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Letter from Our
Chairman

Citi is committed to tackling ESG challenges in
a comprehensive manner. As the world’s most global
bank, we believe that we can help drive transition to
a net zero economy and contribute toward making
good on the promise of the Paris Agreement. With the
passing of the Climate Change Response Act this year
in Taiwan, Citi Taiwan has focused on strengthening
its internal capabilities and strategies to accelerate
the transition to low-carbon operations and deliver
for our clients to help them sustain their businesses
for the future.

We view driving the larger ESG agenda as
a strategic priority which is being guided by a
committed management team at Citi Taiwan. We
have constituted several task forces to advance
various aspects of ESG, including but not limited to
climate risk and have implemented actions across the
3 pillars of ESG.

To make progress toward Citi’s goal of financing

net-zero greenhouse gas emissions by 2050

including reaching operational zero emissions by
2030, we are proud to have financed more than
NT$3 billion in 2022 by providing sustainability-
linked loans, tailored to suit clients’ needs in their
low-carbon transition. On the other hand, we have
strictly monitored our energy consumption and have
exceeded the energy saving goal even when Citi
employees returned to the office last year.

To lift up local communities, since 2016 Citi
Foundation has been promoting the “Pathways to
Progress” program for youth empowerment and has
invested more than NT$93 million to help over 1,500
young people successfully start their careers and
pursue their dreams. None of this work can be done
without our energized and motivated Citi Volunteers. A
total of 3,456 Citi colleagues, their families and friends
joined the 2022 Citi Global Community Day in more
than 20 volunteer activities throughout Taiwan during
the two-month period, making it the highest employee
participation rate in Citi’s Asia Pacific region.

In line with Citi’s sustainability goals and
strategies and in response to the expectations of
regulators, Citi Taiwan has restructured the ESG
Taskforce in 2022, elevating it to a higher level
with the Board of Directors as the highest directing

unit and under the supervision of the Country

Py
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Coordination Committee (CCC) and Risk Management
Committee (RMC). Under active supervision, Citi
Taiwan has completed our first ESG strategies
and goals covering all business groups, including
the creation of multiple ESG-linked products for
institutional clients, promotion of bank-wide climate
risk training and the second phase of the charitable
carbon credit project. We are committed to furthering
the idea that ESG is everyone’s business.

The year 2022 was a fruitful one for Citi, as
we were honored with several major domestic and
international awards, including “Best International
Bank” by FinanceAsia for the 26th consecutive year
and “Best Bank - Global” by The Asset (Triple A) for
the 20th consecutive year. Citi Taiwan will remain
laser-focused on delivering on our mandate and
executing on our strategic priorities with excellence
and empathy. We look forward to delivering the full
power of our global network to enable the growth of

our institutional clients and help them in their own

Aftab Ahmed
Chairman

low-carbon transitions.



siyBIYBIH ZZ0T

04 | BERE

NN O N

Y
[Tl

TV

S

\
71

TN

IRIG(REE

- pExEsnsEeenay 30 &x

AP EEEAEN GO ERESRBRN e
& 30 87T ©

- NItREREEEE /%

HEPER P HEHBRIRTERARA TIERR
S1E% > ATIEmR58H FHEFIEGERER
BEE 7% °

-wE 2.4 1%
- BEYEREEAIERS 2 18

. fetimmzmemena 49 ax

- wermemenan 2 764 ax

- AsRaEsEaena 1.32 &%

B 2004 FERAZBAMBSBEZEBBHRA
B 1.32187m RRHKBBIOBEA °

-temensTe 3,456 A%

TEMEEIkE T HHEE 3,456 ARWVIEHELRE
BETEE-

newssaanan 2,100 8%

TEEEEERABEM A 2,100 &1 > KT
tAmEERIFNEF 0 RtEBBE 1,500 (15
BRI o

P

Cltl 2022 EBEHENATABRES

7N

nE)RE

- gEngEy 39,271 1w

TEER AT HERABERERE « NEBEER)
RATRER  MAR SR Z HMERIZ > 2022 &
EEH SRS EIETER 12,351 /K - BIRTEM
I FIERAZ TR 39,271 /B > SEANERATEE 317% o

