





























Stakeholder Engagement

Hikvision" s key stakeholders include customers, employees, shareholders/investors, government and regulators, partners and communities.
We are well aware, the trust and support of stakeholders is fundamental to our existence and development. We act proactively to understand
stakeholders' opinions, demands and expectations, and respond in a timely manner, heading for win-win cooperation and harmonious

development.

Hikvision is committed to paving open, transparent, convenient and two-way channels to communicate with stakeholders. Through exchanges
with stakeholders on topics of common concern, we learn about and respond to the opinions, appeals and expectations regarding ESG risks. In
this way, we are allowed to better identify ESG risks and opportunities, and formulate scientific sustainability goals and plans. Buring the
reporting period, we launched several rounds of investigation and communication with stakeholders to reduce relevant ESG risks and optimize

our ESG management system.
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Identification of Material Issues
During the reporting period, we organized interviews or surveys with nearly 200 internal and external stakeholders to learn about and analyze our
material ESG issues. Through this, we gained a thorough understanding of the expectations and suggestions of stakeholders, as well as our own
management status and development needs. All these efforts are expected to lay a foundation for us to develop long-term ESG strategies.

Identify potential material issues

Upon media analysis, peer-to-peer analysis and
checking other relevant documents, we can identify
potential economic, environmental and social impacts
of the Company's business, or potential issues that
influence the stakeholders’ evaluation and
decision-making to the Company.

Prioritize potential material issues <

A stakeholder communication plan is developed,
in-depth stakeholder interviews and
on-site/questionnaire surveys are conducted to
understand the material issues of concern to various
stakeholders, and finally a materiality matrix is
obtained, and matrix analysis is used to identify highly
significant issues.

Materiality assessments process

We assess whether the content of the report
provides a reasonable description of the Company's
impact and sustainability performance, and whether
the process of preparing the report reflects the
intent of the reporting principles and invite
stakeholders to provide input.

> Review

The materiality matrix is submitted to the
management team to confirm the significance of the
identified issues and their impact. We will faithfully
reflect the Company's performance on related issues
in the report.

Management verifies results <«

Materiality Assessments Process
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Based on our 2019 matrix of materiality, we scrutinized the stakeholder evaluations on each material issue in 2020. As a result, we raised the
“respect for human rights and labor practice” issue to high importance and the “packaging material use and management” issue to moderate
importance. Our material issues for 2020 include 9 issues of high importance, 14 of moderate importance and 2 of low importance. Concerning
highly important issues, we will make disclosure on in subsequent chapters.
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Empowerment with Technology | J J/ |

Hikvision values its role in people's livelihood and all industries. Our technologies such as |0T, big data and Al are applied to transportation,
energy, agriculture, ecological protection and many other sectars to empower digital transformation. We are proactive in gaining insights into
the needs and pain points, expectations and challenges in all industries. By continuously improving products and services, we let sci-tech
insights contribute to a better future.

Facilitating Digital Transformation of Various Industries for Human Well-being

"300 meters underground”, "steel furnace 1200° C inside”, and "exposed outdoor deck at -17° C" ... these are real figures, as well as the daily work
environment of coal mine inspectors, ironwork spot inspectors, and port tally operators. Harnessing loT, Al and big data, Hikvision is bringing
substantial changes to their harsh working environment: to let coal miners embrace safe operations, to keep steel inspectors away from hot
furnaces, and to free tally operators from sentry duties.

Such brilliant and benign changes are also taking place in many other industries: transport & mobility, social governance, natural resources,
ecology and environment protection, manufacturing, industrial parks, coal mines & metallurgy, petroleum & petrochemicals, culture, education &
health, healthy communities, retail chains, and construction sites, just to name a few. It is our shared social responsibility to empower various
industries to accelerate digitalization, build a safer and friendlier working environment for workers in all sectors, and create real value.

Al-powered Intelligent System, A Strong Defense for Coal Mine Safety

o - - - - -

Coal mines are locations with complex conditions and stringent

safety requirements, as workers underground are surrounded by Kong Qingwei, principal staff at the dispatching office of
unknown risks all the time. Hence, coal mine safety is a key and Jiangzhuang Coal Mine, said: “Before, when we were on
challenging task for safety supervisors. duty, even if we kept our eye on all the over 30 screens all

the time, it was difficult to find any problems. With the Al
Therefore, Jiangzhuang Coal Mine joined hands with Hikvision to system, we seem to have been equipped with smart
launch a pilot project for an “Al full visibility intelligent safety ‘eyes’ , which allow us to accurately discover problems
control system.” Intelligent video equipment were mounted at key and build up a robust line of defense in mines.”
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violations - such as workers and vehicles sharing the same
channel, and belt deviation - are under 24/7 closed-loop
management from risk identification to removal. Through such
targeted assistance, front-line safety supervisors embraced
higher efficiency in work.

As the mines were equipped with Al-powered smart “eyes” ,
security supervisors were allowed to find problems quickly an i
accurately, which improved supervision efficiency, and ree
the risk of underground coal mine accidents.

Empower Life and Nature with Technology

@ Facilitating Digital Transformation of @ Protecting the Nature and Biodiversity
All Industries for Human Well-being with Science and Technology



Online Temperature Measurement” of Furnaces, Intelligence Makes Steelmaking Safer and More Efficient

Steelmaking begins with ironmaking, and ironmaking blast
furnaces are responsible for transforming ore into molten iron.
During the process, regular inspection and maintenance of
furnaces is the top priority. In the past, inspectors had to climb
each furnace tens of meters high every hour, and measure its
temperature with an infrared thermometer gun, to prevent
accidents caused by overheating.

Ansteel of Liaoning Anshan partnered with Hikvision to apply
thermal imaging to ironmaking blast furnaces. Through the
real-time connection between front-end thermal imaging
instruments and a back-end system, inspection workers were
allowed to remotely access the surveillance videos of different
positions in a furnace and monitor the temperature changes in
specific areas of the furnace shell, generate reports, and
receive timely warnings of temperature irregularities. Thanks to
remote temperature measurement, workers no longer need to
climb ladders for inspections. Apart from the improved working
environment, productivity has been raised as well.

Digital and intelligent solutions are assisting more front-line
steel workers to remotely sense complex on-site conditions
and perform real-time production scheduling. So we expect
steelworks will be able to operate more intelligently and
efficiently, and steel workers be much happier at work.

