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Consumer Financial Protection
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The Bank adheres to a people-centered value orientation, and integrates
consumer interests protection (hereinafter referred to as "consumer protection") into
corporate governance, corporate culture construction and business development
strategies. Guided by the concept of "comprehensive consumer protection". we are
advancing the construction of the pattern of "the bank-wide management of
consumers’ interests protection, and the bank-wide responsibility for consumers’

interests protection".
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We actively practice a culture of consumer protection, continuously refining the
consumer protection review mechanism, information disclosure, suitability
management, traceability management, and cooperation institution management. By
innovating products and services and optimizing service processes, we integrate
consumer protection principles and management requirements throughout the entire
product lifecycle and service delivery process, consistently treating consumers with

fairness, impartiality, and integrity.
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Governance Structure

AATHRFTEAM BHR TR TEASR, £EF S, BREHEEHRL
HRERBERPLNERAS, ATHETEE. KFAXEREEM R TIE.

The Bank has established a clearly-defined supervision and management system
for consumer protection. Specialized committees for consumer interests protection
have been set up under both the Board of Directors and the senior management,
responsible for guiding, overseeing, and coordinating related consumer protection

management work.
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The Board of Directors serves as the ultimate decision-making body for
consumer protection. It is responsible for the overall planning and guidance of
consumer protection, safeguarding the legitimate rights and interests of financial
consumers and other stakeholders, and reviewing and approving major consumer
protection matters. The Risk Management and Consumers’ Interests Protection
Committee under the Board of Directors, in accordance with the Bank's overall

development strategy, reviews the strategy, policies, and objectives of consumer



protection, submits consumer protection work reports and annual reports to the Board
of Directors, addresses major consumer protection issues and policies, and guides and
supervises the establishment and improvement of the consumer protection
management system, as well as the fulfillment of consumer protection responsibilities

by senior management and others.
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The Consumer Interests Protection Committee is established under the senior
management, leading the Bank's overall consumer protection work. It implements
relevant consumer protection laws, regulations, and supervisory requirements,
formulates and reviews basic consumer protection rules and regulations, and
establishes a sound consumer protection policy system. The committee guides the
establishment of a consumer protection management system with clear objectives, a

rational structure, adequate support, and effective implementation. It improves the



decision-making, execution, and performance evaluation mechanisms for consumer
protection, ensures the allocation of necessary resources, and promotes the orderly
progress of consumer protection work. The committee implements relevant
resolutions of the Board of Directors regarding consumer protection, develops,
reviews, and coordinates work plans, programs, and tasks, and regularly reports on the
progress of consumer protection work to the Board of Directors and its Risk
Management and Consumers' Interests Protection Committee. It strengthens the
analysis and application of complaint data, fully considers issues and demands
reflected in consumer complaints within business operations, internal control, and risk
management. The committee fosters a culture and philosophy of fairness and integrity
in consumer protection, raising awareness among employees. The Head Office's
Consumer Interests Protection Office is the leading management department for the
Bank's consumer protection work, responsible for organizing, coordinating,
supervising, and guiding other departments at the Head Office and subordinate

branches in conducting consumer protection work.
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Under the senior management, the Technology and Product Innovation
Committee is established as the deliberative body for significant matters concerning
the Bank's IT construction and product innovation. It is responsible for deliberating on,
coordinating and making decisions regarding major matters related to the information

technology and product innovation of the Bank. The Office of the Technology and



Product Innovation Committee is set up within the Head Office's Technology and

Product Management Bureau.

R B ALK

Strategy Plan
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The Bank had incorporated consumer protection into its "14th Five-Year"
development plan and has listed it as a key focus in the "15th Five-Year" plan. We are
making sustained efforts in areas such as the building of the consumer protection
mechanism, complaint management, financial literacy promotion, employee training,
and system development, further reinforcing the strategic importance of consumer

protection within the Bank's overall business development strategy.
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We strictly implement the Agricultural Bank of China Work Plan for Cultivating
and Practicing Financial Culture with Chinese Characteristics (2024-2026),
continuously improve the service mechanism of "Handling Complaints Immediately",
and carry out diverse financial literacy activities on an ongoing basis. These efforts

aim to enhance consumers' sense of fulfillment, happiness, and security, and foster a



harmonious and healthy financial consumption environment.
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Consumer Protection Policy System
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The Bank continuously develops and improves its consumer protection policy
system. This system is led by the overarching regulation, the Agricultural Bank of
China Management Measures for Consumer Interests Protection Work, and supported
by 91 directly related policies, including the Working Rules of the Consumer Interests
Protection Committee, the Management Measures for Consumers’ Interests
Protection Reviews, the Guidelines for Consumers’ Interests Protection Information
Disclosure, the Management Measures for Customer Information Protection, the
Implementation Rules for the Protection of Personal Customer Information, the
Management Measures for Service Cooperation Institutions, the Measures for the

Management of Client Complaints, and the Management Measures for Financial



Knowledge Education and Publicity. These policies encompass 13 types of working
mechanisms, including decision-making, consumer protection reviews, information
disclosure, suitability management, traceability management, information protection,
cooperation institution management, complaint management, diversified dispute
resolution, education and publicity, performance assessment, internal audit, and
accountability. They ensure comprehensive protection for consumers' interests

throughout the entire product lifecycle and service delivery process.
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In 2025, the Bank fully aligned its policies with new regulatory requirements
concerning agency sales, suitability management, and marketing and promotion. We
revised a series of regulations including the Management Measures for Agency Sales
of Publicly Offered Securities Investment Funds, the Management Measures for
Agency Sales of Wealth Management Products, the Management Measures for
Agency Insurance Business, the Management Measures for Agency Sales Risk
Management, the Management Measures for Agency Sales of Insurance Asset
Management Products, the Administrative Measures for Retail Marketing and
Promotion Activities, and the Management Measures for Agency Sales of Private

Placement Personal Financial Products.
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Employee Training on Consumer Financial Protection
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Training Participants
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The Bank strictly requires all customer-facing employees at all levels across the
Bank to participate in special consumer protection training sessions every year. The
training comprehensively covers middle and senior management, consumer protection

staff, frontline operation personnel, and new recruits.
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Training Methods and Content
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The Bank formulated the Management Measures for Financial Education and
Publicity and the Post-Training Evaluation Plan for Consumer Protection Work,
specifying the division of responsibilities, training content, training formats,
organization, implementation, and evaluation management for consumer protection
training across the Bank. We develop annual employee consumer protection training
plans and conduct tiered and stratified training for all employees through a
combination of "online and offline" methods. The training covers consumer
protection policies, the Bank's consumer protection mechanisms and systems,
personal information protection, financial knowledge education and publicity,
complaint handling, financial literacy, and ethical sales practices. Special emphasis is
placed on strengthening training regarding the Administrative Measures for Product
Suitability of Financial Institutions and the Administrative Measures for Agency Sales
Business of Commercial Banks, aiming to enhance the overall consumer protection
compliance awareness and service capabilities of all employees. Tailored training
programs are provided for different groups: management-focused training for middle
and senior management, enhancement training for consumer protection staff, practical
training for frontline operation personnel, and foundational training for new recruits.
Furthermore, targeted training is conducted in response to frequently occurring
complaints and hot issues based on business and service processes to improve training

quality and effectiveness. During the reporting period, we conducted consumer



protection training sessions for all employees across the Bank, and a training coverage

rate of 100%.
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Consumer Protection Specialized Training
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At the Head Office level, we conducted training programs including the
consumer protection and anti-money laundering compliance management training
course, the consumer protection and emergency response special training course, the
online training on consumer interests protection (including personal information
protection), and the online training on complaint handling skills enhancement.
Participants included heads of departments at the Head Office, heads of consumer
protection departments at tier-1 branches, and key business personnel. We established
online consumer protection courses on the “ABC E-Learning” platform for all bank
employees to study online. Each branch also organized special consumer protection
training to interpret the concepts and key priorities of consumer protection work,

thereby improving the consumer protection practices.
XY
Targeted Training
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For middle and senior management, we provided interpretations of the
Administrative Measures for Product Suitability of Financial Institutions; organized
special training programs, including those for leading talents in pension finance,
leading talents in retail business marketing, and retail-focused training sessions for
branch presidents in provincial capital cities under the theme of “Big Wealth and
Strong Retail”; and delivered consumer protection courses such as "Strengthening
Consumer Protection and Compliance Management to Drive High-Quality Business
Development". For heads of consumer protection departments at tier-1 branches and
those in charge of anti-money laundering compliance within the personal finance
divisions, we conducted training sessions on consumer protection and anti-money
laundering compliance management to enhance their professional capabilities in
consumer protection, risk management, and compliance. Ningxia Branch organized a
centralized training session for deputy branch managers from operating branches,
focusing on the Administrative Measures for Product Suitability of Financial
Institutions and the Administrative Measures for Agency Sales Business of

