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ABOUT DEXIN SERVICES

FRAEE

ABOUT DEXIN SERVICES

FARZEKE

Headquartered in Hangzhou, the Group is a comprehensive property
management service provider with a rich and extensive management
portfolio in the Yangtze River Delta region. The Group actively expands
the development of diversified property segments, including shopping
malls, office buildings, industrial parks, schools, hospitals, transporta—
tion hubs and religious scenic spots. It implements the development
idea of the market—oriented operation. Since its establishment, the
Group has established a brand image of quality property management
services by providing various residential and non—residential properties
through three business lines: property management services,
non—owner value—added services, and value—added community
services. The Group has been ranked among the top 100 property
management service companies in China for 10 consecutive years. Its
business operations are highly recognized in the property management
industry in China and the Group has established its leading position in
the property management service market in Eastern China.
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ABOUT DEXIN SERVICES

FRAEE

On July 15, 2021, Dexin Services Group was successfully listed on the
main board of the Hong Kong Stock Exchange, and won the title of the
most valuable Property Company of the sixth Golden Hong Kong Stock
Year in that year, marking the new journey of the development of the
Group.

In 2023, we adhered to the principles of simple and conservative,
steady and far-reaching. In the trend of “returning to rationality”, we
actively responded to policies and focused on the realization of
information, intelligence and service—oriented in property management
information and the construction of future communities under a
high—quality approach to facilitate the integration of the future
community public services realistically. We recognized ourselves in the
cycle and created a brand new opportunity to start afresh.
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ABOUT DEXIN SERVICES

BN ANEE

Awards and Commendations

Through nearly two decades of development, the Company actively
built the whole industrial chain of the modern service industry and
became a comprehensive service group. Its subsidiaries include the
property management company, the engineering technology company,
the green environment company, the life service company, the asset
management company, the high—tech company, the apartment
management company, the business service company, etc. At the
same time, the company has formed a three—line parallel business
development model of property management service, value—added
community service, and non—owner value—added service.

In addition, the Group served as the official property service provider
of the 19th Asian Games in Hangzhou by its excellent property service
quality in sports venues. On the 100th day countdown to the Asian
Games, Dexin Group together with China Property Management Think
Tank jointly released the “White Paper on Asian Games Gold Service
Standards”( (TREZEHERBZEDKEE) ) to assist the event.
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Industry conferences and forums

The Group has been actively participating in influential forums and
strategic summits in the property management industry, sharing its
own experience and discussing market trends and the industry’s future
development with peers. While keeping abreast of market trends, the
Group also helps to promote the development and progress of the
property management industry in China, contributing to the society’s
high—quality development and enhancing the value of sustainable
urban development. During the year, the Group participated in several
industry conferences and forums, including:

- The 19th Asian Games in Hangzhou Concluding Commendation
Ceremony in 2023”

- China Top 100 Property Service Enterprises Research Results
Release Conference cum The 16th China Top 100 Property Service
Entrepreneurs Summit in 2023

- China Real Estate Brand Value Research Results Release Confer—
ence cum The 20th China Real Estate Brand Development Summit
Forum in 2023

- Annual Meeting of Hangzhou Property Association

- China Real Estate Association Council

In the future, the Group will continue to consolidate its strategic layout
in the property management and value—added service industry chain,
strive to optimize the quality of products and services, and continu—
ously strengthen its market competitiveness.

ESG governance

Good ESG governance lays the foundation for sustainable develop—
ment. A robust ESG governance structure would help enhance the
Group’s ESG performance and help us manage the risks and opportu—
nities of our business operations in a better way. The Group has
formulated an Environmental, Social, and Corporate Governance
Policy, which sets out the ESG management structure and manage—
ment strategy to pursue business development while fulfilling our ESG
commitments. The Company’'s Board of Directors (the “Board”)
assumes the responsibility of formulating the Group’s ESG strategy,
and ensuring appropriate and effective ESG risk management and
internal control systems. The Board will monitor the performance of
the Group’s ESG policy in each unit, regularly review the implementa—
tion of the ESG policy and ensure that the Group’s ESG governance
complies with the requirements of the relevant regulatory bodies.
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ABOUT THIS REPORT

