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CUSTOMER SERVICE

The Bank remained committed to building a comprehensive customer-centered financial service system. Acting on the
philosophy of compliant operation, efficient service, refined management, pragmatic innovation, responsibility and integrity,
the Bank improved its business procedures, enhanced service quality and developed new service models. In 2021, the Bank
devoted itself to the campaign of serving the people with real action, and delivered services to its corporate customers on that
basis. By keeping close to the market and learning about customer demands, the Bank increased support to its customers
in a timely and appropriate manner.

Taking the initiative to find out customer demands with the joint efforts of all the staff. The Bank put solving difficulties for its
clients at the center of its operation, focused on foreign trade, manufacturing and relevant supporting industries, screened
out enterprises that were experiencing temporary difficulties due to changes in external environment and COVID-19, and gave
special attention to enterprises in the manufacturing and emerging industries as target clients. The Bank took the initiative
to provide clients with timely services. Staff at all levels paid site visits to corporate clients, learning about their status of
production, operation and cash flow, and trying to understand the challenges they faced and their urgent needs. A working
mechanism was gradually formed between the Bank and its clients, according to which, the top executives reach consensus
through talks, the head offices design solutions accordingly, and the technical teams translate the consensus and solutions
into win-win results.

Staying close to the market and making accurate customer classification. The Bank continued to explore new ways and
mechanisms to fulfill its responsibilities as a policy bank and meet the needs of its corporate clients. It kept a close eye on the
market and pushed forward customer classification in order to allocate differentiated financial resources to different customer
groups. Through tailor-made financial solutions, highly efficient customer managers, and targeted risk prevention and control
measures, the Bank made every effort to meet the demands of its clients and contributed to the high-quality development of
the real economy.

Improving customer experience by the provision of fine services. The Bank made adequate and refined financial service policies,
reviewed and rebuilt its product system, and put sufficient financial products in place. Tailor-made comprehensive financial
solutions were delivered to clients at a gradual pace. The Bank also optimized targeted areas of its services, introduced a
number of time-bound and differentiated credit policies and streamlined credit review and approval procedures in an endeavor
to satisfy its customers.

Enhancing capacity building to deliver better services. To better understand the needs of its clients and deliver financial services
with higher efficiency and quality, the Bank worked to improve client managers’ comprehensive abilities and build a team
of managers who can always bear in mind the big pictures, and be responsible, innovative, pragmatic, highly professional
and cooperative. Efforts were also made to establish a service management system featuring customer first, with the aim to
enhance the Bank’s capacity for serving the real economy.

Providing efficient and convenient financial services with empowerment of technology. The Bank kept pace with the trend of
digital transformation, took advantage of online banking featuring multi-channel, diversified products and tailor-made services.
It witnessed a steady increase of its online banking account numbers and a growth of active customer ratio, and more clients
began to use online service other than counter service. The Bank welcomed the first client that opened corporate-to-bank
connect, expanded online services to strategic and key clients and tried hard to improve their experience. In the battle against
COVID-19, the Bank made best use of the contact-free service of its online banking system, innovated the remote account
opening measures and introduced the one-stop service. In so doing, the Bank managed to deliver efficient and convenient
financial services with less physical contact.