- wEsstts 42.86%
- tematRcms 7 1 .4%

- 4.7 % toiHIE E S TN (0 2 o (R




siyBIYBIH ZZ0T

S1YSI|YSIH ¢z0C

05 | BEWE

/7 N\

Environmental

+ Provided sustainability-linked loans of

more than NT$3 billion in 2022 to support
institutional clients’ efforts in reducing

air and wastewater, and help institutional
clients upgrade and transform their
industries

+ Paper-based manual transactions for

institutional clients reduced by 7% with the
promotion of online banking

. 2 ,41% energy saved

« Total amount of recycled waste

doubled

+ Total local purchases in Taiwan amounted

toNT$4 , O billion

+ Green purchases amounted to

NT$27.64 million

Social

* Invested more than NT$132 million since

2004 in financial literacy education where
more than 800,000 people have benefited

: 3,456 Citi colleagues and their

families volunteered in environmental
actions as part of 2022 Global Community
Day at Citi Taiwan

- Committed NT$ 2 million through the Citi

Foundation to non-profits supporting youth
empowerment and employment throughout
Taiwan

P
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Governance

+ Total training hours for Treating Customers

Fairly reached 39’271 hours

- Female directors made up 4.2 _86% of

the Board of Directors

+ Female employees accounted for 71 .4%

of Citi Taiwan's workforce

o 64.7% of senior manager to managing

director positions at Citi Taiwan held by
women
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R YRR BIREEE
5 > R RAERIRE
2022 FH A4 HETERRSER
EmaA AR o

- R E HEZF & Live Well at Citi 48

FSMERET » REREER
B EBRCEETIFRERET
2022 FTEELA BN ARG
BRREE » 2EAREZET64 A ©

- RERAZ B - REEZRE

CRERB LR SFE—RIEHE
B3 Bl & 15 20,000 7T~ ARTE
& KAERREW &
[F{— & EREM:AH o

FRlARER

CBRBEREENER > MEAE

EIEFLUT=ZARRKER 11X
BN F=ARRIRER 22 X
EETIRARENETFHIIF
2 ZABHFBEmIRHKER
R4S o

- BRFBFES5~10215420~25

FE > ESRBEERRERS
FER—K REFERM 15
FUL - DASEIKRIREE o

0

HithiEm R

- EENEFRAE (B BN

BER ~ RIER - BAHERS
B~ IRIERRERENETE) o

-BITEENX (BERHEBEME

&) o HHPETHERESRE -

- EIERZEEYFENR BTH
FORBERME ) RHEE TR
R HFRERE
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AFIBEHRER

TtEEREREERSY RERT - RENSTHEIEFE > LEEHEEANR
A EERE > TEREERC @ BRETENHEIIGRRE - BRIEIIKHE > K&
AAETE  BBATWER 0 BESERENE - BT o TEEBREINBEMRRASRE - 3
PREZ T aRHEEAEXRMHIGRER > EaR - SNERIIGAREI S oMkt =
FER  MBTEEARDHEES > ATHEXRRER » IBHRERFE ] -

A A

1EallEtE

AR

|

£ N=|=HN
T3 SR 2
43.4 v

|

AERE (TR
ekl

REEE
iz

Degreed
B ERE
Fa

BE (SMK)
FE R 1

P

CITI 2022 SFIRFHEMARRERESE

N

A ERCEIB =EARNELELEBH—X
BURT AGIIERAE - SRIEER T A fEap ~ ESE ~ 48 B
R HE B HEEE EEEKEER  EIH
BRERXICHNZEER » e TRRZE®E
gl o

( 20nsmeATIERS )

FARABET R (1)

I 16,860.31
I —— 33,471.31

A= IRF 8 ohe)

EEMET BELMET
5 NIRRT = 2R ZRIBSRL U0BS) /ZIERRTERIC A (A)

AEEERE

TEERE— 25 BEEER > BREIFEEN
EEERRRE > —RIH=E > BN —FRNER > 1B
REFEREENEENERE (Leadership Lab)
KRIEESEENHER (Citi High-Impacts Practices)
ERE > HERTEERERSBERE2HMRABRE
H 0
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Degreed £ LBV FESH