BARZEHS

Dexin Services Group Limited (the "Company”) (Stock Code: 2215)
(together with its subsidiaries, collectively "Dexin Group”, this "Group”,
"we” or "us’), is pleased to release the Environmental, Social, and
Governance Report (the "ESG Report” or this "Report”). It aims to
openly and transparently display the Group’s strategies and efforts to
fulfill our corporate social responsibility and promote sustainable
development in the past year. This Report also sets out the Group’s
performance in environmental, social, and governance ("ESG”) and the
programs and actions implemented in response to the expectations of
various stakeholders. In the future, we will continue to enhance the
quality of our products and services, strive to promote environmental
and social sustainability and create more value for the ecosystem,
customers, employees, and shareholders.

For more information on the Group’s corporate governance framework
and practices, please refer to the Corporate Governance Report in the
Group’s Annual Report for the year ended 31 December 2023.

Scope of this Report

This Report covers the period from 1 January 2023 to 31 December
2023 (the "Year”). The information contained in this Report covers the
Group’s main business segments including property management
services, non—owner value—added services and value—added commu—
nity services operated in the People’s Republic of China (the "PRC”)
Taking into account the significance of the operating system, business
contribution, and business development of each business for the year,
the business entities included in the reporting scope are:

1) Dexin Shengquan Property Services Co., Ltd.; and
2) Dexin Property Services Co., Ltd.

The environmental key performance indicators ("KPIS”) cover the
performance of the headquarters offices of the above two business
entities. The Group would continue to review the business areas
covered by its KPIs, and it would actively prepare to expand the scope
of disclosure of ESG report and improve the Group’s sustainability
blueprint in the future.
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ABOUT THIS REPORT

B AR S

Reporting framework

This Report has been prepared in accordance with the "mandatory
disclosure” and “comply or explain” provisions of the Environmental,
Social and Governance Reporting Guide (the "ESG Guide”) as set out
in Appendix 27 of the Rules Governing the Listing of Securities issued
by The Stock Exchange of Hong Kong Limited(the "Stock Exchange”).
The content index of the ESG Guide set out in Appendix Il of this
Report summarizes the Group’s application of the ESG Guide and
cross—references to the relevant sections of this Report.

Reporting principles

In preparing this Report, the Group has made disclosures in accor—
dance with the principles set out in the Stock Exchange’s ESG Guide:

Materiality

The content of the ESG report is to determine relevant risks and
opportunities through engaging stakeholders and conducting materi—
ality assessment, including identifying issues related to ESG, collecting
and examining the opinions from internal management and different
stakeholders, assessing the relevance and importance of the issues,
S0 as to formulate and verify the data in the report. This Report covers
the material issues and related impacts concerned by different stake—
holders.

Quantitative

The KPIs disclosed in the ESG report are supported by quantitative
data and measurable criteria. The statistical data, calculation tools,
methods, reference data, and sources of conversion factors are
disclosed in the reporting of emissions data and energy consumption.

Consistency

To maintain the comparability of ESG’s performance between years,
the Group adopts a consistent reporting framework and calculation
methodologies as far as reasonably practicable. If there are any
changes to the methodologies used or the relevant KPIs, the Group
will present and explain them in the corresponding sections.
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ABOUT THIS REPORT

FRAR S

Release method and feedback

An electronic version of this Report is available for viewing and down—
loading from the website of the Stock Exchange (www.hkexnews.hk)
and the official website of Dexin Group (www.dexinfuwu.com). If there
is any discrepancy between the English and Chinese versions of this
Report, the Chinese version shall prevail.

If you have any inquiries about this Report or comments and sugges—

tions on the Group’s sustainability performance, please contact us at
ir@shengquanwuye.com.
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STAKEHOLDER ENGAGEMENT

B 20

STAKEHOLDER ENGAGEMENT

BnESS

The Group attaches great importance to stakeholders’ views and
maintaining close contact and effective communication with them for
the long—term development of the Group. Therefore, we have estab—
lished diversified communication channels to reach out to stakehold—
ers in various fields through different online and offline means. In this
way, the Group can understand the views and opinions of internal and
external stakeholders to assist the Group in formulating sustainable
development strategies that can better balance the interests of the
environment and various stakeholders of society.