Commercial Banks, thereby strengthening compliance awareness among management
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personnel.
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For consumer protection staff, we provided training programs including the
consumer protection and emergency response training course, the special online
training on consumer interests protection (including personal information protection),
and the online training for enhancing complaint handling skills. The Measures for the
Suitability Management of Financial Institution Products were interpreted with
typical case studies explained. Fujian Branch invited senior internal and external
experts to interpret key focuses of consumer protection work for its consumer
protection staff through case analysis and on-site drills, enhancing their professional
capabilities in this area. Hubei Branch conducted multiple sessions of the "Consumer
Protection Lecture Hall". using a "theoretical guidance + case presentation" approach
to explain full-process consumer protection management, complaint management,
personal information protection, consumer protection reviews, and suitability

management to its consumer protection personnel.
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For frontline operations personnel, we organized micro training sessions on
protection of personal information, “Monthly Insights” online learning courses, and
published editions of “Case of the Week” publication. Morning and evening briefings
were fully utilized to interpret content such as outlet publicity and education,
customer information protection, customer communication skills, and public opinion
response. Special training sessions were held to explain key consumer protection
points of relevant businesses. Beijing Branch conducted personal financial
information protection training for its frontline employees, emphasizing key points of
customer information protection. Yunnan Branch organized a service capability
enhancement training program for outlet managers, covering topics such as consumer

protection rules and regulations, and complaint handling skills.
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For new recruits, a dedicated course on "Agricultural Bank of China Retail

Business (including Pension Finance and Consumer Interests Protection)" was

included in the Head Office's new employee orientation, explaining the content and
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mechanisms of consumer protection work. The consumer protection content in the
New Employee Orientation Manual was revised and distributed for study by all new
employees across the Bank. New employees are required to complete consumer
protection education and training before starting their positions. Branches such as
Beijing and Tianjin focused on explaining fundamental knowledge including
consumer protection laws, personal information protection, consumer protection
reviews, and complaint case handling to new recruits, enhancing their awareness of

the importance of consumer protection work and complaint handling capabilities.
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For areas with frequent complaints and high-risk businesses, we conducted
targeted training. A specialized training session on consumer protection and
emergency response, along with an online training program to enhance complaint
handling skills, were organized, for complaint emergency response personnel at tier-1
and tier-2 branches, complaint handling staff at branches and sub-branches, and outlet
managers. In response to frequent complaints regarding mortgage prepayments,
overdue repayment negotiations, non-compliant loan processing, and loan rejections,

quarterly briefings and training sessions on consumer protection were held for
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mid-to-senior managers and consumer protection staff. Concerning the high number
of on-site service complaints at outlets, three training sessions were organized for
senior managers, focusing on outlet service capability enhancement and the
performance of duties by internal operations managers. Gansu Branch provided
training for responsible managers of sub-branches with frequent complaints, covering
key areas and critical links such as regulatory systems, complaint management, and
customer service coordination, aiming to specifically enhance their consumer

protection performance capabilities.
A fR %
Exams to Promote Learning

R R B h 7 TR TR MEZ KB b F iR m, AT R TR
BANEF A E, LHHRBERE I EE T ERGAINRE . E3-157
SRHFENERP AT ECFAHE, BATHREX 37 K— R THRH]
PR I— ZRATARBTIRHEARA R B H R0 2B, I A e s
HREREN. HEAR, ATAMXHEF. T 2025 FHR T L
REASE, & bailnk, AFFELR., FRENEHFFA, WH A TH
Re B, R FHR BHEA AHR RTHR, BR-RoTH
SATHT R A HRZERARITATA HRESPEM LR LE, FRIMTHES
“RIEHK ZEHE SBERDNERE, BmHREMPR, PABERY.
SBMANENURERT, 2T EREEFIHER L IRTS R EE,

Consumer protection content was included as essential knowledge in the

employee job qualification certification exam and incorporated into the public
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question bank for the bank-wide employee job qualification certification exam,
achieving organic integration between the consumer protection knowledge system and
job competency requirements. During the "3-15" Financial Consumer Interests
Protection Education and Publicity Campaign period, the Head Office organized an
essential knowledge and competency test on consumer protection for the leaders in
charge of consumer protection departments at 37 tier-1 branches and full-time
consumer protection personnel at the tier-1 and tier-2 branch headquarters. The test
content covered consumer protection laws and regulations, regulatory requirements,
and relevant internal policies. Hunan Branch held the 2025 Consumer Protection
Professional Skills Competition, testing employees' professional consumer protection
skills through online knowledge tests, on-site review written exams, and scenario
simulation presentations. Gansu Branch organized a "Learn Consumer Protection,
Understand Consumer Protection, Apply Consumer Protection" knowledge contest,
covering participants including leadership teams of tier-2 branches and sub-branches,
heads of departments represented in the Consumer Protection Committee, and
consumer protection handling staff and outlet employees. Qinghai Branch held the
"ABC Sentiment for Consumer Protection, Competing for a New Journey" financial
consumer protection knowledge competition, which included segments on
foundational consumer protection knowledge, personal information protection, and
simulated resolution of financial disputes, comprehensively testing participants'

mastery of consumer protection knowledge and skills.
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Business line training: We formulated a training plan for the deep integration of
consumer protection and personal credit business. Leveraging online courses on the
"ABC E-Learning" platform and specialized training classes such as the "Intelligent
Personal Loan" workshop, we conducted systematic training on regulatory policies
and product specifications, effectively enhancing the professional competence and

customer service capabilities of personal credit staff.
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Financial Education
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The Bank established a regular education and publicity mechanism, and
formulated the Management Measures for Financial Education and Publicity and the

2025 Public Financial Education, Consumer Protection Publicity, and Employee
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Consumer Protection Training Program. These documents provide a framework for
financial knowledge publicity tasks of the Head Office and branches, and clarify the
Bank’s guiding principles, objectives, arrangements, and requirements for financial
publicity and education activities, including publicity objectives, target audiences,
publicity content, and forms of promotion. We combine consumer protection publicity
with the “Five Target Areas”, with people’s production and living scenarios and
banking service processes, with doing practical things for the people and promoting
measures to facilitate and benefit the people, with the Bank's advantages and with
cultivating financial culture with Chinese characteristics. We conduct extensive
outreach in communities, rural areas, business districts, enterprises, and schools, and
deliver financial knowledge to specific consumers through means such as consultation
sites, special lectures, and interactive experiencing activities. In 2025, we organize
consumer protection publicity day campaigns. We carry out monthly publicity events
on the theme of consumer protection at outlets, and foster a favorable environment

featuring “Wherever the Customers are, Consumer Protection Publicity Reaches”.
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Financial Education for Key Demographics
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The elderly. Focusing on key areas such as elderly care industry, smart
scenarios, and age-friendly services, we popularized financial knowledge by
visiting nursing homes, communities, service institutions, and universities
for the elderly, to meet the financial needs of senior customers. We designed
large-font version of promotional brochures and handbooks to facilitate
reading for senior customers. We upgraded the “Pension Community”
feature on our mobile banking app and launched the “ABC Considerate
Elderly Care Treasure” zone to offer exclusive financial services for the
elderly. Shanghai Branch visited the Shanghai University for The Senior and
local nursing homes, and Shaanxi Branch visited the Ankang Veteran
Cadres Activity Center and the Yucai Community Teaching Site of Ankang
Senior University, to explain typical elderly care frauds and introduce the
Bank’s mobile banking services and exclusive benefits tailored for

silver-haired customers.
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The youth. We collaborated with government departments, schools,
communities, etc., to organize a variety of activities to effectively instill
financial knowledge in young people, help them establish correct financial
concepts, and enhance their awareness of fraud prevention and capability to
protect themselves. Inner Mongolia Branch adopted an innovative approach
combining “Case Sharing + Interactive Q&A + Scenario Simulation” in
primary and secondary schools to remind the youth to consume responsibly,
value their credit records, and strengthen their awareness of personal
information protection. Chongqing Branch visited campuses and
implemented a “Three Lessons + Red Resource Empowerment” model to
customize financial safety growth programs for teachers and students.
Xinjiang Corps Branch hosted a “Little Bankers” financial enlightenment
experiencing event, and invited the youth to explore the smart service areas

and counter windows of the outlets.
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New citizens. We continued to build “ABC Considerate Warm Space Trade
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Union Post Stations” to provide public welfare services such as rest place,
drinking water and charging for outdoor workers. Hebei Branch delivered
the “Financial Classroom Around You” at SF Express service points, and
explained common wealth management tools, personal credit protection,
and proper use of financial products in the process of couriers’ parcel
sorting and delivery. Gansu Branch focused on new citizens such as
sanitation workers, takeout delivery personnel, couriers, and migrant
workers to carry out service activities in the theme of “ABC Cooling Care
and Warmth Delivery for New Citizens” by explaining personal information
protection, deposit insurance, credit policies, and prevention from telecom
fraud. Ningxia Branch collaborated with the Ningxia Department of Human
Resources and Social Security to interpret policies for opening accounts in
different locations and inclusive finance loans for new citizens and help

them adapt to urban life.
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® Farmers and ethnic minority groups. Focusing on the living scenarios of
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rural residents, we popularized basic and hot financial knowledge in
counties lifted out of poverty, and carried out “Financial Publicity Rural
Tour” events. We established and promoted county area banking lecture
halls, and conducted financial publicity for farmers on fraud prevention,
pension finance, and compliant loan procedures. Yunnan Branch established
a “Financial Education and Publicity Team” and a “Horse Caravan Publicity
Team”, to provide pastoralists in pastoral areas with “one-on-one”
consultation services in Tibetan dialect and explain in Tibetan on topics
such as illegal fund-raising traps and personal credit. Branches including
Sichuan, Tibet, and Qinghai adopted a ‘“Mobile Banking + Knowledge
Lecture Halls” model to provide financial support and popularize RMB
counterfeit detection, anti-fraud and anti-illegal skills in multiple languages

for the public in the “Three Regions and Three Prefectures”.
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The disabled. We pay attention to the financial needs of the disabled,

continuously optimize service facilities and processes, cultivate employees’
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sign language and Braille communication skills, and provide convenient
services and extensive products for special groups of people. In the 3D
digital exhibition hall titled “ABC Considerate Consumer Protection” on the
mobile banking app, we set up a zone titled “Support for the Disabled” to
popularize hot spots and risk knowledge, and raise the disabled’ risk
prevention awareness. Guangdong Branch collaborated with the Guangzhou
Disabled Persons’ Federation to popularize anti-fraud and anti-illegal
knowledge, introduce heartwarming services as “ABC Considerate Warm
Space” brand, “Green Channel”, and “On-site Services”. Qingdao Branch
tailored a financial safety and anti-fraud education -classroom for
hearing-impaired customer, and delivered foundational financial knowledge
and broke down fraud tactics through “Sign Language Interpretation +