TERE B 2018 S #E1T M B &) Degreed 48 2B F
& EMCAMKBRECHBER TIFREEREER B
i Degreed E AR FFREI R IthRh > BEFRFREM A A 14 ~
TR~ REBAGETEREE 0 2022 £FEHAAK 3,359
A~ AR HNIBSBR 14,004 /N\EF ~ AISZH)IBFBR 4.16 /)\BF o

C Degreed 48 E 2B ERKN )

I 4,559
ERAROY  — 35

gl I tagos

ASTBE (1) =Af‘]§

W2021F H2022%F

WEEA A IBENEE
BT EEERHE T ESE

Py

CITI 2022 SFIRFHEMABRRERESE

FREBGRIE RGN ZNRER L  BEBRLERRTCERBEIERTIEZNAS

i
R o EAZHBEE S > BESRATCHEERLHIIRERE - RSB EEUREREN IS EERIRME
i E—PIEBRRTEEBENRITERE - AAFEABBtARREHENBNESRE » REBEREERRIN

RIRENREBEE -

( tmEmRELHE )

- 2 10 BEERERANTIER

- BERNDAEBEEEREMERAY

- EBBESEET 7 RERIRTEF
RFIAIERERR

- BEERA > AREERESRERRE

TENKE

PRI SRR HIE

HEBREHDURKAT » CESBETHIERES RS E

- 24 Z 30 B A BIEBFIEmER - RER

( o

g

B

3y

EBPIELE

- REEENERFIREE
- RITERPIEZE - BEBEBERGIF > 15

BEEKRERARE

- RARNRT > BEBFEHEEEEEN
- BT ERRIIEERESL > ZHHH

BETERRGIHENIEE

C RRBUESHE > DIEBES BrER - RBEECERS

FHE-FURFER > A RFANER » LUEES THIERRENEBEEM -

SR (SMK) EESRiEH

TEEHBEEXSMERE HEBSREEE EEEENSEERSATRANBREINKAL ZRHAFE - T5R

B ERERTESRERIRREEE o



HEER

=Y maid

Responsible
Finance

QIR S

Digital Transformation

KEER
Sustainable Finance

ERR%

Customer Relations

Responsibility

Py

Cltl 2022 EBEHENATABRES

BiBman 30 f#x BBman ] o32 f.%‘JT:

CitiDirect® 488 $R1T KBS BB ER BRAEMHE TR
BPERZEER Eﬂ’ﬁm%éﬁ

2.1 BUURHS

TEfEFrEE AR R Al SRR ER
RATFEEMEENE  FREFHEENZE2EET
R BAERMEE

SRS AR

TEERNERBATRAI » EREEMNZE/IA]
R’ > FHEMHBIEERRARTS > K Be The Best for
Our Clients) BEEREAIMEMMRE L RHEHEL
BT EEESIVAINTERRT - BBRBEHARE
L BOCARFERERERaSEBniEr > B
ERAEBEBHMNETERELEERNARNE - HE
20226 S TEE (B8 SRITERITEIRITIVERB A&
BN 2021 FHREE6.7%  EEAREF~TE

BE 2022 F > BRI 8 BV E AR+ - BERBRL
BIRIRIF - BEFREHEROL > TAVHRZRERE
BRS RN E R tETEERITAVERAR ©

I TEMEITEISEER APP

TEIERENE P AE R - B 2022 F2K Tt
ITENESER) APP HEHE A RIRFERE AT « KA
EEBFINEE « TEHRCEENBURE LEHER
®RIFEE BRI » BHATEOBEFN B2EMNE
AR ©

( TERITEIE 5 APP BZ A K )

2021 I 1,073,759
2022 I 1,145,388

18t 2021 #ERE2EH. 7%
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- BEEMEER

TEESRITRAAMEEEMEEERE » URNNEHEXEHNBUMEEETH » ERAEMRT L
FREEZEISEERFBREARE BERE » UABRESERZER

Io

275815 RE (Total Wealth Advisor)
TEIEFEA R H SRS (Total Wealth Advisor) » tE#%
TEEMEEESENEBRE » AkREANRAMEYE - M=
B - ANEBEREUATEERE  REEBTENKRERS &S
TUERIEE2REERERVEERERE - KR EZSES
TEIEARRIRTT R TENE AR APP EHREE ElCER TR EZE
ErRENEH 0 BB ERS MEMIEE RS Bl
FRETHRERE  SEENERERETHBCR 2408« BE
BIEU R EN & » EB B BEEEMNRR » FHMEE
BEESMAENEEREIGEE °