Stakeholder communication

The Group has established a series of communication channels and
platforms to fully understand the concerns and expectations of various
stakeholders on the Group’s ESG performance and provide timely
responses.
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Stakeholders Expectations and Requirements Communication and response methods
BinE HALEBAEE K BEEE RSN
Eﬂﬁ&%%%’% Compliance with laws and regulations Regular reporting of information
Government and Regulators o T
9 'H-T@]ﬂﬂﬁ?)ﬂ% o BT I BA RS
Promoting local employment 8 .
Inspection and supervision
IREFANTR
Pay taxes on time
LEEIE
Earnings return .Hﬁ%ﬁ’gﬁ
N Shareholders” meetin:
N SIRE 9
HX% Compliant operations .%@/A%&ﬁ@
Shareholder = Group announcements and circulars
“1RF/AE) BIE p amnouncen
Increase Company value o TER. BEEWINL/ASIAHUE
STy B A NEEY Email, telephone communication and company website
*EHBERLSIER P ' pany webs
Information transparency and efficient communication
ST
Integrity in business eETHIILE
Review and evaluation session
AN 1% [l ./A\I'Zﬁﬁ%
STEB1T Fair Ccmpetition B ER
Partners N Business communication
REEL e
Performance of contracts inaccordance with law AR T T"E

* BFIH

Mutual Benefits

Negotiate cooperation
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STAKEHOLDER ENGAGEMENT
ISR

Stakeholders
&

Expectations and Requirements

Gl

Communication and response methods

BBEE B

E P IRIBHID R AR

Customer service center and hotline

BEEm R IR EERRAE
Quality products and services Customer opinion survey
= N
. R EERERS
Clients Performance of contracts in accordance with law Customer communication Meeting
RS HRIRETS
Integrity in business Social media platforms
*[5l5h
Calling for feedback
S EFHIN
Achievement of emission standards
e «BRAERIAE BREIRIGEPIZIA N
Eﬁiﬂ Energy saving and emission reduction Communication with local environmental authorities
Environment HE &S
SRR RS
Compliant emissions Research and Inspection
EIEFK

Reasonable water use

ST RHIE
7= N Participation in industry forums
GES BETIEER i v
Industry Drive industry development O%f'f,_@ﬁﬁﬁ
Exchange visits
2THEE
MRS UEE Employee communication meeting
Rights and benefits protection /NS INFIFD WH@%Q@
il
'Hﬁi%f@@&ﬁ/ﬁ Company newsletter and intranet
Occupational health and safety . %Ifﬁ%ﬁ
81 -%WE%U_ Employee mailbox
Employees Compensation and benefits 'i%gmﬁ-ﬁilfffiﬁ
.H@%E;;@ Training and workshops
Career development =1 I%@J
o A\ % Employee activities
Humanity care B TEAD
Staff congress
SANSIF N
NEHRIRIE Company website
Improving the community environment -’AE /A\ﬂ:
=
HTELAR e REI/\EE Company announcements and circulars
Community and People Get involved in charity work o[BIBITLS
o & FERA Media interviews

Open and transparent information

GHREETE

Social media platforms
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STAKEHOLDER ENGAGEMENT

B2

Importance evaluation

For the Group, understanding the thoughts and opinions of stakehold—
ers is inextricably linked to the formulation of the Group’s overall ESG
development strategy. In addition to the communication channels
listed above, we also collect the views and expectations of manage—
ment and staff on ESG-related issues through questionnaires to
understand the importance of different sustainability issues to the
Group’s development. After the analysis of the information and data
collected, the materiality map provided by reputable external organi—
zations[ The materiality maps referenced in the materiality assess—
ment include the ESG Industry Materiality Map and the SASB Materi—
ality Map provided by MSCI and the Sustainability Accounting
Standards Baard (SASB), respectively.] will be taken into consider—
ation, and with the assistance of third—party ESG consultants, ESG
issues of higher relevance and importance to the Group will be
screened out. The Group eventually identified nine material ESG
issues, which would form the basis for the Group’s resource allocation
and ESG risk management direction in ESG.