Visual Presentation”.
ERmBELE
Cooperation on Financial Education

ATRFFERMARES, FEMESERIMBEREE1E, RBMES R
R, JEEHERMREENE, —REMFTLREBETER ., RATLHLFMN
WEF. LEFZXTAN, WhdHErATERED BN ZREH
B, BEKRE, PAZFHRFIMEHE. RESTEREFENARFRIIFAMN
AEANH, RHITRE R RIE, ENRFEAES, BIREAAINRT. &L
B, HEERBEANEL, BeRmEBRNFE D FFIEFE, LHEITIRIE
BHEFRY, WAL HRELRBT EEHN”, XA LR+ AT RN BELRER,
& RMEFRNEFHEMNF I MAET TR, 28 FH. Hdt. k#E. TEF
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Upholding the principle of “Finance for the People”, the Bank continues to
enhance in-depth cooperation with various institutions to build a multi-tiered and
widely covered financial literacy promotion network. First, collaborating with
institutions such as local financial regulatory bureaus and banking associations.
Branches including Beijing Branch hosted or co-hosted the launch ceremonies of
local centralized financial education and publicity events. Second, collaborating
with educational institutions such as universities, universities for the elderly, and
primary and secondary schools. Tianjin Branch established a mechanism for regular
communication with Tianjin University of Traditional Chinese Medicine to regularly
conduct financial knowledge lectures and anti-fraud simulation drills, and embed
financial publicity and education into students’ daily study and life by continuously
sharing anti-fraud tips through campus WeChat official account and live streaming.
Shanxi Branch leveraged local universities for the elderly to establish a “Pension
Finance Demonstration Base”, adopted a development model integrating “Finance +
Education + Health Care”, and embedded financial services into the learning and
living scenarios of the elderly. Branches including Anhui, Henan, Hubei, Dalian, and
Ningbo joined hands with local primary and secondary schools to promote financial

education for young people. Third, strengthening cooperation with institutions
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such as enterprises and communities. Shandong Branch deepened cooperation with
the Xinhua Bookstore Group and promoted “Finance + Culture” innovations.
Leveraging the strengths of both parties, the branch created a normalized and
immersive platform for financial education and publicity, and delivered financial
knowledge to consumers. Xiamen Branch conducted grid-based publicity in
collaboration with communities and local police stations through its consumer

protection service stations covering all administrative districts.
NPEHER
Fair Advertising and Marketing

B B

Policies

PR (AR TEEE) . (EBRFM T EEEPE) FEEEMN,
RLEReREFEELE (XTH-IATLEUT G ERFENHEL) |
fRIAH (FERIBRAFEEHECBORER) ' (FPERLBRTHEE
BAE) « (FERLRATSE TS GRAT) ) FHRE A, HXHEEH
TARITHNE BN FI AT, FARKAE T HEEE . iR R Fo A
e, AHEHE T ARMTEIEMEFTALTA, INMAFEPITREX

U HGE SR AN F B M RAT ESG-BUR B B E KA (R ER L BATEEEH
FEHEREE L) : P020250626658580726466.pdf

Please refer to the Key Points of Retail Marketing and Promotion Policy of Agricultural

Bank of China issued in “ABC ESG - Policy Highlights” section of the official website of the
Agricultural Bank of China: P020250626658580726466.pdf
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The Bank strictly complies with laws and regulations such as the Advertising
Law of the People’s Republic of China and the Management Measures for Internet
Advertisements, and implements the Notice on Further Regulating Advertising and
Endorsement Activities for Financial Product issued by the National Financial
Regulatory Administration (NFRA). We formulated and published policies and
measures such as the Key Points of Retail Marketing and Promotion Policy of
Agricultural Bank of China', and the Agricultural Bank of China’s Brand
Management Measures, the Agricultural Bank of China’s Advertising Guidelines
(Trial). These policies and measures apply to advertisement management, intellectual
property protection, and risk prevention across domestic institutions at all levels,
overseas branches, and overseas representative offices of the Bank. They specify that
advertising and marketing behaviors include our activities to market, advertise, and
promote products or services to individual customers through promotional tools or
means. These policies specify that advertising content must be objective, truthful, fair
and just, without including false or deceptive publicity content, exaggerating facts and
misleading consumers, or infringing on others’ rights and interests. In addition, basic
information on financial products or services should be presented accurately and

clearly with prominent risk warnings.

ALERMERBEE LR (HLRITREHEVFEELE) . (2@
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To fully implement the latest regulatory requirements in the Administrative
Measures for the Agency Distribution Businesses of Commercial Banks, the
Administrative Measures for the Suitability of Financial Institution Products and the
Notice on Further Strengthening the Management of Financial Institutions’
Marketing Activities, during the reporting period, we revised the Measures for the
Administration of the Behavior of Retail Marketing and Promotion of Agricultural
Bank of China. This revision added higher-level laws as reference, including the
Personal Information Protection Law, and incorporated the latest regulatory
requirements effective in 2025. Upholding the principles of “Lawful and Compliant
Operation, Customer-centric Services, Full-process Control, and Problem-oriented
Governance”, the revision comprehensively standardizes retail advertising and
marketing behaviors across domestic institutions to effectively protect the legitimate
rights and interests of financial consumers and promote healthy and long-term

business development.

ATEHEE

Oversight of Fair Marketing

AATHI R CH BRI RS WHRF 4] (RAT) ), BRI RIHR T BUF
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We formulated the Guidelines for Internal Audit of Consumers’ Interests
Protection (Trial), specifying the requirements for special audits on consumer
protection, establishing a normalized and standardized internal audit mechanism, and
covering elements such as audit cycle, frequency, focus areas, and scope of audit. We
conduct annual special audits on consumer protection for the implementation of fair
marketing policy, and report audit findings to the Board of Directors and its Risk
Management and Consumers’ Interests Protection Committee. We have covered all
tier-1 branches and relevant departments of the Head Office in audits on consumer
protection on a five-year cycle, to constantly enhance the standardization and

effectiveness of consumer protection work.
577 HE N
SR
Practices

B E YR T ME LR B —R R —E R AR
NEWEHR, A 65 Z U LE LN fb L ERRAEEEI.
Strengthening suitability management: We embedded the full process of

“Knowing Your Customer — Matching Products — Adequate Disclosure — Independent

Decision-making” into marketing management, and added “Five Elements”

28



considerations for customers aged 65 and above to purchase high-risk products.

WUEHFRAE: ORI, G, IRREMNER, SN,
BTG, TR, $Z 7 e NAHRETAE, FH X0, BT
5 AFEMEBRAERAEER.

Refining control over marketing scenarios: We consolidated fragmented
provisions for telephone, SMS, and Internet marketing into consistent specialized
regulations for four major scenarios including “Outbound Calls, Electronic Messaging,
Internet, and Third-party Cooperation”, and added requirements for mandatory

operation such as “One-click Opt-out”, “No Call Tag” and “Fair Pricing”.

ARERFEHRE: A FEHTE, BAEEHARBNLHE NRER
R-REREHBERS, AR GATRER TE. RAFBEREENMEEF
TRE T, SREREPERRT R, MR FARRE R RE, X
RBRAM (BFEA ¥F4£, BEAF) EHTEART, LFAATKFRE, £
BEE P REREMAA G RERFTANE, B R RBE SRR EH
ANREEWATH, BUBRESHN; 2HEH A E, AT LSR5 T E RN
ARFET I, AREHA RAELE LR, TR E P L5 B M BA KA A

Conducting standardized credit card marketing: In terms of card issuance
marketing, we deployed operational prompts on credit card issuance marketing on the
homepage of marketing personnel’s mobile terminals, clarifying codes of conduct
such as “we must understand the customers’ employment and income to recommend
products tailored to their needs; disclose the rules on functions, services, and fees

related to the credit card products, and relevant inquiry channels to the customers,
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especially special groups of customers including the elderly, students, and the
disabled; and disclose the complaint hotline, encourage customers to review and
understand the card usage agreements and rules”, and reminded marketing personnel
of prohibited behaviors in real time through system pop-ups to strengthen compliance.
In terms of installment marketing, we embedded the functions of script prompts into
the page of outbound call system to ensure that marketing personnel implement the
suitability principle and fully notify the customers about the nature of the business

and related rights.

PRI EEHRRNEE, JELMA, BAARASMATH &N Bt
TR MAMEREEEAEHAFE; PRMAE ERPGEHAE, HEKX
TRERTHEE, BRTEAZEM. AF. BEEL. @#E.