“The system automatically measures temperature,
generates reports, and also allows us to search and
compare historical data and monitor changes in the
furnaces by receiving real-time alerts,” said Yin Fengwei,
general manager of the Anshan branch of Yutai Security
Co., Ltd., Hikvision" s partner, “Ansteel is satisfied with
Hikvision' s intelligent system, as it improves productivity
and plays a great role in ensuring the safety of on-site
workers.”

Tally clerks are the "guards” of import and export cargoes at
ports, and how fast they tally is decisive to the operational
efficiency of terminals. Before technology set foot in this
industry, tally operators had to be on outdoor sentry duty,
which was both laborious and dangerous.

Qingdao Port Group under Shandong Port and Hikvision joined
hands to explore the use of science and technology to change
the industry. The resulting Hikvision Intelligent Tally System is
able to automatically identify container numbers, trailer
numbers and other information, and then directly check the
consistency between such data and shipping bills - if
consistent, a tally is completed; otherwise, the system will
send alarms and prompts automatically, which will be
processed by a tally clerk through manual intervention. From
manual to smart operation, Hikvision successfully lowered the
safety risks and workload, and boosted the efficiency of tally.

In 2018, the system covered all the 84 cranes in Qingdao Port.

Compared with manual tally, smart operation has made
loading and unloading 20% faster and 200% more efficient.
Now Hikvision is working with Qingdao Port to explore and
promote the broader application of the intelligent tally system,
and continue to upgrade tally operations in terms of
“visualization, automation and intelligence” .

With the help of the smart tally system, tally staff can
easily inspect the container operation process in real time
through two monitors. Compared with manual tally, loading
and unloading is 20% faster and 200% more efficient.
“Under manual operation, each worker was allowed to
operate one line only, while now each can work on three
lines at the same time in front of a computer. As there is no
need to be exposed to wind and sun on the dock, safety
risks and workload are greatly reduced,” said Wang
Xianpeng, a tally clerk at Qingdao Port.
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Protecting the Nature and Biodiversity with Science and Technology

The nature is the place where people dwell and thrive, which makes nature and environment protection a social responsibility shared by every
corporate. It is Hikvision" s corporate vision to “empower vision for the security and growth of the world.” Therefore, we have been committed to
applying innovative products and solutions to support biodiversity research and protection, as part of our efforts to safequard a mare
harmonious and sustainable ecosystem for mankind.

Animal Protection

The nature is composed of a variety of intricate and complex ecosystems. The rapid development of society and economy is bringing a great
deal of threatens to wildlife and its habitats, such as overexploitation, environmental pollution, deforestation, and illegal hunting, among many
other activities. This necessitates the instant action from the government and the society to step up wildlife protection by high-tech means.
Since 2013, Hikvision has started partnering with the government and all industries to protect wildlife and contribute to the sustaining of the
natural life community. During the reporting period, the Company continued to advance its long-term cooperation projects to protect
bar-headed geese, Siberian tigers, and Yangtze finless porpoises. On the other hand, we were engaged in projects intended for the observation
and protection of African penguins and the anti-poaching of South African rhinos.

Anti-poaching of South African Rhinos

In 2020, Hikvision actively joined in the protection of rhinos.
Our video technology was applied to the Kariega Game
Reserve in South Africa to equip the anti-poaching unit
there with both ground patrol and high-altitude protection
forces. By allowing patrol inspectors to be more focused on
priorities such as rhino care, our expertise has played a
great role in preventing poaching and enhancing the
protection for rhinos.

Observation and Protection of African Penguins

E From the 1920s till now, the number of African penguins has i
1 decreased from more than 1 million to 13,200 pairs. To |
: pratect African penguins in a comprehensive manner, in |
| 2020 Hikvision and Dyer Island Conservation Trust teamed up |
| touse video technology and protect the penguins dwelling !
I in the African Penguin & Seabird Sanctuary [APSS] in :
! Gansbaai, South Africa. Meanwhile, we showed to the public
1 how these penguins were fed and recovered through live |
| broadcasts, as a call for more people to participate inour |
| project. Now Hikvision is planning for mare diversified |
| protection for the African penguins on Dyer Island, South !
I Africa, including protection research, rescue & treatment, !
! interference prevention and monitoring. 1

Protecting Wildlife At the Source of Three Rivers

The Three-River-Source National Park is located at the
hinterland of the Qinghai-Tibet Plateau, and is the birthplace
of Yangtze River, Yellow River and the Lancang River, thus
earning its name as “China’ s water tower” or "water tower in
Asia.” With the park being an important ecological barrier and
a repository of plateau biological germplasm, its protection is
of great significance to China and even the world.
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Hikvision has built a long-distance HD video manitoring !
system to support the emergency & ecological monitoring 1
work on this no man's land at an altitude of more than 4,000 '
meters. High-point thermal imaging dual-spectrum cameras |
were mounted, as a supplement to the Al technology, to |
perform smart patrol among the local typical ecotypes, |
natural landscapes, and wild animals. Thus, large and !
. . . |
medium-sized mammals such as Tibetan antelopes and 1
Kiangs were put under extensive, all-weather and remote '
monitoring. By automatically filming wild animals and :
collecting data on them, Hikvision" s system effectively :
assisted the Three-River-Source National Park Administration :
in the ecological protection and scientific research & 1
. . . |
monitaring there. In this way, we offered strong support for 1
wildlife protection, and played an active role in assessing '
ecological restoration and promoting ecological protection. |
|

Vegetation Protection

Lush and dense vegetation is the desirable habitat for wild animals and also promotes biodiversity. Hikvision uses its own expertise to enable
the protection of forest farms, and to enhance the intelligent detection and management ability of the forest fire-prevention, such as fire risk
warning and positioning, spread analysis, fire management, fire incident archiving, etc.

Forest Fire Prevention Project in Hebei

In 2020, Hikvision participated in the forest fire prevention
project in Hebei Province. By building forest fire prevention
monitoring systems across the province, the provincial
capabilities of forest and grass fire monitoring and
emergency response were improved. As a result, the forest
and grass fire prevention in the region has become
standardized, scientific, and information-driven.

Hikvision' s forest fire prevention monitoring system offers
the following functions:

Intelligent fire detection: The intelligent detection of smoke and sparks
makes fire discovery faster and fire alarming more accurate;

Closed-loop management: From discovery, assignment, processing to
feedback, forest fire prevention is under closed-loop management;
Top-down collaboration: This multi-level fire protection platform enables
information communication and collaboration acrass different levels.
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Mount Mogan Intelligent Forest Fire Prevention 8 Early Warning Project in Huzhou, Zhejiang Province

Digital Information Center Project in
Kunyu Mountain National Nature Reserve

Mount MoGan, located in Deging County, Huzhou City of Zhejiang
Province, is a national-level scenic spot and forest park crowded
with tourists all year long. In western Deqing there are more than
800 homestays. However, along with the boom of the homestay
ecanomy come fire hazards. To safeguard the precious natural
landscape of the Mount MoGan, as well as the life and property of
forest farmers and tourists, in 2017 Deging introduced Hikvision's
intelligent forest fire protection & early warning system, thermal
imaging observation platform standing on the top and side of the
mountain serves as a 24/7 high-altitude "watch-keeper” there.