()

Citi Live Bank

@)

RIKRELDIKIRA LB
TERERS 2009 FEMH#EH TTEE 2 X
HE | BRTS> AT BB —RERIER
TR EBEERRT 0 REE
R IR BRETRRIRS
EATCEARIRITREETEIEE
X APP > BIP]BESEUE R TR A=
BXESREEIN - B2XE - &
S ETIN s BEEFZESEMLE
BIZ R e By P = A IEARES ©

o

fEiRZTRIMER

FE o L BERPE BRSBTS TENE RS APP AR
Live Bank TRt E B IR HEME » ILThAES B
XF - BERANEE AR EEEEEtAE
7548 Citi Live Bank AR R N EEHEmMMAXHE »
EERESENYEEEEE LB MRS
PEHIRITREHE » AEPRIEMRIZEM ©

FRAIEBIEIEITEE AR APP —RFEREIKID
EEE - REBEMINEBIIER » FRAMUE
BIERERISMNEIR PR ~ BISSH B0 S
BRISHE » B0 BRIEREBIINSFRIRS &
M > BEEINEBER » TIRHSE 14 B
SR ©

Py

Citl 2022 smEHEN AR RERES

- RMEEFEER
TEMSRITER NN RIERFER > UMEEER/ZL > Y
BRBHE R ETENESNESEEREERE -

=1

SMEZ 7 BERES (eFX)
BRI —REMIBITEIEETINERS » 7B HNEXZE
BRT ) RESEPEBMERIRITRITEIEER APP E1T5h
BRXZEERT > TR THRITHER  BREFEE
ZHTER X EFMRLIT  REEAXZEDES
B9 24 /RS ARTS » B = IR IR

SMEIBR R JETF 25
BBEEERIBTRITHEER APP =S BREIAI T8 X
B~ BRRELETF - bR T FEI  RRERUEARZMAE -
R IRPTRES - EERXZALBRERREZE
KB - BREFIRTTZBRIBTRIREEESZ RS
TEERHEESEZEESRNTERER  RMEXTHEE
B ERERKRES -
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I EREHBERFIRA

HBPEESRME IR EEWEE
HETESRE, > AFTEHSBERUE
RUARTS - R EERRRENHBMUEESH
R o TEIEREER AN ARE
BEENHATE » THEEERBUET
BEEER > MBI PR EERE - BITRIKME ©

feraed TEREBBERFIRP) BRGTE B
TEEFFREESIRER » BBEREH R > BE
SZAHA T SR ST AR5 - RUCGREV (RS BB IRTT
FRBEST - [EHEERER FRFHEEBTR
TEEREHERFRNERRE - 2R LR - UHR
% AMIRALENRYE > UKBRERXZREZE
B2 BEEEANEERIBEIIMBIERE R

I EXAR4RIRIT (CitiDirect®)

BN E MO EEARER » AEMAT
FEXPHENBUNER > TEIEFERIR - BREE > B
BB IR1TF & —— CitiDirect ® BB IRTT RITED
IRTZERENE » BEEEBEERNE—BTRE
H > IR FEEE - B1E%AY CitiDirect ® AR IRTT
ER—REARTTABER2IKIRE > hE] RBARFRE
ERMCaTE - T BERE N R EIRN 2 214,
IR BT AR RN ENERL > mET
&R o tE5h » 17ENAR CitiDirect ® ZIBHEAL ~ IRERLE
WDt R QRES - EBRIENEYIIH AR QR BERNFTER

=
,\\,//,\,
H

REBFENBRBEEH T BELEABERN - 518
MRS NMEER P ETHEE LA B E2INES
BRI > HEMIFIE AR EMEIRESEE® » UAERER
BEHIRER - BERBEMEREETS FIEERE
PR b A0 R 2 B RS B UV B B R IE PR R SN IRER
A7 © 2022 £ CitiDirect® A8 IRT AR ZES 15
BE > APHIRGRENAHE 762 &t o