Strictly controlling the release of advertisements: The Head Office and
branches reviewed the content, design elements, visual specifications, and visual
presentations of advertisements before release; and completed the required review on
consumer protection for content involving basic rights of individual customers to

ensure compliance, fairness, truthfulness, and healthiness of the content.

BUKP RAEFTACAETE, FETER P RAEHTAENER, &
HHHE+8 R+ BRI = ALH, BRI EHATH, REE P&
BRI, AREHENHAFEEHN.

Enhancing compliance management of farmer loan marketing: We
continued to improve the monitoring system of marketing behaviors related to farmer

loans, established a three-dimensional mechanism featuring “Daily Screening +
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Intelligent Monitoring + Technology Empowerment” to prevent from non-compliant
marketing behaviors, safeguard the customer’s legitimate rights, and ensure fair and

compliant marketing.

i B

Strengthening daily screening

100 FTNT R P RFERE, EAEFI T2l n, EAEBRSHE
BEREE. TMEF. BAEF XEFFAREHTA.

We achieved full coverage of centralized outbound calls for first-time farmer loan
customers with loan amounts below RMB 1 million, and focused on monitoring
non-compliant marketing practices such as tie-in sales, illegal fees, and

misappropriation of customers’ funds.

R S

Conducting real-time monitoring

ERSFEEAB G, PR R TR B, KRR ET TR
£ EPAEEEPREERFREMD, FHERBANEREIT R
BB,

We launched lead-based models including “Unlawful Intermediaries Facilitating
Loans”, “Use of Farmer Loans to Purchase Wealth Management Products”, “Use
of Farmer Loans to Purchase Funds”, and “Fund Transactions between Customer
Managers and Customers” to generate real-time leads indicating potential

violations and conduct verification and correction.

31



o R

Enhancing risk disclosure

HERPRARFFE DT RN RERT I, ARELE 428
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We added pop-up alerts of “Five Prohibitions” and “Vigilance Against
Intermediary” to the farmer loan system, and clearly prohibited customer managers
from engaging in misconduct such as “accepting gifts, hospitality, or demands for
favors”, soliciting rebates, accepting gifts of money, and colluding with unlawful
intermediaries. We also distributed management notifications to guide farmer loan
customer managers to strictly adhere to requirements for integrity and

self-discipline, and safeguard customers’ rights and interests effectively.

FIUEY
Special Training

Wit b, &TFLHTA, ALERTEZNELHRIIT. 7= & 2RI
BT EXSEHA REHERAT AT RENEI, R EA RFF

B KA 6 HEER

Through a combination of online and offline methods, we organized institutions
at all levels to arrange internal trainers, product managers, or external trainers to carry
out compliance training on advertising and marketing behaviors of marketing

personnel, to ensure that the annual training hours of sales personnel meet regulatory
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requirements.

mEEEESAERBUEN., B EATHE RN TR, A& EE
FEARATIRBEAZN T LY. 2025 F, HAET. —RT. Z BT
AERFEARTRGBEELTEFN, ERRT BREFCAERELTLER

P

7.
Brand management and compliance awareness enhancement training:
Through a combination of online and offline training, we provided systematic and
professional training to employees across the brand management line. In 2025, we
carried out special training on brand management for personnel across the publicity
line at the Head Office, tier-1 branches, tier-2 branches, and sub-branches, with a

focus on enhancing brand communication compliance awareness and professional

capabilities of performance.

ERFEHBREAREERE) . 2 FFETTREHARBRERES HEH
MIEZ T, HHRERERPAN G HINFEHA R LR L EEM.

Credit card marketing norms and practice training: Throughout the year, we
continuously promoted consumer protection awareness and conducted special training
on marketing standards for marketing personnel, and made the results of the consumer
protection examination a requirement for personnel engaged in installment product

promotion.

RPBEHRATFEHBATIRF . TTRK P E P EBEREHEINIE, REK
PEBHHERERGR. ZeBHBRMEERE, RUA TN AFEHEQHE
85 B
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Enhancing fair marketing of farmer loan customers: We carried out
demonstration and raining programs for farmer loan customer managers, and focused
on courses such as consumer protection for farmer loan customers and strategies for
integrated marketing, to deepen employees’ understanding and practical application of

fair marketing principles.

PR H

Product and Service Review

AATEEENT BREFLREFTE, BR& BT, FERE, TNHER,
WM, EHEFFLLERRENAT, EAREELARTE, FEREEEN
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The Bank attaches great importance to the review of products and services
throughout their entire lifecycle, which covers stages such as product design, policy
formulation, pricing management, agreement drafting, and marketing and publicity.
We give special attention to suitability management, product and service information
disclosure, personal information protection, and other core areas. We identify, flag
and eliminate risks and hidden dangers in a timely manner to establish a robust

defense for consumers' rights and interests at the source.

AATH E (R ER L RAT P B QIFT B AE) |, ABRAITHNE BN R E
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We formulated the Management Measures for Product Innovation at Agricultural
Bank of China, which clearly define the responsibilities of domestic institutions at all
levels and overseas branches (subsidiary banks) in product innovation management.
This improves the product innovation management mechanism and enhances the
Bank’s product competitiveness. Under the Bank’s Technology and Product
Innovation Committee, there is a Special Committee of Retail Product Innovation,
which is responsible for deliberating on, coordinating and making decisions regarding

major matters related to product innovation in the retail business segment.

CEREM

Management Structure

® FFLRETIIZRS

® Board of Directors and Specialized Committees

AMTEF2REF2NREGELHFENGERTE AT ELEATT BRS
WEWE. W FERT, RHEBTFLW, B BMEHERFT EMKHERL
TEIF R UL, WP M RS H AT X TFEEE .

The Board of Directors and Risk Management and Consumers' Interests
Protection Committee under the Board of Directors faithfully fulfilled their
responsibilities on product and service review, supervision, commentary and
management, and regularly convened meetings to be briefed on consumer protection
work related to product and service consumer protection reviews, and to deliberate

and approve major matters concerning the reviews.

® wEER
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® Senior Management

RATEBEREF B R HEMRERIERX FERES, BALRE
RRE, #mRRGHFEIERSEMN. AL, FSUTE.

The Bank’s Senior Management took an integrated approach to formulating
consumer protection work plans, initiatives, and tasks related to product and service

reviews. By strengthening the guarantee of resources, they promoted the systematic,

standardized, and routine implementation of product and service review processes.

TAENLH

Working Mechanism

AATAM R E P RS HF BB, HRDI TR F+ 584 RRE" 0 F
BRE.
The Bank continued to strengthen the construction of its product and service

review mechanisms, establishing a review system characterized by “full-process

coverage combined with enforceable strong safeguards”.

> LT EETE, WEER MR+ TR 3] 28N B = R E
A,

> In terms of full-process coverage, the Bank established a three-tier institutional
system consisting of the foundational regulation, the specialized regulation, and

department-level detailed rules.

o HaiflE
® Basic policy
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Based on the Management Measures for Consumers’ Interests Protection Work,
as the foundational policy, the Bank established the top-level design of the consumer
protection review mechanism. It clearly defines that the review scope covers the
entire lifecycle of products and services, including design and development, policy
formulation, pricing management, agreement drafting, and marketing and publicity.
The policy also stipulates that a consumer protection review must be conducted
whenever significant amendments to terms and conditions related to consumer
interests occur in newly introduced or existing products and services. This provides a

principled foundation for the review work.
® TIHE
® Specialized policy

flE CHEERERPFETECE L) , AUFEER WEEE. 7
WEER WEREELOREENE, BRETHR— 7 & REH EIATFE.

The Bank established the Management Measures for Consumer Protection
Review Work as the specialized policy. This document specifies core operational
elements such as responsible units, review scope, key review areas, and review
procedures, thereby establishing a unified implementation standard for product and

service reviews across the Bank.
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® 14N
® Department-level detailed rules

LA ST UK AR W AR B AT e 4 3 ] R B A ) & TR A AT SR
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T REESENE.

Head Office business units that were granted independent authority for consumer
protection reviews were required to formulate or revise more targeted implementation
rules tailored to the specific characteristics and practical needs of each business line,
in compliance with the foundational and specialized regulations. These rules

enhanced the flexibility and adaptability of the policy implementation.

> AT A G BREHERE B RESHENE, WMELRRE,

> All external information release channels of the Bank require early-stage product

and service reviews.

® R E&HFF

® Product launch

EFEGREERRAP AT BREGHFED RS, FFERAN2TH RS R
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The Bank developed and integrated a product and service review module into its
product management system, making the review a mandatory step before any new or

updated offering is launched. A classified and graded management approach was
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applied to products and services targeting retail banking customers, with continuous
monitoring whether related items were submitted for review and properly
implemented to ensure that all required items were submitted and were thoroughly

reviewed.
® THRMHY
® Marketing material release

R IH R B2 T ANNE BRI R A K L AR o g R T F AL
AT APP, HEFRELMEL, DREARTRAMEHNE, ATAEMELFE
T R AU SR 1 S W AR AR AR R AR KA

Consumer protection review was fully integrated into the processes for
marketing material release and credit card-related business activities. Whether
through mobile banking apps, SMS or other channels to release information, or
publishing marketing content on official accounts, it is required to upload “consumer
protection review documents” on the corresponding platform, or to complete the

consumer protection review through the online approval process before release.