Category

Important Topics

I8 EEER

EEIE

HAEEMS, BRSNENRENERETIR] EEER
ESGERFKRNBEERNA D, FT LARMIKEESE B,
BFEBBEREN A NNEEIEE RS THESGIHERZ
BREERBE, ANERTETSEERZENETER
MEEN, ERMRENENREBEDITE, BESHE
INEHBRENEEMER EEZMTEC2ZARMF AT (
MSCI) #RMEESGITEEAR M E R KESHENESS (
SASB) RMMEZILER, |, TEE=HNERE. HEREAL
BEENH THELHAEEMSHBHTELEETRSHN
ESGERE., ANEESEHAHIEBEAESCHERE, AAEERN
ESGHEZ & RN RESCRZEIRIBME MR,

Corresponding sections

HESE

RIERE
Environmental Protection

RIS EHTAL URIE

Environmental accident prevention and treatment

6.1 BIEIEEAR
6.1 Environmental Management System

RIBER

Employment Compliance

oSl Ko tE A

Compensation and Benefits

BT RERE

Promotion and Development

RIEEH

Employment Compliance

SINTBERIRRER

5.1 Talent Acquisition and Employment Compliance

o525 B R EF

5.2 Salary and Promotion
535 T & KEE

5.3 Employee Benefits and Activities
o5 4355/ BRE R

5.4 Training and Development

=P RIBERE

Customer Service Management

EPREERET
Customer Health and Safety

EAE S P e
SEEE EFREMTERE
Operations Management
REMEIRFER
Smart Property Service Development
RES

Anti—Corruption

1The materiality maps referenced in the materiality assessment include the ESG Industry Materiality Map
and the SASB Materiality Map provided by MSC! and the Sustainability Accounting Standards Board
(SASB),respectively.

Customer Information Security and Protection

4.1 RERBRE

4.1 Guarantee service quality

A3 BRERETE
4.3 Customer Health and Safety

44 EEPED

4.4 Maintain customer rights and interests

4.6 BERILER
4.6 Smart Technology Management

B RRISE MEEUR
8. Integrity and honesty in business

'BEMEIEE2ERMAFAE (MSCI) REMESCITEERMME RK @S 4
AIZEE (SASB) RHEMBRME:E.
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KEEP IMPROVING SERVICE QUALITY
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KEEP IMPROVING SERVICE QUALITY

fmmkiE RBEmES L

As a branded property management service provider, the Group strives
to improve the quality of property management services and enhance
customer satisfaction with the goal of "Being Your Life Companion”.
The Group is strictly following the Product Quality Law of the People’s
Republic of China, Urban Real Estate Management Law of the
People’s Republic of China, The Property Management Regulations of
the People’s Republic of China and other laws and regulations. The
Group also formulated a series of internal systems and guidelines to
ensure that our services comply with national standards and ensure
that customers enjoy high—quality and satisfactory service experienc—
es.

With the increasing attention of owners and the government to the
quality of property management service, we are constantly looking for
a breakthrough in the ability of our products ——"Service”. Among them,
strengthening the quality management of property management
enterprises is one of the necessary means. We have set up a unique
quality management department to meet the requirements of quality
management (QM), efficiency management (EM) and information
management (IM).

Quality Management

Service affinity of property management

The Group attaches great importance to property managers’ service
attitude and service etiquette. On the one hand, the service affinity of
property management is reflected in the service scene layout of
property management, the scene layout of the property management
service community, especially the scene layout of the property service
center, and the office space of property management enterprises. The
Group has different scene layout requirements by business type to
create a simple, bright, cordial, and orderly place to give residents and
service staff a strong sense of affinity and belonging. On the other
hand, it is reflected in the attitude of service personnel in property
management. The Group requires project service personnel to provide
courteous, orderly, and warm on-site service through daily training,
regulations, system construction, and random inspection to improve
customer service affinity.

