NEEE - W ERBEKERETRE
I \iﬁﬁﬁ'

HEREBERFN  ARARMREREIREZKE
AAEBERTVRERTENNERRERE
PO (B0 —) » ARIMNEE 7 PTER ML IR MR
RERBHR(#E =) - BEREBRER _A
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RERNBEZEG ) EMO(RHBEEL
BERBRGENERREER) & ﬁ’&“%ﬂ

ARBERRELBRTELNBREERYER
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WIRE B ) FE AR B o R o
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During the Reporting Period, our KPIs for use of resources are as follows:

BEMA - ARRWERE R EHRERERE
BT

Use of Resources 2018
BEREA 20184
Total energy consumption (MWh)' gERERERE CKRLR) 11,633.93 11,535.38
Total Direct energy consumption (MWh) BERBEEE OLER) 284.56 310.39

Including: Petrol (MWh) Hep o 5m KERE) 284.56 31039
Total indirect energy consumption (MWh) R ae R EERZE OKER) 11,349.37 11,224.99

Including: Purchased electricity (MWh) Heop o AMNBEE ) CREE) 11,349.37 11,224.99
Energy consumption per capital (MWh per capital) AR EEE ORRE BT) 2.08 1.92
Energy consumption per floor area B FRBHEREREE

(MWh per square metre) KRR FHK) 0.22 0.24
Running water consumption (tonnes)? ERYUNGEI(E 80,390.21 77,097.80
Running water consumption per capital A BERKEE (B, 8T)

(tonnes per capital) 17.22 15.88

Notes:

1. Total energy consumption is calculated based on the consumptions of electricity,
oil and the default parameter values related to fossil fuel as shown in the Attached
Table 1 to the Accounting Methods and Reporting Guide for Greenhouse Gas
Emissions from Public Building Operators issued by NDRC.

2. The Company's water is mainly domestic water in the office, all from the municipal
pipe network. The domestic wastewater generated is discharged into the
municipal pipe network for treatment.

3. As water fees generated by the office located in Ruoshui Road Suzhou Industrial
Park are borne by the property management company, the above running water
consumption and running water consumption per capital does not cover Suzhou
Tongcheng Industrial Park.

4. Since the use of packaging materials is not involved in our operations, KPI A2.5
(Total packaging material used for finished products) is not applicable to us.

5. Based on industrial features, Aspect A3 (The Environmental and Natural resources)
and KPI A3.1 (Description of significant impacts of activities on the environmental
and natural resources and the actions taken to manage them) is not applicable as
we do not use other environmental and natural resources during operation, thus
such information is not disclosed in the Report.

OUTLOOK

In the future, we will continue to actively assume social responsibilities, share
development results with stakeholders and contribute to the creation of a
harmonious society. We will, as always, manage to create quality experience
for customers, grow together with employees, explore more forms of charity,
work to improve energy efficiency and guarantee sustainable development,
and give back to stakeholders with every pragmatic action.
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