THE¥#

Initiatives
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In 2025, the Bank developed specialized review guidelines covering key
business areas, including wealth management products the Bank sells as an agent,
public funds, private equity asset management products, insurance, physical precious
metals, personal information protection, deposits, mobile banking marketing, personal
loans, and credit cards. The Personal Information Protection Review Guidelines were
also issued, achieving comprehensive coverage across key business areas. The Bank
revised the Implementation Rules for Consumers’ Interests Protection Review at the
Credit Card Center and the Implementation Rules for Consumers’ Interests
Protection Review Work at the Remote Banking Center. We also issued the
Consumers’ Interests Protection Regulations for the Private Banking Department, the
2025 Consumers’ Interests Protection Work Priorities for the Private Banking
Department, and the Notice on Further Strengthening Consumers’ Interests
Protection Review Practices. These efforts were made to continuously improve the
consumer protection review system, enhancing the standardization and

professionalism of the review process.

TR AIHREETE, LRAE RV F—REERTE, &M ERTE
B, RERIHEUREGHER

An Al-powered “Consumer Protection Review” tool was developed to enable
instant review across multiple business lines, and to intelligently assist in generating
review comments, significantly improving both the efficiency and accuracy of the

review process.
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RATEEZE

Loan Modification Options

AATEE F P2 R e R K6 AR & Z EALE % F M a Ry, #ad
ANTEE P MG AFERAEA, WARBGEEENRAEFAERLE &L
T, EFABBE P TRIFPR BRI A A b, Et E HER(E
BE. DRZHETN, XFEFZXEERE. RO RIRSE

The Bank places great emphasis on the protection of consumer interests during
the loan contract signing process and throughout the contract period. By dynamically
assessing customers’ financial status and performance capacity, the Bank offers
appropriate and reasonable options for adjusting elements of loan contracts. Based on
a thorough understanding of customer needs and active support in resolving practical
issues, the Bank facilitates improved access to convenient and efficient loan services
through reasonable adjustments to credit limits, repayment arrangements, and other

relevant factors.

EEYLH

Management Mechanism
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The Bank established policies such as the Post-loan Management Operating
Procedures for Personal Credit Business and the Guidelines for Due Diligence in
Personal Credit Business, which clarify the applicable conditions, content, and
application channels for loan contract modification. The Head Office departments are
responsible for establishing and improving the loan modification management system,
as well as formulating and refining relevant policies. Branches are responsible for
implementation and daily operations. The Audit Office regularly conducts consumer

protection audits, including reviews of the implementation of loan modification.
4

Applicable Conditions

HaFERHA, ROFZEMRKE, EREEREFURR, KERAMSE
RAEWEFERERAE P EREAG R AR EERGEF, R
EARTHWH —BOMHR Y FE R, TETHELGMERmat T a0 w e, fEtEE
B 4T R BOR X R AR R L RS

Throughout the contract period, the Bank fully takes into account the impact of
objective factors, such as extreme disasters and major unforeseen events, and
subjective factors such as changes in borrowers' financial status on loan repayment
capacity. For customers who meet the relevant policy requirements, upon a mutual
agreement with the Bank and submission of relevant applications, an objective
assessment will be conducted based on the actual impact on their financial condition.

We may provide appropriate relief policy support or loan modification services.
RAXEER
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Loan Modification Elements

AATRETFEE P FRELE AERIL AR EXERERERE,
HeHLRARE N, ERRE P REFERFARER LESFELRE 7 A’
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N ZRUXFTF T F. BAERRAA T EERAHE:

The Bank conducts a comprehensive assessment of various factors, including the
customer’s identity authenticity, credit performance, income stability, and collateral
status, and formulates differentiated support plans, such as adjustment of repayment
plan, extension of loan term, change of repayment method and adjustment of credit
line in combination based on the customer’s actual repayment capacity. These plans
are provided under the premise that the customer maintains a strong willingness to
repay and has the ability to sustain repayments. Specific loan modification elements

include:
® HERIALRFTK, RE‘EHAHAREE. ARSI LRIKHARSE. A
B T R

® Shortening the remaining loan term with the monthly payment unchanged,
or maintaining the original term with a reduced monthly installment, to meet

customer demand for early repayment;

® HEEFAEFER, RUELEQMAERS, RELKTA. XTEIHH
PRS-, BT H

® Providing services, including adjustments to installment amounts, changes

in repayment methods, and modifications to maturity, to meet the needs of
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customers in distress;

® HXGEARGHEGLAMHHNER, TRERARGEHE. EXKARBRE
R4

® For creditworthy customers who meet eligibility criteria, offering increased

credit limits or extended loan terms;

® EXERRITHRRLKEATRIEF, RBUFILRBKE HFLF
o

® For customers with deteriorating credit performance or reduced repayment

capacity, taking measures such as reducing or revoking credit limits.
WAEHRE K FIFERE
Notification and Application Channels for Customer Rights

ST W R AR E T G A" i RS, AAT A X &R 9 5 R
REER, ROEREFFHNMAINEG. FPAETRIARTELM R, B
M3k, EART. FARTERE, ERREMXEH.

For loan products or services that include options for loan clause modification,
the Bank explicitly outlines relevant modification clauses in loan contracts, fully
informing customers of their associated rights and interests. Such information are
readily available to customers via multiple channels, including the Bank’s physical

branches, official website, WeChat official account, and mobile banking app.

EPUANETELMA, FARMTFEZHREIFEAERTHLELS, R
®H S W ZHRERS T EREFIR A E, #orbemm ML, XFHFAT
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Customers can apply for loan modifications via multiple channels, including
outlets and the mobile banking platform, and are free to choose the method that best
suits their preferences. In service mechanism, the Bank established a rapid response
mechanism that supports a dual-channel service model combining human customer
service with intelligent voice Q&A. This enables efficient handling of customer
requests for loan modifications and ensures timely, professional consultation and
resolution. In business process, for eligible customers, the system offers an
integrated service model that combines online automated approval with offline
manual review. Customers may choose to submit their applications independently via
the mobile banking app, where the system will automatically complete the approval
process. Alternatively, customers may opt for the offline channel, where the
application will be initially investigated by the customer manager, followed by review
by the institution head, and second review by the reviewer, ensuring a standardized

process and rigorous risk control.

wHehEE

Debt Collection Management

HAERER E AR EF U RS ERBRAIATHE R AT RS T ERS
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The Consumer Interests Protection Committee oversees and reviews the
implementation of debt collection policies. The Bank continued to refine rules and
policies related to debt collection, formulated execution plans, and organized training,
supervision and inspections. We conducted inspections to examine the protection of

consumers' legitimate rights and interests throughout the collection process.

4k R

Debt Collection Policies
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HESHANTE ML “RATESG-BRE w2 B AAH (F BR LRATH S HK
BEE L) + P020250626658894014244 pdf

Please refer to the Key Policies on Debt Collection of Agricultural Bank of China
issued in “ABC ESG - Policy Highlights” section of the official website of the

Agricultural Bank of China:P020250626658894014244.pdf
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We strictly comply with national laws and regulations, as well as regulatory
documents such as the Measures for the Supervision and Management of Credit Card
Business of Commercial Banks and the China Banking Association's Guidelines on
Credit Card Collection (Trial). The Bank formulated and publicly disclosed the Key
Policies on Debt Collection of Agricultural Bank of China®, and implemented a series
of specialized management regulations, including Agricultural Bank of China's
Operating Procedures for Personal Loan Overdue Collection Management,
Agricultural Bank of China's Operating Procedures for Kins Quasi-Credit Card
Post-loan Risk Management, Administrative Measures for Entrusted Debt Collection
Business of Kins Quasi-Credit Card of Agricultural Bank of China, Key Operational
Guidelines for Local Debt Collection of Farmers' Loans of Agricultural Bank of
China and Post-Loan Management Regulations for Farmers' Loans of Agricultural
Bank of China. These regulations clearly define the mechanisms for debt collection,
including collection methods, operational requirements, management and
performance evaluation criteria; specify the responsibilities related to consumer rights
protection throughout the debt collection process; and put forward requirements for
regular training on debt collection practices and strict enforcement of debt collection

procedures.
® ZERWEHE
® Applicable scope

AATHEERBORER T AT EMBENMM KR T, WEZE XK. FF 7
MM AR KPR FERREESRL SRR
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The Bank’s debt collection policies apply to all employees across the Bank and
its branches, covering many types of products and services, including operation loans,

housing loans, loans to small and micro enterprises, farmer loans, and credit cards.
® RRXe
® Responsibility allocation

BRATEER TR F RO & &2 oy BEAX], oM XBORF AR, #it
R AGERE L, ALTFRENEEETLE. HTATEERE LGS ERT
1 # S

The Head Office is primarily responsible for the coordination of overall planning
of debt collection management, the improvement of relevant policy system, the
advancement of collection system construction and optimization, as well as the
organization of training, supervision and inspections Branches are responsible for the

implementation of debt collection.

sk fE

Debt Collection Procedures

o fEKkHFX

® Collection methods

FATEE A RN AT A AT . ATEE X aFRE. LITH#
W, AT EFMAERELRE. FATHRKFRCESRIEST. EEFTHE. A
5. FRMEWE. RFEEZRHFRATEZIMEK.