1 2xEAENX/NEES (CitiConnect API)
A EEZ TN MR BRI IEEHAI1T
MR ZEE > TEHERM CitiConnect for File (H2H, Host
to Host) & CitiConnect API (Application Program
Interface) ERAZE > FFPAIMEA H2H 8¢ CitiConnect
APl BTEIEETREE > BUEABHARNRNENE
B AREEER  IRPEMEHEEAEH 0 BARD
BFEETR ~ RFBRNE RBIAI =815 B BRI ERR
A2gs  WLALE T BBNMERIIRURAR © APl RN
ERFHRER > EE2ENELSNRR « B2 HBBEL
TE BEHERRENEHART  BUHETEERR

Py

CITI 2022 SFIRFHEMARRERESE

BRI AR » EIESMENENE SN 2022 &
CitiConnect for File &z APl A EAXR ZEA 52 B »
B G RN AHAN 05 8T ©

1 BRESRITEIXA THEm3R 5% (Manually
Initiated Funds Transfer, MIFT)

RIEARZHE » B OBERKRER - BIRRE - #f
HEEXRERARBITIERATIERRZ1FE
TWHRBIPEE M (F IEATIETR R 2R « BE 2022 & »
ATIETRZEAFHEHZIEAHE > B4 2021 19 437
RV E 408 HEMREE 7% o

( ATmTRmSATSEELY )

B ATERESAY -0 HEEE (%)

10,898

BE 2022 FF
ATIETRXR ZEBRAFIRENH

mEEEE /%

393

68% 437 79, 408

2018 4F 20194 2020F 2021 EF 20224
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BlEZ®

TEERUBEENZ2E > WIEKSEIERTELZR > HEATENZ2ERNTIEL - EHRRE
EREREFE > UESABRENZE2ARER - STNAREEZSGREENLZEEMN  KEFAAH
EFETHRRENLZEBRITBELS - AR » KIEFEERSER > SERTERARENZEFEL 2R
EEFE o EEBNINFREZTFPERNKENL » ZETENEASRERR - SEERERTNITHMUER
BERCEBERPERRE - TEEERFAEMEABRETE T ERTHEMNZ 2R > BT BR B SNRBIEE
ZEHBHEATNENZEEEER > FIETEE TEF W ATRE A B REDNEE Ik

2022 FIEEBKEBERRE » ERBMANE TR EEMN 3 NEELHFTR

s ABLEE Q9 Qo -

*t

TEENEZEREFREZFIEAER > IUNEEESIVESRENER  EF MRS ZERE 2
REZREAEY - EHBEERREGINIEN > EBREXBETREZR - HEEHSERINTCERNS
AR B TRIERSE -

TEEEBERAENZ 2 EEMA L - SEZERNENZEMERE » TTERCHEEESN R 25T
> BERCHINTE A EEEEN - 2EBEEERIMEFEIEHREIE - R > MRERICRNE - LUERIEAR
X2 ABER BB A o

( emEnzeELEs )

— ... -

4 ) )
A U | fRlARER

Z2EH BRI
REG MRS RN D REsEES &g SRS
(BEBR 2% el Tl D ARE B 8 1) LT £ B 70 B 4 S B
T Y ERIE1E) el PO ErAEIE T S ROES B8 BL B 28 A LU
BB LB 51 3 ERBEYAE REEUEE By &I e
BWE o BImARE pERTE BUREBLA
BE B ARAS T2

P

Citl 2022 smEHEN AR RERES

TeEefE R ERAESERTRR  HIRERTE
EEMARMEREEE  SREFBE > WHESRA
FEY  RHERHE > BCERMERKE -

BERE

TEMRU (RIBEMERMBEIREE) (ESRM) 1F
ATEREREAEESIEERA > SHHEERRE
iz HIE—EREAMASIERERFITHIRE
I8 A FiEE SR D F (Climate Risk Assessment
& Scorecard, CRAS) » MERRIFHEM FEHFEIERE > &
STEHEHTMTHE ESG BRAAGE ©