11

FR—EEREHENMETIEZRGE, RNEEED R
MNEFRID REREE, TEUEMEEERBORE,

RAEPIREE. AEEERER (TEARKTEER
mEE) . (FEARAMBBSMESERE) k (FEAR
HAEMEERGO) FERRE, WET —RIINEHE
MIES IRERBFANRBHEEFERE, BREEFPZZE
BEIBENREER.

P& X EURBUREMEREEZ R R BN TE & LT,
¥ B B HERNREN — IR AT E S H R .
He, iieaeEietxnmE giEfE AT —EEERF R,
AL T FPINREEEEM, EREEE QM) (&
REE(EM) AR ENEE(IMEMTFERNEZ.,

mEEE (QM)

YEEIENRISIRANA
REBSHENEEEANRBEEULYDEERANRBE
BEINRIR, MEBEOBRBHRND, —HEEBRENEE
ENRBISRME, NEEERBLE, LERMERSETD
DS RME, URMEEBLENMASH, AEEHE
BETRMNGRMESRNK, TEMR. PR B/, BFN
BT EP AR RBA BB HNRGRER: 5—hH,
BRENMEEENRBAERE, AEE®BEHBE,
B, BRER, ULAERNMmRE, BREERHAR
RMEER, Bf, EAERENRSRT, RSHENRBEH
M.



KEEP IMPROVING SERVICE QUALITY

B AAE RS mER L

Quality management ability of property management

To constantly improve the service quality of the regional companies
and property service centers of the Group, we have strictly complied
with the established Quality Inspection and Assessment Management
Method. The Group’s operation quality control center would conduct
a comprehensive inspection of the on-site quality problems of the
company and property service center in each region. The Group’s
operation quality control center carried out the Joint Checks, the
Mysterious Visit, the Tianyan system, and other means to evaluate the
on-site quality management work. The Group also issued quality
rectification orders for on-site quality defects and hidden dangers
and required rectification within a limited time. The relevant depart—
ment or unit must implement the project rectification plan and contin—
uously monitor the improvement progress until the service quality
meets the standard requirements. The Group ensures that quality
property management services are maintained in all projects and that
the quality of service is continuously improved to ensure customer
satisfaction.

Dexin Services holds regular operation quality improvement seminars
to improve service quality continuously. The workshops included
inviting project managers to discuss how to improve the project
quality, exploring new ideas and the research results of the project,
summing up experience, and improving the quality management
standards. In 2023, we took the lead in proposing the campaign
“Etiquette First, Safety Guard” in Hangzhou, Wenzhou, Hefei, Wuhan,
in residential communities, offices, shopping malls, and even schools
and hospitals. The entire management of the project of Dexin Group,
with the theme “understanding of etiquette, carrying out etiquette,
consolidating etiquette”, was launched as a series of thematic activi—
ties, which enhanced service awareness, service etiquette, and service
standards.

MEEENREEEEN
SAERANEEZREAS] . SMERBTONRBRE
HPIEBREEROHEN (RERSSREEME) . EEE
EmEPOSERBMARE. WWHE. RIRRRSELIY
e S RMERBHONRERBEHNEETEERE,
HMERSRBEERETIF, THRSRBRENEETERE
EUWL, BRREEN, HRMHTNEULNAETEEEEN
HE, THERENEEE, EERBAESRREER,
REBSERMEEREFEENMESERY, WHEN
ERBER, EFEPREBMRHNRSE,

SERRARGRE, RERDTHENEL RERTTI
g, BESRMEHHNOURSEZMEETTR, HER
MRR, THMRERETEE LRBERE, BE5ER, =2S
mEEIEKEE, 2023F HAIRGRE BEAT. R2FL
HIRTTED, AN, EDEM, AR, FEE, (MEITHE,
ABFE. 55, DESER. Bk, 2ERERBEESR,
AEDAIEIRT . "HET. i  ATE, FR—RIEEED.
RITRBEH. JIGRBEE. BHLRBERE,