The Bank’s collection methods are divided into manual and non-manual
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approaches. Manual approaches include phone calls, door-to-door visits, manual voice
messages and judicial collection, while non-manual ones encompass intelligent voice
messages, automated voice calls, SMS, letter reminders, etc. Outsourced collection is

implemented based on actual circumstances.

o K&

® C(Collection phases

AAT R R v A o B M AR 256 B B B RO A R I B R AT
ARG+ AT MEEH TR, RFEE P EEERL, SHEEH. 2HEFH
WHAE P IR Z 7 WA REE . BRI Boh AT RS, X Tl &g
BTy RAEE i ek, B iE, AR R T U S R TR

The Bank adopted a self-collection model combining centralized and localized
collection. In centralized collection phase, the Head Office employs a “Smart +
Manual” approach to provide differentiated repayment reminders for customers with
upcoming due dates, matured debts, and overdue debts. In the localized collection
phase, branches are responsible for implementation. For overdue loans that remain
unpaid after centralized collection, they continue follow-up collection through
multiple channels, including phone calls, door-to-door visits, and judicial collection,

ensuring sustained collection.

BRI IE MALEE, B AR E (i MR, BAE) | AFTAREHEER
HEZ2BMHERREN, BREAELRLFENRFRBRI2ER, RHHE
BEYOREE, REE RN R X 24

The Bank strengthened its response to unusual circumstances. In the event of
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emergencies such as natural disasters (e.g., earthquakes, floods), public health
incidents, or social security events, we would promptly adjust our collection strategies
based on the assessed risk levels of each type of incident, and implement

differentiated response measures.
® HAFMERYEH
® Consumer interests protection measures

AATERPTA R A R B8 R R R B R, E T AT TR
BENREAAE, TEETHFFRERPARANL AELTER, BRARE
RAF X ERER, EFEARLAN, FEUTTH:

The Bank requires all collectors to strictly comply with applicable laws,
regulations, and supervisory requirements, and to adhere to the standardized operating
procedures for debt collection, ensuring that consumer rights protection provisions are
effectively implemented. During collection activities, collectors proactively disclose
their identity and purpose of collection, and observed basic professional etiquette. The

following behaviors are strictly prohibited:

B ERAARGHERNLERNE = FEEEAARRKEL, FRANRK
i B 3R BUE XA KA RARROR AR TR

B Disclosing borrower’s lending information to contacts or third parties
unrelated to the debt. Contacts are permitted to assist only in obtaining

valid contact details for the borrower or guarantor;

m O AATBALK. EEALRE XHEATEK
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B Impersonating administrative or judicial authorities for collection;

mORERA. AT, M. BEERYFRAERRARBERA

B Using violent, intimidating, threatening, or fraudulent methods toward

borrowers or guarantors;

B EREFEN. ZERSLTF RERPFLSAIA 416 7 AT

Rt

T

B Conducting collection activities in ways that violate laws, breach public

order and good customs, or harm public interests.

AATRFEH IR E L P TR, SR ER B F RS A TR
W, SRR E R AR . AR AR AR TR, B R AL
WL BRA R T EIAEL, R THE L R E NS MR ERIPEX.

The Bank dynamically adjusts the ratio between intelligent voice collection and
human collection based on evolving market conditions and customer needs,
implementing a “respectful” and differentiated collection strategy. The Bank
continues to strengthen entrusted collection management. Through clear guidelines,
enhanced whole-process supervision, and performance assessments, we ensured full

compliance with consumer rights and personal data protection rules.
BARA F3E
Training for Collection Relevant Employees

AATRERTER R THHRERE T L7, L RARNL. FAMAHHE
ELARNH, BRTEREIMRHMLAR, FFALTTRERTIEN, g
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NG LRABREENEE, AR LRI, #REFEEA RE
B H R 100%, FINEREN., HEEREATAREEH L AZOER,
A B T A RO X BRR AL, B R ERESEAR. eMAERLT. 5P
REPF L AAE R BB B FREIR RA S LR TS HEIN7
A, BHEEYER. TEHF. ZFAFTERENE,

The Bank continuously enhances the consumer protection awareness and
professional capabilities of collectors by establishing a systematic and ongoing
training and development mechanism, covering all personnel involved in collection
and related roles across the Bank. The Bank conducts annual specialized training
sessions on debt collection. All personnel must pass a compliance assessment before
onboarding and undergo regular refresher training as required, ensuring a 100%
training coverage rate for centralized collection staff. The training is built on a core
framework of laws, regulations, supervisory requirements, and the Bank’s internal
management systems. It covers key areas including relevant policies and regulations
on debt collection, standardized operating procedures and scripts, compliance
communication techniques, customer psychology recognition, personal information
protection, and complaint handling and escalation procedures. The training adopts a
blended approach combining online and offline methods, including in-person lectures,

remote teaching, case studies, and role-playing simulations, among others.

2025 4F, FFRAK P RAERTAELTIREI, KA (KPR RE TR
M) FIEHR, REWRBREEZR, BRBRERELIM. ALTRE L,
TG TAEY, ERERERNTENER, BRI RG24, FEME, A
TEE KRN, R TERAN AR BT, IR KR ROR T B, A
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A, XAFRTIE AR R Ry B B R W L EAE R S BOR . R AR E AR, U
LA ERER,

In 2025, we conducted a specialized training session on farmer loan collection
practices, providing an in-depth interpretation of the background and rationale behind
the Post-Loan Management Regulations on Farmer Loans, and systematically
explaining key operational requirements to ensure full implementation of policy
mandates. We also organized both online and offline specialized training sessions
focused on compliance in outbound collection calls. Through case studies, policy
interpretation, standard requirements, and response strategies, the training enhanced
the standardization of practice in outbound collection calls, reduced the risk of
complaints at the source, and effectively mitigated potential risks associated with
outbound communications. The Bank developed standardized script templates for
credit card collection, establishing clear guidelines for the use of scripts. To
proactively address potential customer complaints, new scripts for complaint
traceability and prevention were introduced for different scenarios, preparing
explanations and responses in advance and reducing the likelihood of complaints.
Innovation in training delivery was achieved through the introduction of targeted
micro-lessons, allowing employees to reinforce their understanding of relevant
policies, systems, and procedures during short, flexible time windows. This approach

strengthened compliance awareness in collections.
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Enhance review and supervision of debt collection practices. The Bank
conducts annual audits of credit operations and consumer interests protection, and
regularly performs audits of technology outsourcing. These audits cover debt
collection-related activities such as overdue inclusive and retail loan collections and
credit card collections outsourced to third parties. The audits focus on the compliance
of collection management for overdue loans, the effectiveness of on-site collections,
the implementation of consumer protection regulations by collection agencies, and the
management of data security risks. Audit results are promptly reported to the Party
Committee, the Board of Directors and its Risk Management and Consumers’

Interests Protection Committee of the Bank.

BUZHBRERE., FETERRAER, WH THEERSRENT, &
xS B B R, B R AR T O R R AR RRPEER
Ko VLA BN BN EN SR HALH], =R 0% B tEOH, MRE RS
EHEENHEE R FETLAERER. RAAREFERAFE LB L ST
oW, TREMESELBR L. s 7 NE XM HEFISEHEREME
M s, HEdHEEAREE.

Strengthen the management of entrusted collection. The Bank continued to

strengthen its institutional system, clearly defining operational requirements and
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standard procedures, and enhancing supervision over outsourcing service providers to
ensure strict compliance with consumer rights protection, personal information
protection, and other relevant requirements. A rigorous entry and exit mechanism was
established for collection service partners, with strict screening to ensure that all
partners hold valid legal and operational qualifications and meet industry standards.
The Bank held regular meetings on credit card entrusted collection business to
conduct compliance promotion and guidance and experience summary. The Bank
publicly disclosed and dynamically updated the list of approved collection partners

via its official website, enhancing transparency and enabling public oversight.

R AR RE TR SRR A R, AR RE N AR,
WMIARE”, “FERFLAFE, T TEZLEUERTE, REZLER
RApERZe56ME, RILFAERE. 2EEAAMTRARITRZREK
W5, FFRELT AREZLEREE,

Collection system construction and optimization. The Bank continued to
strengthen its collection system to achieve full-process digital control over debt
collection activities. Through technical solutions such as cloud desktops and
dedicated lines, the functionality related to entrusted collection was continuously
enhanced, ensuring information security, regulatory compliance, and improved
operational efficiency in entrusted collection system. All entrusted collection
activities were carried out through the Bank’s internal system, with no offline

initiation permitted.
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Customer Complaint Management

ATEFLRLTNER s BRAECBREFE BN FEET RO REFE,
W R BB R TERE SR BFEREZOFRE, RUAERE, THTE
THRIRGE R A AR, PRITERRFIELEEFE, MEREZFETET
AR BRI,

The Board of Directors and Specialized Committees and Senior Management of
the Bank continue to strengthen supervision and review of complaint management,
and promote the establishment of an efficient and smooth complaint management
system. The Bank continues to maintain smooth complaint channels and optimize the
complaint handling process to constantly enhance the ability of governance at source
and handling efficiency. The Bank strictly supervises and reviews complaint
management to safeguard orderly and effective implementation of complaint

management.

R EHERHN
Complaint Management Structure
® FFRRENZA2

® Board of Directors and Specialized Committees

ATEFLAFTEEFEF P ROFEE TR, TRAREHE L H R # N
BERFPZE RS, BAEPROFTEREERT, RAATTHARTESN, THEY
B ROHGRE TR G TS, SRS ERTE (B8R THE) MXH it

56



Wt MENMKH EFNER THEHFEFERL. ARERERSE, KERE
o RAR R0 K ¥ SRR AU L, s BOR B TR Rt

The Bank’s Board of Directors is responsible for supervising and reviewing
customer complaint management. The Board of Directors has a Risk Management and
Consumers’ Interests Protection Committee responsible for supervising customer
complaint management, regularly holds consumer protection meetings, listens to
complaint management work reports submitted by the Senior Management and the
consumer protection department, examines annual consumer protection (including
complaint management) audit reports, regulators’ evaluations of consumer protection,
and internal evaluation. The Committee also urges the Senior Management and
relevant departments to promptly address and rectify identified issues, and strengthens

guidance and supervision on complaint management.