At 15:28 on October 1, 2018 - the National Day holiday, near
Longquan Mountain Villa in Wukang Sub-district, Deging County, a
forest caught fire due to unauthorized use of combustion sources.
A cloud-connected thermal imaging device, with its keen
perception of abnormal temperature, accurately captured the
emergency and issued an early warning - 8 minutes earlier than a
passer-by calling the fire hotline. Then a firefighting team quickly
arrived at the scene. The timely alert had won valuable time for the
firefighting, and fortunately the fire under control in short time.

"The 8-minute was key to fighting the fire, and preventing it
from causing a bigger fire,” Yu Jianchang, head of the fire
prevention office of the Natural Resources and Planning
Bureau of Deging County, recalled.

Beyond the intelligent early warning of forest fires, the entire
systematic fire prevention task, including fire handling,
retrospective investigation and evaluation, and "group
prevention and management,” are all benefiting from science
and technology. In 2020, no fire took place in Deging County. In
the firefighting assessment by Huzhou City, the county also
ranked among the top, becoming a role model of fire
protection. Driven by Hikvision, technaology is penetrating into
every stage of forest fire prevention and fighting side by side
with forest workers, becaming a loyal guardian of ecology, life
and wealth.

Smart Ecology Protection

Hikvision's environmental cause is more than protecting wild animals and vegetation, but alsa covers the entire ecosystem. We protect the
meteorological environment with meteorological observatories designed for visual monitoring, systems for enterprise management in heavily
polluted weather and other solutions, and assist ecological and environmental authorities to improve the response mechanism to heavily
polluted weather. We manage and monitor nature reserves and land through digital information projects and video surveillance projects, in a
bid to prevent hidden dangers such as fire, and strengthen the ability of nature protection. And meanwhile we also strive to protect lakes and
rivers by monitoring waters such as the Three Gorges Dam, and improving our capability of long-term pratection and dynamic management over
them.

Kunyu Mountain National Nature Reserve is the only reserve of
the same kind in China that is established to protect Pinus
densiflora. It also boasts the highest biodiversity among the
regions in the same latitude across the global warm temperate
zone. Now in Kunyu Mountain there are 2,429 recorded species
of wild animals and plants, including 56 species of national
Class | and Il protected animals and plants, and 12 species of
model animals and plants, making the location a rare natural
ecological museum and a precious species gene bank.

Following the concept of “integrating into the nature and
protecting the ecology smartly” , Hikvision has built a sound
nature reserve management system powered by cutting-edge
technologies such as HD video, AR, Al, and oblique
photography. The system covers all dimensions from front-end,
network, power, to platform, large display, and storage, and
features four applications - forest fire prevention, biological
research, smart scenic spots, and public security network -
warking together as an organism. With the system, Hikvision
helps to make sure in the reserve forest fires are
“preventable” , the ecology is “fully protected” , and the
scenic spots are "well-managed.”

Recognizing the Three Gorges Dam project as one of the most :
important water conservancy projects in China, we all find it :
necessary to enhance supervision over the project and its :
reservoir area with advanced infarmation technology. Thus, 1
Hikvision has built up a nationwide video cascade and |
centralized control system through a comprehensive utilization :
of video surveillance, Al, cloud computing, cloud storage, loT 1
and other technologies. This system allows the real-time online :
monitoring of water objects, the proactive and intelligent early :
warning of water events, and an upgrade of video perception 1
capabilities. Through video data management and analysis, :
waster events are put under supervision and verification. :
Thanks to the system, the project team members become more 1
capable of comprehensive water supervision, safety :
production, emergency response, commanding and :
decision-making. :

- -y

Hikvision helped provinces (autonomous regions, municipalities) :
and cities above the prefecture level respond to heavy pollution :
weather through a holistic combination of technologies such as :
loT perception, mobile applications, Al, and big data. Localities 1
were assisted in rolling out emission reduction measures and :
intensifying supervision inspection, to be better positioned to :
cope with severely polluted weather. In specific, a
heavily-polluted weather management and control system was :
introduced for the comprehensive and intelligent monitoring :
over sources of industrial pollution and dust pollution. Every
time the system detects any violation automatically, it will :
promptly report to the police and save the evidence - a :
scientific way to tackle heavily-polluted weather. |

|
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Constant Improvement ' '

Video-centered intelligent loT and big data are bringing brilliant changes to the world. Hikvision always relies on technological innovation for its
solid and sustainable growth, whole-heartedly devoted to RSD. Through the premium products and services thus born, we strive to make our
future safer, smarter, and sustainable.

R8D and Innovation

With strong focus on system design capabilities, Hikvision has never ceased underpinning the accumulation of underlying technology, and
upgrading products and solutions. Gradually, we've come up with technical architectures represented by Cloud-Edge Fusion, Intelligent loT-Information
Network Fusion, Big Data-Al Fusion and Software-Hardware Fusion, which keeps reinforcing Hikvision” s comprehensive business
competitiveness.

DBuring the reporting periad, we kept increasing R&D investment, expanding R&D teams, and putting R&D achievements into practice. Hikvision
has built a RS&D center network centered an Hangzhou and reaching Beijing, Shanghai, Wuhan, Xi’ an, Chengdu, Montreal and London. For the
future, we have plans to make R&D investment in Chongging and Shijiazhuang as well. In 2020, we invested a total of RMB6.38 billion in R&D,
accounting for 10.04% of our annual revenue. This represented an increase of 16.32% from 2019.