1BIERRF2023 18 % 51T, REH L HIATE)
Dexin Services’ earmarked the campaign of advocating etiquette to support the Asian Games
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KEEP IMPROVING SERVICE QUALITY
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Efficiency Management

The service efficiency of property management is the ultimate
embodiment of service function, which can reflect the comprehensive
strength of property management enterprises. It mainly includes:

Service response time of property management

Service response time can reflect the degree of emphasis of property
management enterprises on the service requirements of owners.
According to the needs of the Group, the service response time in a
community is less than 30 minutes. Because the owners are usually
concerned about the attention of the property management enterpris—
es to their service needs. The Group, through the timely response
service, creates the first impression of service and improves the
quality management of the property.

Channel of Communication

MEEE (EM)

MEEENRBUEZRBIVENRLRER, EHRELY
REETENGRESN. TBEE

IR EIRAIRTS B R

ARFSEl EAS R RE S0 S BRI M) S BIB R R M R T IR H IR oK
NEREE, REAEENER, E—ELENIRSCIE
Wi 2300 BN, EAEEEEHEONEMEEIEREY
i PIRERBHRNELIE, FEBEBRELELE, 7
ERBNE—REHR, BAMEREEE,

Content of communication

BBERNE

B TEMEIERERE

Housekeeper’s Working Wechat &Building Wechat Group

REFRFBIER

Maintain close communication with owners

AQORRFS R IR B0 AR

400 Service & Complaints Hotline

HETERRIFEE, REERRERETFRK, BREETFK
To achieve good communication with owners, timely and effectively follow up
the owners’ demands and solve the needs of owners

EIeBNMERES
Owner’s meeting and housekeeper’s visit

EHRREUAREPRREETFEMBNERN. RMULT
—WEtE. HBREDFS

Regularly report to the owners and residents the main points and highlights of
the management work, as well as the next step plan and community activities

IBEIRFBMIE AR
Dexin Service Wechat official account

REMEETIRES, TERERBNIRERE, ClaEilEE

Report the repair and complaint, and follow up the processing, feedback and
clearance within the specified time
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KEEP IMPROVING SERVICE QUALITY
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Processing time of the service B IERI AR TS BRI A

The processing time of the service reflects the level of the compre— R A RIS MR S IE T EN G A RBEHEN ST,
hensive service skills of the property management enterprises. AREBRBEIIEEA000RFEH0, URERERBAENE
Through the establishment of 400 service centers and the training and FTIEIIRERZ, ReRFBASETEREES BERIELAEE
assessment of enterprise service personnel, the Group can improve 7, FEEEEASHRREEmEE EMNREEK,

the service personnel’s professional skills and meet the service needs

of the owners within the time that the owners can afford.

BRI TFREE

Customer complaint handling workflow

HPRE

Owner call

40030 4R AR =218
400 Customer complaint handling

A00E REMFIBIIE R iR E

400 Customer service staff consult the situation and fill in the complaint form

400ERBNIBE AL, IKELE

400 Customer service staff input project system and distribute work order

IR B IRERRIE

Project follow—up processing

BB RSP I RSP MERTER TE

Project staff visit customer and confirm completion of work order

14



KEEP IMPROVING SERVICE QUALITY
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Property management service processing effect

The service effect of property management is that the property
management enterprise ultimately provides the owner with the corre—
sponding service quality. The comprehensive satisfaction of service is
reflected in the service effect. The Group established relevant rules
and regulations, the property management service for four words,
namely the "Fast” — quick service response, "Accurate” — accurate
problem judgment, "Decisive” —processing problems to be handled
decisively, "Better” —processing effect is better.

MEEIRNRISEIZNR
MEEENRFBEERR N EEELEERDETRME
ERPFRENRZER, ETHRBOGEMERERMAT
RBBRLE, AEERIEROREFNE, HYEELNR
BalEs, BIA"R—RBLERILE. E BB =
e, TR ——RIEEREERE . - RIERREN.

EERBRAE 999%
Resolution rate of owner calling

SER