2025 4, EHELFFLUEAHR TN RS, JTR0HIHR TIEHRE
FIER. AREERE. FEEFROFER. IRELERE. EF0FE
THMRE, RPREXSTHRTEGEEMFNER. EF2AREEEH R
ERBERFPZRARHARER, HEF2RRXEA AR LA NN IHERTEREX
FREMNAE, FRHRERF AWM ERRA, FUE&EEAHRNT TS 2T
M. R AR, T RO R B SRR B AT B F 3R AL

N

In 2025, the Board of Directors continued to enhance its strategic guidance on
consumer protection work by reviewing and deliberating consumer protection work
reports and work points, risk management reports, notifications of annual regulatory
complaints, sustainability reports, and annual work reports of the Board of Directors,

effectively fulfilling its supervisory and evaluation responsibilities regarding the
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Bank’s consumer protection initiatives. The Risk Management and Consumers’
Interests Protection Committee under the Board of Directors fulfilled its
responsibilities effectively by submitting consumer protection work (including
complaint management) reports and annual reports to the Board of Directors,
examining major consumer protection issues and material policies, and supervising
the comprehensiveness, timeliness, and effectiveness on the work of the Senior
Management and the consumer protection department, thus fostering a closed-loop
management mechanism from strategic decision-making to implementation and

supervision.

o THE

® Management Level

AATEREEE F LA FTRATHR AR, BRI R 8B B AT A BOR AR 28 2K
PAT, TRHERLEZ A%, FARTHERIENNENS, ATH—AX. %
FEMELTHRIM, FR. FYHRIAE R EKREA, WEEL KRBT E
TAE,

The Senior Management leads the Bank’s overall consumer protection efforts to
ensure the effective execution of consumer protection strategic objectives and policies.
As the deliberative body for the Bank’s consumer protection work, the Consumer
Interests Protection Committee is established under the Senior Management to be
responsible to uniformly plan and deploy the consumer protection work of the Bank,
study and deliberate major consumer protection issues, and collaborate with member

departments.
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In 2025, the Consumer Interests Protection Committee actively performed its
duties in strengthening supervision of complaint management. The Committee gave
full consideration to issues and needs embodied by consumer complaints in the
Bank’s business operations, internal control, and risk management. It continued to
strengthen the planning and guidance on related work, and supervised departments to
constantly boost the initiative to ensure effective execution of the supervision
functions and management policies. In addition, the Committee regularly reported the
progress of consumer protection work to the Board of Directors and its specialized

committees.
* HfTE
® Executive Level

AATERT R PR TEERLERFTRTREM, FER. &L HFK
HWA LA E P EOFRBEHRA R BATHEFRERF A ALTEPE
WEEE BN ELIT, Al eTHRTERRFAR SR, § 2 f A
HMREENE, ALTFREFREES N HEL, REERIEZR2PLAEER
KBNS ET T NANANEEE T T ATHRLER ALE KR T TE
S RER AR ALK, BB o U R AR A ST AL AREE AR S TR AR B BRAL
ERBAN, HiE BATHR BN AR MM B EEERE, AEES. BEA
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The Bank has established consumer protection departments and dedicated
positions at the Head Office and tier-1 branch levels, and designated consumer
protection personnel to handle customer complaints across all levels and business
lines. The Head Office’s Consumer Interests Protection Department serves as the
leading department responsible for managing and supervising customer complaints
across the Bank. The department is responsible for formulating and organizing the
implementation of the bank-wide consumer protection plan, developing and updating
relevant management policies, organizing supervision, inspection, and internal
evaluation, and undertaking the routine tasks of the Office of the Consumer Interests
Protection Committee and the Emergency Response Leadership Group Office. The
member departments of the Bank’s Consumer Interests Protection Committee adopt a
“Three-Level Contact Points” mechanism and designate heads in charge of consumer
protection, specific divisions and contact points leading the consumer protection work,
who are responsible for daily communication and collaboration with the Head
Office’s Consumer Interests Protection Department, and guiding and supervising
consumer protection work within their respective lines. Each tier-1 branch has an
independent consumer protection section or working unit to conduct management and
supervision of customer complaints within the branch, handle customer complaints

within its jurisdiction, develop smooth complaint handling channels, facilitate direct
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communication between customers and the Bank to resolve issues efficiently,
regularly conduct statistical analysis of complaint data, drive traceability and

rectification, and continuously improve the customer service experience.

BIF AR

Complaint Management Mechanism

o MEKRER

® Enhancing policy framework

AATFEWERE PR EERERMAER, #E (FPRORTERME) . (K
WA TERE) . (ORMRERTHEEEALE) . (SRH DD TR
CEIE) , WHBIFEFILER. RBRE. BEEEFNH. Rt o, BEE
BEERHEFER, MERLNFHENY . FEXF. WRER REF W
HFAHE TS o FR CERICF R ATE) , BB T 4505 A & o B AL,
RARLFMHENKEES . BRBOFNERE T HELGERAFAE, #E (R
WETETAE) R, d— PARAHERE, RIOFAENRESK
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The Bank continued to strengthen the construction of the customer complaint
management system. By formulating the Management Measures for Handling
Customer Complaints, the Guidelines on Handling Complaints, the Management
Measures of Root-Cause Rectification for Complaints, and the Management Measures
for Small-Claim Settlement of Financial Consumer Disputes, the Bank clarified the
requirements for complaint registration, handling processes, verification and

supervision mechanism, statistical analysis, archive management, and information
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disclosure, and put in place a complaint handling mechanism characterized by smooth
internal communication, information sharing, coordinated and efficient operation, and
strong supervision. The Bank also specified preventive measures and emergency
response mechanisms in the Emergency Response Plan for Major Complaints to
improve the capabilities to respond to unexpected events. In response to key
challenges and difficulties in the complaint handling processes, the Bank developed
the operational guidance titled Ten Do’s and Don’ts for Complaint Handling, to
further standardize the handling processes and improve the quality and efficiency of

complaint handling.
& EIYREHEX
® Enabling responsibility implementation

AATRNEATH AR Ty Bop M AR M, E LA BN An & 55 S
RIfEFmERTE, 2ERAHXZEHR N TEHR W TEER. B
“UEECHRHRBETRPIN— R TERERER, R ER B RPN AT
P HEELNE, FEBIAMAF RN FURNNF LG5, &5 559%
BEREELTVRFAEAR, MEEREFFR, ARUHETE XD, BLRR
BESE BEREREF X, AOTHKRERETETRFELT, BREF
WRATE R AR,

The Bank performs customer protection work embedded with political
significance and people-centered philosophy, reinforces the primary responsibilities
of institutions at all levels and business lines in consumer protection, and fully

advances the pattern of “the Party Committee’s management of consumers’ interests
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protection” leading “the bank-wide management of consumers’ interests protection”.
We incorporated indicators related to “the Party Committee’s management of
consumers’ interests protection” into the performance evaluation system of tier-1
branches, and include complaint reduction targets in the Party building assessment for
branch leadership, and included the quality and efficiency of complaint handling of
institutions at all levels in the evaluation framework. Each business line assigned
professional complaint handling personnel as required to effectively respond to
customer complaints and resolve disputes. Through due diligence supervision and
inspection, data quality check, and other means, the Bank continuously supervised
complaint management of branches to ensure that customer complaints are addressed

promptly and effectively.

EEURTE

Improvement of Monitoring and Early Warning

AATHRE T EHARNRE LGN, HF 5B HAE, H R b5 R
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The Bank continued to improve the mechanisms for monitoring, sharing, and
jointly analyzing consumer protection risk information, and integrated risk prevention
and control into all aspects of the Bank’s operation, management, and business
development. The Bank monitored daily changes in complaint volumes, developed

functions such as real-time warning of complaints, and strengthened supervision and
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management of complaint handling of institutions at all levels, to enhance the

timeliness of risk identification and resolution, and prevent the escalation of disputes.
AU BUR B
Innovative Technology Empowerment

AR T AEARERRHEEMAER S, AR RSB S LB M
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The Bank established an IT-based handling system covering complaints from all
channels, enabling real-time updates of complaint acceptance and handling, and
forming a full-process complaint handling mechanism with traceable records and
closed-loop management. We optimized the multi-dimensional reporting functions
including basic information of complaints, business complaint distribution,
channel-based complaint statistics, and assessment of handling quality and efficiency,
to significantly improve the efficiency and refinement of complaint monitoring and
management. We also launched the “Intelligent Complaint Classification Assistant” to
use Al for intelligent categorization of complaint content, providing strong support for

complaint monitoring, analysis, and risk early warning.
ENHEEL
Emphasis on Root-Cause Rectification

ATREENE P RGENLEEW, KW IF A KA % — R = LI K
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The Bank places great importance on customer feedback and suggestions. We
conduct timely analysis to draw insights and resolve complaints at source. During the
reporting period, we formulated the Management Measures for Traceability and
Rectification of Complaints, and proactively conducted preliminary traceability
analysis of complaints in terms of the reasons and types. The Bank requires the
business departments to make in-depth analysis and accurately identify the underlying
issues related to policies, rules, processes, systems, and services, after receiving work
prompts from the consumer protection or channel departments, or upon receiving
complaint-related clues from subordinate branches, and develops and implements

targeted rectification plans.