Cloud-Edge Fusion: To promote the integrated application of edge computing and cloud computing

Intelligent loT-Information Network Fusion: To organically integrate loT perception data with
information system data to augment the capacity of big data platforms

Big Data-Al Fusion: To combine Al with perception big data to enable smart perception, and combine Al
with multidimensional big data to enable smart cognition

Software-Hardware Fusion: To produce good hardware products, as well as software products best fit
with hardware, and build up solution advantages based on such software and hardware

Hikvision's Technology Accumulation and Innovation

Various hardware product types, diversified product operating environments, and different product operation and maintenance (08 M)
management ways have posed major challenges to the development of the IoT business. In this context, Hikvision has launched HEQP (Hikvision
Embedded Open Platform] during the reporting period to support containerized independent deployment and flexible scheduling of algorithms
or compaonents for the sustainable development of intelligent IoT. On this unified embedded software platform, all intelligent loT equipment of
Hikvision will feature the same software foundation to avoid the differences between various hardware development and operating
o n s a n m p rov e m e n environments, and support function changes of hardware products through software upgrades to improve development efficiency significantly.
In addition, partners can realize iterative development of intelligent application functions of intelligent loT equipment based on HEOP efficiently,

and work with Hikvision to create value for customers.

@ R8D and Innovation @ Quality Management @ Cybersecurity @ Service Support

Hikvision provides various intelligent loT equipment with unified access, networking, operation and maintenance support capabilities through a
unified intelligent perception networking platform, making the large-scale intelligent loT a reality. The unified device access framework
supports the connection of various video equipment, multi-dimensional sensing equipment, and intelligent equipment. With open interfaces
and protocols, various intelligent loT equipment can access Hikvision” s software platforms. And the development of equipment network
access drivers is relatively separated from application software, that is, we can set up the platform first and then develop device drivers.
Networking is possible in a large scale to support a variety of loT perception equipment in line with national standards and multi-industry
standard specifications. And the integrated operation and maintenance service platform is applicable to a variety of loT devices and IT
equipment. Moreover, partners, through the interface provided by the intelligent perception networking platform, can connect other
manufacturers’ loT equipment to the same software platform.
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During the reporting period Hikvision was recognized and acknowledged within and out of the industry for its R&D and innovation outcomes.
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World loT EXPO New Technologies, New Products, New Applications Awards - Gold Award

2020 Electronic Information Industry Independent Innovation Achievement Award

All-round Opening
Hikvision acknowledges the importance of full openness, collaborative innovation, and win-win cooperation. So we team up with users and
partners to create a dynamic solution application ecosystem aiming for common growth and the industry's digital transformation.

Hikvision provides a complete set of open capabilities including equipment, platforms, data and applications, to offer all-round support for
application developers in the industry. Our intelligent application open platform comes with four development framewaorks, over 1,000 open
interfaces, more than 730 common components, as well as nearly 200 software platform products including basic software, general software
and industry software.

Hikvision has established a training and certification system to support more partners to provide users with applications based on Hikvision" s
open systems. An offline training mechanism has also been built, which is centered on the Hangzhou headquarters and consists of three
software R&D centers located respectively in the northeast, northwest and southwest and 19 provincial-level software RED departments,
together with an online training mechanism containing mare than 280 courses.

The training system is divided into four directions - system 0&M, algorithm training, data engineering and application development. According

to different training content and evaluation systems, graduated trainees will be granted titles of Hikvision Certified Associate, Hikvision
Certified Professional and Hikvision Certified Expert.

Q Hikvision Certified Expert

Hikvision Certified Professional

Professional

. Hikvision Certified Associate
Associate
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Joint Intelligent loT Lab for Power Plants with Huaneng Zhejiang

Through the lab, the two parties give play to their advantages and spare more efforts to study basic and forward-looking technologies.
While accelerating the industrialization of the results of fundamental research, we’ re working together to explore new collaboration
models of open technology innovation. Under the partnership, the Yuhuan Power Plant is expected to speed up intelligence upgrade,
and become a benchmark in the thermal power business of Huaneng.
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The two sides will work closely on the application of Al to education, exchange ideas on scientific research, training, and transformation
of research outcomes, and explore new systems and mechanisms. Win-win results are expected based on the advantages of Beijing
Normal University in education, and those of Hikvision in video technology and marketing.

Protecting Innovation Results

Innovation is the source of business sustainability, while a sound intellectual property protection system is a prerequisite for protecting and
inspiring innovation. Hikvision upholds the philosophy of “protecting our own intellectual property rights and respecting others’ intellectual
property rights” , continuing to establish and improve our management regulations and process control mechanisms centered on intellectual
property protection. During the reporting period, we kept polishing our Trademark Management Regulations, Patent Management Measures,
Intellectual Property Rights Protection Management Regulations and other normative documents with reference to our technology roadmap. We
are also actively engaged in the application and protection of patents, software copyrights, and trademarks. The purpose is to improve
intellectual property in quantity, quality, and more importantly, efficiency.

Invention Utility model
patent patent

 Granted with 568 » Granted with 198
in 2020 in 2020

* Cumulative total * Cumulative total Trademark
1,307 1,246

« Granted with 169 in
: 2020

Software Design - Cumulative total
copyright patent 1,842

o Granted with 202 in « Granted with 504 in
2020 2020

e Cumulative total * Cumulative total
1,240 2,388

There are several channels such as hotline, email, and website available within Hikvision to report intellectual property infringement, so that all
parties could work together to safeguard a healthy intellectual property protection environment.

Channels to report intellectual property infringement to Hikvision:

Telephone: 400 800 5998
E-mail: weiquan315@hikvision.com
Website: www.hikvision.com/weiquan315

Legal and Compliance Department, No. 518 WuLianWang Street,

Mailing address: Binjiang District, Hangzhou 0571-88075998-63844

HIKVISION
HakR Er

4.26
We continuously raised employees’ awareness of intellectual property ‘!Hﬁ“lﬂ r;ngﬁg
protection and stressed their obligation to comply with regulations on m‘;’:ﬁ’;ff;f_}.mf;sﬁmﬁms
trade secrets. An array of activities were launched to promote the ”"‘%s"”‘mf;ﬁwa}azm nse
protection of intellectual property and trade secrets, such as the April ﬁiﬁ;ﬁgﬁ@?ﬂ%ﬁgﬁhg
26 World Intellectual Property Day themed event, as well as training and gﬁg:iﬁ@iiﬁisimm.

examinations.
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World Intellectual Property Day Themed Event
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Quality Management

Hikvision has always been adhering to the quality policy of “leading technology, quality first, customer satisfaction, continuous innovation,”
and is imprinted with the concept of “dedicated to customers’ continual success and meeting customer needs from the start; closing the loop
of quality problems and pursuing excellence.” Meanwhile, aur Quality Management Committee serves cansistently as Hikvision' s leading
organization of quality assurance. With clearly defined responsibilities at all levels, the committee performs quality control in an efficient and
high-quality manner, and promotes the healthy development of the industrial ecology.

As the executive body of the Quality Management
Committee, the Quality Management Department is

Level | responsible for organizing, supervising and promoting
the development of products and services to achieve
quality management throughout the process.