IRIBFTEEBIRE RO EER] > EREREIREE
EXEEE) (MEKFEE - REEE - MEREBE- 4
SHAAAR ~ RS  REENERZEEI K
IRIBREFBNHRERE (NIRTHEE - BEAE
FERERTE - BEROMERE) > ERBALEE
TEHENREEE > SRILHE ESRM EEEBCETE
HEtem B E R - BREMKIREE R NESRELER ~ %
E2% RZULKERTERTES (BEZIREM
2EE) > ETRRORENE > BHEEREERTE
BRI ELIREE » SIEIRAER 2 85K » AP sEitE ¥
FRE K o
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(0]

I ESGiEE

TEEEE—BERNINEETSRA TN EEEEN
BE FEEESRAEZ N LA K ESRE
I 0 2022 FEFBENMMRT BRISEBTEER (IR
ERMEEEREEEK)  (Environmental and Social
Policy Framework) > FEBEREIEKEEGELER
RARBER > AERESEBBN AN 30 = SEt
ERPRBRERRACTR ~ RERKNEINREFA
It B B3R FEITEEBHREE -

TEEEEHFE 2 HUNESRER » SEBTRRIE
BAERERE BRI EETESESKETEE
> RN BN P RKERE o FIFRF > 7E ESG 1%
E/HE  EEMIERRFE A ESG HRAKRIBE R M
BIR > DUERFIREABMER s HMEER(E o BRIEZ SN 5 %55

VS

Cltl 2022 EBEHENATABRES

( TERAEEREREE ) ( emgEne )

FERRARITREMERK

RAERNABEARXX HRIAFER o

V.

EREMETERATUNS KYC/ AML B IEHREEHEEX »
WEARIBARRAZE R R R E R IR B R R
- TEIEEE—AREIRE R B LEAZER
- {EREEE I BPER MIBRER ST RRAEARE
- (RN BT & RIRIG AR RZ
- BT EHRARE

V.

ERRAGEEETERRERT ERFEIRER
(Environmental and Social Risk Management Policy, ESRM policy)
RERABBRIRENEERRMAERESHED > sHLERE
HZHEEI R HERRBHEBRAR) » BTABERFIRE

RSN ~ XHFERZER ©

AV
AL 3]
£ 2Nl

#=E2022512H831H>

wpeszEn 439 @ db N

BRI R
ERtER
RIEZ2R
B ARA
—REMF
RIFEAE

HETEAARIHRNIREMTER
B > FESEEMERRZBETENNE
B2l » %A% ESRM BHES
AR EE P ERAB R R E E TR R EE

BAITFRANRMEREERL R ZENERELTS -

WEEMEEERTENINIERKRIER » HEIEFEE
TEBRIEREE » LBRIFTER -

TEERIBE B EER - BB/ A OERSE
EBFAE > REZOBBEZRRER - HEEXR
WAEE » BB ETRBANER RGOSR - &
F 2022 F 12 B 31 H > $GRERERX 439 87T ©

AE EX
BRRRE
f 35 R EE

BEEMRKBZRERGZMBETE
5h > TWEE ESRM EREMNRESRE
ITERTE
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| XBEZER

BRIfEEaEHHEE MR REGEES 8

VS22 9Sd it

XBEZER

BERBZEN ~ UWoKBBEHEERE=—EER

BRBEM2EGERM » IFRFEREMGEIER

ERNGeEN /1 (RERFNIMEEEIRE

MRERER o %E’m%mgﬁéﬁﬁé&%ﬂ&@%ﬁﬁ\éT
MHRER > TRABRAERER A ERRNE

KA ENTHESER (DECEEERE  HeN  BARTBORBRTEREE > QERETA TS

BSE% BBy ER BESENTFENEEE FESROEME  TRHERENESE TENL
S AESECh A0 (b S R IR B & AT S

- U ﬁ?_i¥%éfﬁ?ﬁ EIESy T

KR \ =T BERWERMEN > DR TERNM e E I E

. MEES 12 ERRE AR \ \
R SERL $ > SRSHAEEO SRR ERE » MRKES

AIFHEE R

Tr&r]

