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Acting on the customer first philosophy, the Bank continued to press ahead with a comprehensive and integrated customer
service management system, enhanced its planning and marketing capabilities, and supported the high-quality development
of key areas to improve the quality and efficiency in supporting the real economy with policy-based financial services.

Adhering to multi-tiered and classified customer management, the Bank kept optimizing its customer portfolio. The Bank
continued to deepen its cooperation with strategic and key customers, streamlined the access management requirements for
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them, and enhanced meticulous customer management to consolidate its customer base. It integrated its customer service into
serving national strategies, and gave priority to national enterprises that use special and sophisticated technologies to produce
novel and unique products, and manufacturing single champion enterprises, so as to promote marketing and development of
high-quality customers in key sectors such as foreign trade, advanced manufacturing, and green and low-carbon industries.
The Bank continued to optimize its customer portfolio, expand its service scope with both entry and withdrawal processes,
and accelerate the formation of a comprehensive customer service matrix that includes central SOEs, local SOEs, high-quality
private enterprises and foreign enterprises.

By building and deepening the customer-oriented system, the Bank kept improving its customer service. Committed to improving
customer service, the Bank facilitated the implementation of the top-down marketing results, and planned a series of marketing
activities for central SOE customers outside Beijing. Through joint marketing and coordination among business units of the
head office and the branches, the Bank provided convenient and efficient financial services for corporate customers. It also
carried out in-depth digital cooperation with customers, strengthened and expanded the capacity of its online channels,
optimized online banking services, enhanced corporate-to-bank connectivity, and expanded online banking services for
overseas customers. As a result, the effectiveness of technological empowerment has become increasingly prominent, and
the Bank’s capability of providing online services for its customers has been improved. The Bank is dedicated to increasing
customer management efficiency. It optimized the management of customers including group customers, and improved
business cooperation mechanisms within the Bank. In so doing, the quality and efficiency of group customer management
has been further improved, the morale of business units in both the head office and branches has been boosted, and the
relations between customer management and business development has been made clear. In addition, the Bank enhanced
meticulous management of customers that have been granted large credit lines by introducing policies for customer entry,
leveling and withdrawal, and promptly identifying and mitigating customer risks, in a bid to promote synergistic growth in terms
of customer scale, structure, quality, and performance. The Bank is committed to building the capacity of its manager team.
It organized a selection of excellent managers to further enhance the business skills and marketing awareness of managers,
present their strength, give play to the power of role models, and build a goose pattern for its manager team. In 2023, the
Bank conducted training programs for client managers, offered tailor-made training sessions to officials in business units and
key members of the manager team at various levels to develop a team of client managers who think in big-picture terms, and
are responsible, innovative, practical, professional, and collaborative.