RED and Quality
Management
Department

Responsible for
quality management

Level Il organization and
promotion in various
fields.

Supply Chain
Quality
Management

R&D Quality
Management

Service Quality
Management

Responsible for the
implementation
and feedback of

Level lll specific activities
in quality-control
process.

Executive Roles of Quality Assurance

Quality Management Structure

Through long-term learning, exploration and practice, we have gradually shaped an ever-improving quality management system covering
cultural awareness, code of conduct, institutional guarantee, technical support, and other aspects. Also a quality management model based
on “one concept, two goals, three dimensions, and four measures” has been built to extend quality management to the entire chain of
business operations. In different development stages and business scenarios, we timely adapt and update quality management methods to
tackle varied challenges throughout our development process.

Three Dimensions

One Concept § ~----vmmmmmom o Dedicated to
customers' continual
success and meeting

customer needs from the start

Business goal
Management goal

Process construction
Method construction Culture construction

Standard development  Staff empowerment
Process improvement  Assessment improvement

.......................... Two Goals

Quality Management Model

Improving Quality Management System

We are convinced that quality management capacity is key to the long-term development of an enterprise. Therefore, Hikvision established a
guality management system as required by the ISO 9001 at the beginning of its inception. We were first certified by the IS09001 Quality
Management System in 2005, and have maintained it ever since. During the reporting period, we were renewed to the 6B/T 19001-2016/
1S09001:2015 Quality Management System Certification, indicating a more scientific, standardized and complete system for quality
management. In this way, high-efficiency quality management is allowed to penetrate into all of our operation stages from design,
development, procurement, to production and service delivery.
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GB/T 19001-2016/ 1S09001:2015 Quality Management Certification

.......... Four Measures
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Hikvision applies one-vote veto to quality and safety issues, and conducts strict reliability and environmental tests on all products through a
comprehensive quality control system to ensure product quality, safety and reliability. During the reporting period, we launched a variety of
quality improvement projects, which also supported us to fulfill business targets and management goals.

QCC (Quality Control Circle) Layered Model Building and Project Improvement

HIK-QCC refers to an improvement system with characteristics unique to Hikvision. During the reporting period, we focused more on
the Level | -"small is beautiful.” With the slogan of “unique ingenuity, ultimate perfection,” project teams were motivated to seek
small improvements and small progress, and achieve ultimate goals by practising craftsmanship accumulation.

As of December 31, 2020, more than 1,000 QCC projects were submitted through the online platform, engaging over 9,000 participants.
These projects covered all product realization fields, gradually simulating the passion of all employees to participate in improvement
and optimization.

)
L}
L}
L}
L}
L}
L}
L}
L}
L}
L}
L}
L}
L}
L}
L}
L}
L}
Organize major improvement projects, and :

improve or develop excellent products, 1

r----® technologies, processes, and services in an |

H-QCC I all-round way, eligible for nomination for the !
High-level QCC - Company's quality awards |
L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

L}

With focus on certain value points, harness
I-QCC the collective wisdom of teams, make
Intermediate-QCC ------~ @ progress step by step and pursue perfection,
eligible for nomination for the Company's gold,
silver and bronze awards at the QCC awarding
K-QCC ceremony

Kick-start QCC  —~----~

I

| Suggestion and improvement activities

e organized by each business department,
where employees identify deficiencies in work
and offer suggestions, promoting the
continuous improvement of the organization

e e e e e e e e e e e e e e o o o o o o o o = o = = = = = = = = ——————_———_———_—_———————— J
ESD Prevention and Improvement Project
(T 1
! In the electronics industry, ESD (Electro-Static Discharge] is increasingly concerned by customers, as it can easily cause product !
1 failures. During the reporting period, we initiated an ESD improvement project from three aspects - employee awareness raising, 1
: process regulating and on-site improving. In specific, we built a professional ESD improvement team and a training mechanism, so :
| thatall employees could learn how to prevent ESD and keep making improvement. In the meantime, an ESD protection system was |
| constructed to reduce product quality deficiencies caused by ESD. |
L} L}
Lo Employee awareness raising: We introduced professional ESD consulting agencies to deliver training and form up the first batch of |
| ESDinternal audit teams; a graded ESD training mechanism was also established to give regular training to different groups of |
! employees, and raise their ESD protection awareness. !
| - Process regulating: An ESD organization was established to clarify the responsibilities of related parties, and establish and optimize |
| process regulations. !
L} L}
|+ On-site improving: Serial activities were carried out to identify ESD problems and determine countermeasures, seeking constant !
: improvement and enhancing on-site management. 1
| |

L}
i During the reporting period, our subsidiary, Hangzhou Hikvision Electronics Ltd., obtained the ANSI/ESD S20.20-2014 certification. An !
! ESD protection system has been applied to run throughout the production process of network camera and its lens assembly, and !
: PCBA (Printed Circuit Board Assembly), to improve product reliability. 1
L}
e e e e e e e e e e e e e e o o o o o o o o = o = = = = = = = = ——————_———_———_—_———————— o

ESD Management
Committee
Develop specifications,

ESD Promotion plan for project
implementation, and
provide technical
guidance

Offer resource support,
project guidance and
performance evaluation

Committee

ESD Promotion Team- ESD Promotion Team - ESD Promotion
Circuit Board Assembly Assembly Team - Function

Participate in the formulation Participate in the formulation Hardware facilities and
and implementation of and implementation of material qualification
improvement measures, as ESRUENES ‘_

improvement measures, as

well as performance tracking well as performance tracking

Hikvision" s ESD Organization Structure

During the reporting period, we drafted and released the Hikvision Quality White Paper, to meet the needs of our global expansion and assist
with the global provision of high-quality products and services. Through our quality management system, product life cycle quality
implementation, and customers'’ real-life experience, we managed to monitor quality throughout the life cycle of products from material
acquisition, design, manufacturing, to after-sales. Meanwhile, we were recognized inside and outside the industry for our advanced concepts
and excellent management approaches in quality management:

Honour Awarded by

Zhejiang Provincial Government Quality Award Zhejiang Provincial People's Government

Stable and Qualified Product in National Quality Inspection China Association for Quality Inspection
National Advanced Enterprise for Quality Trustworthiness China Association for Quality Inspection

National Product for Quality Trustworthiness China Association for Quality Inspection

The Hikvision Quality White Paper is available in digital version via the following link: https://www.hikvision.com/en/about-us/focused-on-quality/
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Quality Culture

Hikvision is well aware of the power of culture. Therefore, while continuously improving quality management, we start to disseminate our
quality culture of “dedicated to customers’ continual success and meeting customer needs from the start” right from our onboarding training.
Buring the reporting period, we came up with 10 quality culture programs at the corporate level, surrounding the work policy of "raising
employees' awareness of quality responsibility and consolidating employees' quality-compliant habits.” Then all business department adapted
the policy to their respective business nature and characteristics, and organized a total of more than 320 quality culture promotion and
implementation activities. Together they worked to continuously improve employees’ quality awareness, regulate their quality behaviors, and
promote the penetration of corporate quality culture.