EEEMA

ERMEBEIXEERBZPAVERES > TEERN
EAEHHETELR (Financial Inclusion) » BAR
BEYSHEREAaEMT  KENSRRT - 1EiE (8E)
B 2004 FRBHEESEMABMEE » BEMAGRES
16 HER VDB SIS SRBMBABMIEE - (EHE
SEEARBVECHG BRIFBER W2 B
FIFHEREZE T » BRI ERMIEMERS o 18
EHEFNSMAMBETEHREEA G0 BA » 5%
ANHBEEEEB 1.32 & °

=l

Py

Citl 2022 smsHENARRERES

1 BIEEMHES

AEBTENBRILRERERAKRT  FEBT
FEEERR2ER S RBHA RB RN ESMA
o DIERESCERNE  REF—XEEIME > BA
EEMNTMEIR - ATTHBEREIR > TCEERARON
# TIE M One-Forty &1 » N8 TR EE S B
ERAH > R(CIRRASE IR A &R T AMARFEHIEE
# 0 BB ITRIERBTAIEHEUSEHFMN TS -
IPRETEIEM (R EBEE - EHIEHE T ENERARTS
HEBKER R o

2022 3 1,206 2B T 2872 » Hih 2060 2%
T 5eRk 45 /B ERSEEAZ » 1,000 2B T 5eAL 80 /N\BF4R
LR o SEEREEENB IA » 2% RIFEAR
BB SCEEST ©

1 RRRIBIHEE

BRI EEHRABRNEF » RESNABR
MELL—REFER > 1EHEB 2021 FRAKBEKLREE
=EREM 'Workto Win ZSRERES N A% > 4 16
U BENEAHEFMARBEE > bR T A THERRSE
B iEBIRE Rl 0 BEKH T EBEEERR
RANE » BUFENESRAEMES - R TREME
I TEEELH R ES S ERREFLIR > WiRE
BOHN#ES S RERTRABER  BRHEFER
KBNS © 2022 R 2B R 3 BB/ TR > 70
HEHEFLH -
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2.3 P REIMA

TEERFURRE ~ RPHEHH > EHFEEER
WMEE > WHEBSEN TUERS BF > SBRECK
EFARELYE  BRERERBESNAZERER  F
BmEtErER -

THE
TEEM THAZPIRERH) BREE  SETEHE
EE2KER - EEAT LA 200 FHERRARF K

>

)

CLIENT
0BSESSION

WEEK 2022

POWERED BY YOU

my colleagues

SEPTEMBER 26 - 30

5o RERPREHESUNTRRBEBRLE > mEE
REX-

HEFRTRERIVEN -« HE - REBASHNE
% EREIGIERE > EEIA [TEERTATHER
H)) BURRNE > AERGRSRIEEE » DUEE
BE > BRATRHEAKRAIEREN - WBBFE
BEORENE » RATHERAKHEEREES > B
BN ABFEEFT > BATFE

| use
my voice

| act as
the client

| support

Py

Citl 2022 smEHEN AR RERES

| BENEF EENT

RAMCAFRHFERE B AT RFERABRA
2REE ~ NEMERERIRITAER]  MARBIIRZZE
iz BEEPME > IREAE 3/ N\RZHEIIERS > 5F
REETAZRERNEM AT HERANEEZERE
AR EERAZ o

BRT Rz 5h » TEMERFXEEBIRIEK AR
FRABEAE) » BEEAZWTEY > sBEEESR
EERkEFgERRRATRHERBITIB KL
S UBRER A THERIZHT

mmsmsiRzss 39,271 1w
serkgsiz 317%

TS RN
12.5 gz sasis

FE MR-
5 \esiam 2 s sk
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MUE%E (Client Obsession)

RHEBRMEEPNER  HESEREEEERS
T UATFRERABIRA > NARTEEEETRNX
1E#E > UtATHMRBTHIT—RT] TUBEAT

(Client Obsession) BIES) o BRI » B&E1L

8 1,000 IBE AR UREARFRRE  BFER
FrEME - HEHTHERIEER  BREERFBR
MEZMRE  WRERFLE » —IE—IBARENE
MERRHRERETREE o

H 2019 F#e » [EiEBEEER1T BRI A
BRTRMEBRETZERIN  TNETEIRRN - BEE
FLER BEEAE 17T EHSRRERES > 1 ¢
BEERRN - EEERNETHRE - EHETEERN
EETH » NMEEEMBRRIEIE (8% ) IRITPTIEA R