BR A ERAE

Complaint Handling Processes

® RRXERE

® Complaint acceptance channels

CRIATR 8 ELR A RAT M R I AR BRI AL, R B R L W R

R, KEANAELEE =,
Outlets

Customers can report issues in person, by phone, or through

suggestion books at the outlets of the Agricultural Bank of China.
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B T

AT E R B3 95599 AR AT (5 Fl - & K #3E 4006695599.

Customer Call the customer service hotline at 95599 or the credit card

Service customer service hotline at 4006695599.

Hotline

¥ FRAT B E ARV RATE ERAT APP, BEH“ER T 6.

Mobile Log in to the Agricultural Bank of China Mobile Banking APP and

Banking click “Customer Service”.

B A M 3 B E RV RATE 7 M3k (http: //www.abchina.com.cn) 4 i
113 /‘ ”I e o

Official ERE

Website Visit the official website of the Agricultural Bank of China

(http://www.abchina.com.cn) and click “Online Customer Service”.

(LSERATN

il

KIFEFHNFERLRTZERHEART, KGR ER

.

WeChat

Official Follow and enter the “Agricultural Bank of China Cloud Customer

Account Service” WeChat Official Account, and click “My Customer
Service”.

H, W 4E &35 BT HUEE E 95599 @abehina.com.cn,

Email Send an email to 95599 @ abchina.com.cn.

AT A

The Head

I EWRIMEXEETAAE 695 (HiZ: 100005) .

No. 69 Jianguomennei Street, Dongcheng District, Beijing (Postal
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Office’s
Mailing

Address

Code: 100005).

o HiFAEME

® Procedures of complaint processing

FRIE

2
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Procedure 1

T B P ELR L ARAT A e ROR R R AOR

Consumers submit complaints through the complaint channels

published by the Agricultural Bank of China.

Complaint

Channels

HH T | ATR B R R, KRB A K AR,
#

Procedure 2

Upon receiving a complaint, the Bank promptly forwards it to the

relevant unit for handling.

Complaint

Acceptance

AR ZAERR | HFRB B EEZLRIFEDR, AREZIFZER 15 B AH
fz

oAl

Procedure 3

Result

Feedback

WA R ERBZIFA, BREFRNFTEKEI B, "KL
BEHR AL 60 H .
The complaint handling unit investigates and verifies the complaint,

makes a handling decision within 15 days from the date of receipt,

and notifies the complainant. In complex cases, this period may be
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extended to 30 days, with a maximum handling period not exceeding

60 days.

Rl
N

Procedure 4

HOUF LB A 4 o R ASCER SRR B R B, St B SRR A
BRI, E R A RREEd, UEZIFAT AR
BUW . WM. R OIRIREROTRAE

Complaint When notifying the complainant of the handling decision, the
Verification complaint handling unit explains the verification of the complaint
content, the relevant basis and reasons for the decision, as well as
the remedial channels available to the complainant, including
application for review, mediation, arbitration, and litigation.
BIFF BB

Escalation mechanism for complaint handling

o — AT LA T AUAG e DUARE SR g R B0 [P R, 4500 2 B B0 TR SRR

B E—FAATREATER LS HTERAE ., & — BT ERAE AR,
WwSATIH AR, TR RAT D kS EEH TR,

For prominent complaints that cannot be resolved at branches below the level of

tier-1 branches, the complaint handling department shall escalate the case to the

relevant business department at the tier-1 branch or Head Office for direct resolution.

If a complaint handled by a tier-1 branch requires coordination at the Head Office

level, the responsible business department at the Head Office may be requested to

provide guidance and support for resolution.
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o fEHRIFAEES
® Measures for handling complaints in credit card business

AATERAFFOBEFAR - HAUPUBERT, AUREZFNEE S T

FRAILE, FEEAMUPUME T LN, EAATF. BEEHAHE:

S

The Credit Card Center of the Bank adopts a consistent dispute resolution
framework to effectively integrate complaint handling with diversified dispute
resolution mechanisms, and continuously improves the level of professional and

coordinated dispute resolution. The detailed measures are as follows.

BUAKTRBHR. ToREETEERANNY, ARELE AN TRA
BA, 90% VA L&y & P [F R AT E AL, R E, BERINERE,

Strengthening the centralized handling mechanism. The Credit Card Center
fully leveraged the advantages of centralized operational model, and established a
dedicated team of over 100 professionals. More than 90% of customer issues were
handled promptly and intensively at the Head Office level, which significantly

improved the handling efficiency.

HURBTENF . HWEE P RRE, ET2R2MAHE, 95% k17
Rl — R ERAEL R R FLFEW N, VLR EHANE: FRE
B, R ET VAT, BeRR. FREE, FHTE K.

Optimizing the process linkage mechanism. After receiving customer
complaints, the Credit Card Center implemented categorized and tiered handling. 95%
of minor issues were resolved quickly online by frontline customer service personnel.
The complaints with clear facts were resolved immediately or within a short period.
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For complex complaints, the Center rapidly engaged professional dispute resolution
agencies, integrated resources, and enhanced management and control to prevent

escalation of disputes.

BREGMATE. TLBHRIE MO, & EME, MRS
HRBKFUT 6, LRARWLREELRSE, Lo, R FIEEEE, £
BAHE S AT,

Building an intelligent dispute resolution platform. The Credit Card Center
developed a digital platform that integrated complaint handling, mediation application,
online notarization, and small-claim compensation, enabling full-process online
tracking, real-time negotiation, and electronic evidence retention of complaints,

significantly enhancing dispute resolution efficiency and compliance level.
MBEAAWRBER FEERFEN SR EREBRAWE ST AT
BERERRIFFEA, BEAXKARTIEH/NAE, NEF . B2 THF L %HER
NG, FRBHRTT R
Enhancing collaborated development of talents. The Credit Card Center
focused on cultivating cross-functional talents equipped with both expertise and
mediation capabilities. For major and complex complaints, the Center established

cross-functional dispute resolution teams to conduct in-depth analysis from customer,

legal, and market perspectives to pursue the most optimal solutions.
BIFEE B EHNH
Complaint management supervision mechanism

o KKNEEE
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® Supervision of complaint handling

AATE SRR B BB, AR A 5 58 A BAEF S
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The Bank has established a supervision and verification mechanism for
complaint handling. Branches at all levels are responsible for supervising and
verifying complaint resolution within their respective jurisdictions. Dedicated
supervision and verification roles and personnel have been assigned to oversee the
handling of customer complaints. If a complainant disagrees with the outcome of a
complaint resolution, he/she may apply for a review with the higher-level institution
of the handling entity within 30 days of receiving the decision. The relevant business
department of the higher-level institution will review the complaint handling process,
handling timeline, and the result, and shall issue a review decision within 30 days of

receiving the application, and inform the complainant accordingly.

B PAT R I AN BT AR T LK H R B R R K
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Each tier-1 branch is responsible for reviewing the handling decisions,

verification results, underlying rationale, and notification of redress channels recorded
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by the handling units. For cases where the handling unit fails to register the outcome
in compliance with requirements or does not respond to the customer as required, the

tier-1 branch will promptly reject the case and request reprocessing.

RATBRTF O 2REZF A2 EBWMF+ERE T AT RHREEZ
ShRE, TEERITRE P EBENEL, BB E PR R, R
REBIFANEHE .

The Head Office Remote Banking Center conducts outbound satisfaction surveys
on complaints received through all channels using a “full sampling plus key follow-up”
approach. Customer feedback is recorded in full and accurately, supporting secondary
handling of complaints and continuously improving customer satisfaction with

complaint resolution.

® HiREEWI

® Audit of complaint management
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We formulated the Guidelines for Internal Audit of Consumers’ Interests
Protection (Trial), specifying the requirements for special audits on consumer

protection, establishing a normalized and standardized internal audit mechanism, and
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covering elements such as audit cycle, frequency, focus areas, and scope of audit. We
conduct annual special audits on consumer protection for complaint management and
reputational risk control, and report audit findings to the Board of Directors and its
Risk Management and Consumers’ Interests Protection Committee. We have covered
all tier-1 branches and relevant departments of the Head Office in audits on consumer
protection on a five-year cycle, to constantly enhance the standardization and

effectiveness of consumer protection work.

2025 4, AHTTRE m G TR R R R, B B E AR AL B R
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In 2025, we organized special audits on consumer protection focusing on the
effectiveness of complaint reduction under supervision, the handling of transferred
complaints and customer service complaints, the effectiveness of complaint
traceability and rectification, the support of complaint management system
functionality, the quality of complaint data, and the completeness of archive
management. The Audit Office handed over all the issues identified to the responsible
units for rectification and relevant Head Office departments, supervised each audited
entity in making rectification plans, and set clear rectification timeline to promote the
implementation of rectification, and enable closed-loop management of audit

findings.

AATRFUE P AHQHEERE, FHRAE PR RE, HEAE
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We adhere to a customer-centric philosophy, continue to optimize the customer
complaint handling processes and develop smooth communication channels to
efficiently respond to and properly resolve customer complaints, enhance customer
service experience, and strive to maintain low number of complaints under

supervision across the Bank.
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