Continuous Promotion of Quality Culture Handbook

During the reporting period, we distributed the print Quality
Culture Handbook to department managers, calling for attention
to "the foremost responsibility (completing daily work)” and “three
core quality habits [understanding customers and requirements,
complying with standards, and solving problems from the source

Quality Knowledge Quiz

The 4t Quality Knowledge Quiz offered an intriguing way to
motivate employees ta learn and understand the fundamentals,
tools and methods of quality culture. Inspired by the game show
WHQ'S STILL STANBING, the quiz attracted a total of more than
20,000 contestants, and more than 1,200 of them won full marks

and seeking constant improvement). And we also compiled a after three rounds.
special issue to interpret and promote the handbook, and
designed computer wallpapers, office partition decals, typical
case stories, etc., to keep fostering quality culture in the

Company.
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During the reporting period, we chose craftsmanship as a
keyword under “the foremaost responsibility: completing daily
work” , and encouraged employees to read four
craftsmanship-themed books, so as to raise their awareness of
quality and help them develop quality habits in daily work.
Meanwhile, we published a special issue featuring the brilliant
quotes and reviews of the four books and solicited reading
reports from employees. Deng Zongyu, president of the RSD and
Quality Management Department, was invited to the Conversation

e Y

with Managers pragramme to share his understanding of

craftsmanship besides his work and life experience.

Cybersecurity

Improving Cybersecurity Management

As the development of global digitization, networking and intelligence, the intelligent security industry is facing opportunities for innovation,
as well as challenges to cybersecurity management. Hikvision supports cybersecurity standards and management practices widely recognized
around the world, and strictly complies with the IS0 27001 Information Security Management System, the GB/T22239-2019 Information Security
Technology - Baseline for Classified Protection of Cybersecurity and other documents. We keep reinforcing our security defense capabilities,
and employ open and innovative ways to accelerate the construction of a security ecosystem in the digital age.

In view of the potential security risks brought about by industrial upgrading, Hikvision puts continued efforts to strengthen its cybersecurity
management capabilities, laying a foundation for producing safe, reliable and high-quality products. In July 2019, we established a Network
and Information Security Committee, and a top-down security management system with the Network and Information Security Committee as
the core of strategic planning. With each unit given explicit respaonsibilities, the system ensures that security activities are organically
integrated into RSD, supply chain, marketing and sales, engineering project delivery and technical services, to construct a secure digital
business space for the company.

Network and Information
Security Committee
N
Department
Hikvision Security

Information Security
Management Group

Product Security
Management Group

___________

Legal Support _ Legal and _
- 2 5 Compliance s 2 5 » it =z
Quality o e 2 o @ 2 = o 3
o @ = Process and IT » @ < — >
Management < E > < e 5 = @ g
3] — o} —
Public ~ = < Comprehensive iy = < = @ -
Relations 3 °© - and 3 © ° = < -
o 2 Administrative o = > ® o
< c —
i ® 2. ® 2. @ =
Technical 2. 3 MR 2. 5 3 ™
Support 3 = 5 2 2
@ P Resources @ P iy
» » 3
5 %) o 4 [}
R&D Brand =
Management Management %)
Support team Support team

Network and Information Security Committee
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We aspire to better promote and practice our cybersecurity philosophy on a global scale, and make more timely and effective local support
available to our global partners in dealing with potential cybersecurity risks. To this end, Chuck Davis? and Fred Streefland®, Senior Director of
Cybersecurity at Hikvision, are actively working together to establish transparent and honest communication with global industry assaciations,
legislation and government agencies and international media, and engage in the discussion and formulation of international security
standards. In overseas locations where we operate, the two also strive to create a secure and healthy cyber ecosystem in close collaboration
with local cybersecurity agencies, researchers, public organizations, and partners. Meanwhile, a Cybersecurity Awareness Month Campaign was
launched around the world to facilitate communication with regional customers and overseas employees on cybersecurity issues.

Hikvision has developed a product safety management process aligned with its actual business conditions. This process was developed with
reference to current domestic and foreign laws and regulations, industry standards, customer safety requirements, third-party analysis,
industry activities, peer experience, and business-specific safety requirements. It helps ensure security measures are put in place in the IPD
(Integrated Product Development] process. Also designed to improve product confidentiality, integrity, and usability, and enhance data
protection, the process is expected to provide customers with more secure products and solutions. See the Hikvision Cybersecurity White
Paper@ for details.

Baseline Identification

Laws and regulations, R8&D Process

industry standards Demand
g Analysis ; ; — ; Emergency
Clients'safety Planning Conception Design Development Verification Delivery response
demands
o
-
(=]
Q.
S
s CHMIS RSD Security
1 IS0 9001 e
—ry
(1]
-
<
- . q
2 Service Delivery Process
c IS0 27001 Service Security
g' > Baseline Network planning C&')nsulltin Customer Competence Management
3 Level of protection ScheBgseeﬁﬁggnty and design and evaluation assurance development service
(1]
=
—
(7
Supply Chain Process
ig Security Baseline Order Schedule Manufacturing Logistics Delivery

Product Safety Management Process

@ Chuck Davis, Hikvision' s Senior Director of Cybersecurity. Davis comes to Hikvision in 2017 from IBM, where he worked as an executive security architect. He holds
numerous certifications, including the CISSP-ISSAP. He is an ISSA senior member, former member of the board, and he also held the position of ISSA Chapter president. In
addition, Davis is an honorary council governing board member for the EC-Council, the governing body of the Certified Ethical Hacker Certification, FBI Infragard Member,
Advisory Board Member of Binary Reign, and the Cybersecurity Advisory Board member of the Security Industry Association (SIA). He is also an Adjunct Professor of Computer
Science teaching Computer Forensics and Ethical Hacking at the University of Denver. He has numerous certifications, is a co-author of two books, and the author of several
patents. In 2021, Davis was recognized as a 2021 Top Cybersecurity Leader by Security magazine.