( uEss SR=EEH )

EIREE S

HHEARETEEAZRTOE
B BREFZMBERE
i MARRARIRFB R Z AR

ZHBFIR > LUmEHEE
B o

fHHEE

FR DU 7% 78 K o 2 A 4 Al
o HEEFERAECH
T EHIERERE > RHEE

BEE - BHAXNESER BAMNNERSKEETR U BITIR WP EIRIsES
BERBT > W HAEHHR RS WAREOERE pLE PR 2 R T
BEICTEZEETHAE REZPME © £ WIREAFRHERE

BEIER > TR LI E M35 best practice RRF A
B FIRIEUSISERE ©

022 FEz TUEAR) BR2024F9H826H
F9A 30 HET » BBAITEEER  UKEFHFL
PR &S > R ~ IRERCHNATRHFE - UK
R ZESHRER o thHh > EHEBBERR ~ BREER
Bef - BRETOVBEED BFERLCEE2EA
o ANERRERNARE  BRHEFERENR
%!

2022 FEELH 65 URBZE > RBAURARE
FERPEBERHESMERER RG> UNESAUESR
TRRBOAEZMRBEBAZBET ) UKFEBETEA

UERS) BF> REZ/D200EETOE > 1%
AT EHERRERERIATFEE XL ©

BRI EN R

SR AREBEEIHES « MRSt
BT BRERNESH
EBHEMBMEYE  HEE

R @A EEZME - W
BEGNERE -

Py

Cltl 2022 EBEHENATABRES

| EF%E R#HEL

E B B HEBESAZET (Net Promoter Score,
NPS) » REEFRHRMIFHEN—EEIR #H
BEIEER > IUEAERHZARNEERE o K
2021 5 2022 & > TEMEMB R FHEEERATTUEE
IBREHEM 2.4% ~ ERAREHIRE 28.6%  REXRH
ARF 2% » TEMERERIEMEED > BnERRRERE
IREETCIEN S RARTS o

( srenmmE® )

F5/HE MEEEEH CHAFEH RETH

2019 +0.9% +8.9% -8.7%
2020 +7.6% +4.9% +1.5%
2021 +9.4% +17.6% T2
2022 +2.4% +28.6% +2%



IRIF K&

IRIE K4S
Environmental
Sustainability

3.1
Low Carbon Operations

3.2 #REEAE
Green Energy for Charity

Py

Cltl 2022 EBEHENATABRES

241. ’¥ﬁﬁ¥49f§ﬁ: @

ETEES TEMIREEEER OB

1 {EREE

EHRIGEB ARG RIRFTSI 8RR - TEMRLIR
BXERTEEM > RNRBEOMIRNEERE - &
PIRE R ER » FAEESE « SERRKERENE
2 o EE R AR RS > W R S 49IES
EEMESEER > BEEEHREIT SR MER - 8
BTERE IR MBI RGE ©

HiRRE BARERK

TEESEERHBERATS M ARIEETRER
BKE » MERAIREEAMAE » Wit BIERAE
iR B > LRRHARTZHEER > XK
SEBNRALE > BARZ28ZMDTURBAKR
18 > LUERSFRVEIRERAN B 1R o IS » SIRAXIZERD
SCEMERABUE L EI¥RER - RSB RAERRE » #¥
BEDTRAENRES | AKE / ERYEWE > I
SR —FEHARCEMEE Y > FBIRHENSE « BKRER
YIRETZE °

T2 T B G Y BRI R T AR
M A 7K e B AR > B8 2 e BT o
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TEHE 2022 FHEIE 2.41% >
Bt 202l FEHEEELEBH 3
FIRBR 3%, BIEREEERR ; BEER
BHAE > BETEGEREIMRAE
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B4 7% 4B
2022 FRFEREBRBEFERAE (A) 83 239 322
2022 FERBHFFERBRAZE (B) 10 55 65
2022 FEBREHFBEE (B) / (A) 12.05% 23.01% 20.19%
2022 FEERZELEEEAE (D) 9 52 61
2022 EEMREMAZL (E) 6 35 41

&m= (E) / (D)
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3 30 33
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