® Fred Streefland, Hikvision” s Senior Director of Cybersecurity. Streefland served as Security officer in the Netherlands and the NATO headquarters in Brussels for more than
16 years. He left this position to work at IBM Netherlands as central contact for all matters related to Public Safety and Security, as well as Cybersecurity. After a period of 4
years, he joined Accenture as Senior Manager Security. Other tenures include working in ICS/SCADA Security at the European Network for Cyber Security (ENCS) and as Chief
Information Security Officer (CISO) at Exact and LeaseWeb. Before joining Hikvision, Streefland acted as Chief Security Officer (CSO) for Northern and Eastern Europe at Palo
Alto Networks.

(@The Hikvision Cybersecurity White Paper is available in digital version via the following link: https://www.hikvision.com/ueditor/net/upload/2019-05-31/35d59069-363d-44
5c-a920-el7f35cl2aba.pdf

A security baseline works as the basis for product RSD, third-party procurement, system 0&M configuration, security reinforcement, security
evaluation, and security management. Accordingly, Hikvision has set a Security Red Baseline, which was updated to 2.1 during the reporting
period. For the time being, all new projects are required to follow the Security Red Baseline 2.1, to make sure that the security baseline adapts
to our new development needs and security status.

Non-open Interfaces

Data Protection

« General security architectures :

« Internal business scenarios Identity Authentication

» Security incidents in industry E

Password Securit
- Compliance regulations ' y

m--mmm- - Sensitive Information Protection
Hikvision’ s Security
Red Baseline PR — WEB and Service Client Security

- Adapt to new security developments mmmmmmm - System and Database Security
and enhance products’ safety !
competitiveness PR —— Package Integrity and Security
- Reduce maintenance costs and !
improve test efficiency '
) L e Security Audit
* Highly maintainable and scalable .

Safety Information

Hikvision" s Security Red Baseline

In a bid to continuously meet the needs for security assurance in information system construction and improve the security service
capabilities of information systems, Hikvision has been rated as the Level | Technical Support Unit of China National Vulnerability Database of
Information Security (CNNVDJ, the Support Unit of Cybersecurity Emergency Response Service of National Computer Network Emergency
Response Technical Team/ Coordination Center (CNCERT/CC] and the Member of the Technical Support Group of the China National Industrial
Cybersecurity Vulnerability Database (CICSVD]. During the reporting period, Hikvision continued to optimize the standardization and
documentation of its security development technology system. Comprehensive improvement was made to the security management over
planning, design, implementation, testing, release, life cycle and other stages of security development, which earned several service
qualifications for the Company. This also proves that Hikvision has established a standardized security development technology system, and
its security development assurance capabilities have reached high maturity.
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Enhance the Construction of Cybersecurity Culture

During the reporting period, our cybersecurity culture was shared in every onboard training, routine publicity training, as well as specialized
security skills training. A tatal of more than 100 security training sessions were organized throughout the year, covering 100% of employees. In
addition, we launched cybersecurity promotion activities from time to time, and published the quarterly magazine Hikvision Industry Security
News, which included the latest cybersecurity policies, industry security updates, and new security cases. All these efforts were intended to
expand employees’ cybersecurity vision.

Sep 14 Launch

2020 SMEHBHRL AN

Emails were sent to introduce the activities featured in the A\ 2
Cybersecurity Week ERRESEEESER,
BRENEEELILT M,
> GaaE Sep 15 Cybersecurity §
=3 Red Baseline

= i
>

< MERLHNER >

AR HRERH HHHRH

Sep 16 Offline .
Activities Uy Sa e ©

Emails were sent to introduce the milestones of the
cyberspace legalization process in China, as well as
specific terms with regard to Hikvision's red baseline

Cybersecurity was promoted through on-site activities
such as games, videos, and exhibition boards

Sep 17 Online Lecture

2020 SERANERLEERH

> An online lecture titled "Information Security Umbrella and Privacy

S BB G5 &5 Protection Firewall” was delivered, where external professional

lecturers elaborated the security incidents in the industry in

combination with the 1S027001 standards and introduced Hikvision's
internal security requirements

Sep 18 Summary

Emails were sent to summarize and review the
Cybersecurity Week

Besides the efforts to promote cybersecurity culture, Hikvision is also exploring the training model of cybersecurity talent, and increasing
investment in this segment, in the hope of taking the lead in fostering cybersecurity talent in China.

National Network and Information Security
Management Professional Skills Competition
(National Outstanding Award, First Prize in Zhejiang)

Zhejiang Industrial Control &
Cybersecurity Skills Competition
(Third Prize)

1Y

)
3
,

Building Cybersecurity Ecosystem
While reinforcing its own security defense, Hikvision is actively approaching various parties to build a cybersecurity ecosystem together. As a
defender of users' lives and business development, we feel it obligated to maintain a “digital security community.”

Hikvision supports mainstream standards around the world and is willing to contribute to the formulation of these standards. During the
reporting period, the national recommended standard GB/T 38626-2020 Information Security Technology - Guide to Password Protection of
Intelligent Connected Device, to which Hikvision contributed as the primary drafting unit, was published and put into force.

Through communication and cooperation, Hikvision collects the opinions and feedback of stakeholders, and works more closely with security
partners to share resources, advantages, and development. With an ecosystem hence built up, we are ready to assume the industrial
responsibility for cybersecurity and support the global development of information security.

Invite domestic and foreign
security experts for
training & communication

Invite world-class companies for
the benchmarking
of secure R&D processes

Invite noted security consulting
companies for information
security assessments

Extensive Security Partnership for Win-win Results

Work with industries, universities,
research institutes, users and
regulators to establish the first
joint laboratory in the industry

Invite renowned security
companies at home and abroad
for penetration testing

Launch the White Hat Incentive
to reward security researchers
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Service Support

Hikvision takes customer needs as the core and is committed to providing customers with superior products and services and intelligent
solutions. Customer demand and customer satisfaction are Hikvision's targets from beginning to end. Therefore, during the reporting period
Hikvision continuously improved its service system and capabilities and conducted satisfaction surveys, with the ultimate goal to deliver
holistic services that satisfy customer needs.

Level | Global Technical Support and Service Center
With superior resources, it provides global
operations with comprehensive
on-site and remote services

Level Il Technology Department of Business + Three-level service system

Center/Function Center . . .

It is vertically supervised by the headquarters * Assuring customer satisfaction
and in parallel connection with each market, - Diversified service solutions

serving as the key to Hikvision" s local services

- Digital and intelligent service tools

+ Local service resources all over the world
Level lll National/Regional Service Station
and Local Authorized Service Station
Set up all over the world, it helps extend
and supplement our local services

+ Complete internal and external training

certification system

Service System Overview

Service Purpose: To act as needed, meet customer needs, provide professional services, and maximize value

Service Mission: To help customers succeed with

Service Paositioning: A specialist in intelligent
professionalism, and create value with services

lot and big data services

Service Purpose, Mission and Positioning

It refers to the aggregation of all technical support activities centered on enhancing
product competitiveness and maturity. It is responsible for the serviceability and
deliverability of products in IPD activities.

(TS Technical Support)

[t refers to the process of delivering services to customers as agreed in contracts. It is
an integral part of LTC, with customer satisfaction as the core and payment collection
as the goal. Contract types include project contract, service contract and so on.

( SD Service Delivery)

It refers to the process from a customer's request for technical service to the
fulfilment of such request. Technical service centers on customer satisfaction, and
the service methods and other details are subject to SLA (Service Level Agreement).

(ITR Issue To Resolution )

Three Core Service Sectors

Improving Service System
During the reporting period we made continuaus optimization and upgrades in terms of platform construction and service innovation. With
such a complete service system, we were able to provide customers with holistic services.

Platform Construction Service Innovation

During the reporting period, Hikvision completed the construction
and launch of the DPM (Delivery Project Management] system 5.0.

During the reporting period, Hikvision’ s service innovation
practices included but were not limited to: 1) Intelligentize the
spare parts warehouse management system to improve scheduling
accuracy; 2] Promoting visual and intelligent management among
service offices to improve service experience; 3) Developing service
tools and empowering the front-line and ecosystem, to improve
efficiency.

Comprehensive Upgrade of Customer Service System

In 2020, we launched a new customer call center and service platform SCC (Smart Call Center). The platform has been integrated with
all-media access modes (hotline, online, email, SMS, new media, mabile, etc.) and Al applications (voice, text robotics, self-service,
etc.). It features a complete set of business applications and operational functions, like IVR (Interactive Voice Response] navigation,
work orders, customer information, recording quality inspection, knowledge base, and large-display monitoring. Working under a
“multi-tenant” management mode, this single platform serve different business categaries at the same time, and suppaorts the
concurrent processing of multiple lines, regions, services, processes and data.

Improving Service Level
Higher customer service level is deemed as a vital target for Hikvision to improve its service system. We manage our customer service
with three core advantages: service resources, service team, and service quality.

Comprehensive and unified service resources

We provide comprehensive services to all parts of China and across the world. This is via multiple

service channels including a 400-service hotline, service portal, e-mail, WeChat platform and app,
and a centralised service desk. By combining human customer service and Al, we offer customers
one-stop services and support their businesses in an all-round way.

Professional and efficient service team

The product categories covered by our services include video products, non-video
products, and platform storage products. The content of customer service includes product
parameters, procurement channels, operation guidance, troubleshooting, repair
application, and complaint/suggestion. Our service team has established a quick response
mechanism and a quality inspection management mechanism to offer efficient services
while ensuring service quality.

Trustworthy service support

The reliability of our technical service team lies in service channels, service capabilities, service
quality, service scope, service efficiency, and intelligent services. We also provide remote
technical guidance and remote desktop support. We form issue-specific committees, promote the
delivery of complex issues, and provide necessary on-site services based on actual project
situations to effectively improve customer service satisfaction.

Hikvision" s Three Service Advantages
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Enhancing Customer Satisfaction

For daily service operation, Hikvision has established a customer satisfaction management system. We pay return and follow-on visits
for satisfaction survey, in accordance with standard work procedures including the Return Visit Process for Hotline Service Satisfaction
Survey, the Return Visit Process for After-sales Maintenance Service Satisfaction Survey and the Questionnaire Process for Customer
Call Center Satisfaction Survey. With the customer feedback obtained, we take timely countermeasures and better predict and respond
to custamer needs. We have formed up a company-level satisfaction survey team.

Customer Satisfaction
Survey Team

Product Research International Domestic Process R&D and Quality Technical Support A Strategic
and Development i ; Management Management and Service Gl Management
Cente[r) Business Center Business Center Department Depa?tment Department Department Depa?tment

Structure of Satisfaction Survey Team

To improve customer satisfaction in an all-round way, during the reporting period we, starting with the service team, delivered training
to internal staff and distributors from two aspects - technology and service, hoping to elevate customer service level and guarantee
customer service quality. Meanwhile, we upgraded our customer service with three measures - intelligent self-service, user-friendly
service experience, and key account specific service, so that customer needs could be met with better services.

User-friendly

Intelligent Self-service Service Experience

Key Account Service

* \oicebot lines * Extension of manual » Customized service schemes
service hours
* Use of self-developed (4008005998 is upgraded to 7/24) * Basic service scheme
voice engine ) includes project management,
* Extension of warranty technical consulting, software

* Addition of robotics scenes period during the epidemic development management, etc.

¢ Update of knowledge base * Shortening of one-year * Premium service scheme

replacement guarantee cycle includes VIP hotline service,

* Application of QR code . ) local priority service,
to products and services * Expansion and transformation on-site 0SM service, etc.

of after-sales service stations

Three Customer Service Upgrade Measures

Ouring the reporting period, we conducted satisfaction surveys on our services delivered via hotline, after-sales and other contact
channels. Customers were invited to rate their satisfaction with our services by pressing phone buttons, complete online evaluation on
after-sales maintenance, and receive return visits via telephone. Taking our service satisfaction questionnaire project as an example, a
total of 4,637 questionnaires were collected. According to the results acquired, Hik-Connect app had shown increasing satisfaction for
three years. The two types of users - dealers/contractors and end users, both showed continued high satisfaction in terms of hotline
service, online service and maintenance quality. This proves users' acknowledgement of our service attitude and after-sales
maintenance quality.

Apart from customer satisfaction surveys, customer complaints are the most authentic implication of customer needs. Therefore,
Hikvision has developed manuals for customer complaints, including the Customer Complaint Handling and Closing Process and the
Guide for Customer Complaint Handling. During the reporting period, we optimized applicable regulations and continuously improved the
closed-loop procedure from complaint acceptance to completion. Complaint commissioners were designated to take charge of the
entire procedure, including complaint assignment, processing, return visit, filing, etc., to ensure that customer complaints were dealt
with in a closed-loop manner.

Subdivide

complaint levels

Optimize
complaint
indicators

Share complaint
cases regularly

Perfect the

complaint Improve the

complaint handling
mechanism

accountability
mechanism

Complaint Management System
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