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A piece of jewellery is more than just a product for many of our customers. HBEMHFZERTNE  RBYAELGRAR2— 4R M2

It could be a very precious gift which will be passed on from generationto  ffEMEZHRE @ LR EX - BEHRERMNE R
generation. Our customers have high expectations for the quality of our ~ FIREEEHEES @ WL EMERRETEENTEKRE
products and services and we ensure that all the jewellery purchased by HH o BRUARRBERRMAEANSIRE £EMBEE -
our customers is sourced, produced and sold in a sustainable and

responsible manner.

Key steps and initiatives for meeting customer expectations along our value chain

AHRMNEEE LR EREN2MRARLRIIT

Sourcing Eod:
Ensure every product that our customers purchase is BREZBENGHEMIREE
from ethical sources and trustworthy suppliers BEERAMERENMHES
e Ethical sourcing o BRI
e Supply chain management o HEEEIR
*
Production &E
Endeavour to produce high-quality products for customers RO RBEREEANER
e Quality control o MEEE
¢ Intellectual property rights o MBERE
Customer experience FEEER
Endeavour to protect customers' interests B REEE NN BRER
e Quality services o BERYE
e Transparent pricing o EEEHR
¢ Responsible marketing o BEMEMNTSHE
o Customer privacy and personal information o BELEMEAER
*
After-sales services EERRE B A 8 crow A Fook
Commit to providing comprehensive after-sales services HAORHTESRIRG

= [ ]
¢ Return and exchange policy o RERMENR I u I ? I!I
¢ Value our customers’ feedback o EfRERER
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Sourcing

Our sustainable practices start at the very beginning of our value

chain — sourcing.

Ethical sourcing

e \We conduct stringent inspections on sources of diamonds to ensure

that they meet the criteria of the Kimberley Process Certification
Scheme ("KPCS"), meaning that they are not “conflict diamonds”

By complying with the KPCS, we ensure our diamonds are ethically
sourced and we endeavour to make this information available to our
customers. For example, we introduced CHOW TAlI FOOK T MARK
diamond brand to reinforce our initiatives to ensure our diamonds are
natural and ethically sourced.

+
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What are conflict diamonds and the KPCS?
B ERERESAAREZDETE ?

&

Conflict diamonds are sometimes called “blood diamonds” and
are often associated with child and forced labour. KPCS imposes
extensive requirements on its members to enable them to certify
shipments of rough diamonds as “conflict-free” and prevent
conflict diamonds from entering the global supply chain.

BREAXBIME | BEHEINRHLTHEE - SEFRRIE

AEHHESEERRENER  SHMEURAMBHNELERE
[RHER]ER - URLFHREGRAZRGENE

T MARK — Trace the life journey of a diamond
T MARK— & IS8 R B & @ iR 72

Each CHOW TAI FOOK T MARK diamond is inscribed with

a “T MARK” marking by Chow Tai Fook’s patented technology.
The marking, essentially a set of unique serial numbers, traces
the journey of each stone from sourcing to production, and
representing a trustworthy promise of sincerity, faith and belief.
The marking is just 5 nanometers wide, equivalent to 1/20,000

of the thickness of fingerprint, and can only be seen with the 150X
Chow Tai Fook Diamond Viewer.

AXE TMARKE AR NSRRI - HEREEE T —ETEH
MNEBFES  THEATHET MARKEERREZRAEHNED
Mi2 0 WAERE - - FNEERE - EESFENTEERBHK -
HEREREER1/20,000  FEAFAARELELEBA150EEE -

Supply chain management

During the year, we engaged with and managed suppliers from different
regions:

Mainland China
oh [ Py b

5,650

suppliers &R

Hong Kong and Macau
EFERIRM

1,450

suppliers /&R

e \We maintain a high standard for our suppliers to ensure our products
are responsibly sourced and that responsible practices are adopted by
our suppliers.

Our suppliers shall comply with the Assessment Standards of
the Supplier Conduct, which contains detailed requirements for
different aspects including labour rights, environmental standards and
anti-money laundering. We carry out regular assessments to monitor
the sustainability performance of our suppliers.
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Production EE

We aim to produce the high-quality products for our customers by using ~ HFMBE N ABEEZREEENER - SARBEERME -
premium raw materials, leveraging technology for better efficiencies, and ~ WERRBRESHE - BREERMR T2 BEE R AME
creating products that remain safe to wear for many years. HIE M@ °

Quality control o BT ER i

¢ |Internally, we have established testing centres to ensure only qualified °
products that meet our safety standards are sold to customers.

e All of our testing centres and the quality management systems of our °
factories are certified by professional accreditation organisations.

e Externally, we conform with third-party inspection standards advocated °
by industry associations to further enhance customer confidence in our
products. Our products meet the following industry standards.

Testing Centres/

HAFE  BAZLRAFOLABRIBEFEHEMEL S
EENBEERFAUETEER -
BIFEBRAFOANRBENEEERERS  HESEE
REBEWIERRA] -

HHNAE  BMEFEAERBEENE=FRAIESE
NE—PReSBETHEMERNGEDL - BMOWERTSE
AT B3 RIS AE »

Quality Management System Certification Organisation
Wil | EEEEER B8 s
Shenzhen, Wuhan and Shunde — CNAS-CLO1 China National Accreditation Service for
Precious Metal Testing Centre (equivalent to ISO/IEC 17025: 2005 certification) ~ Conformity Assessment (“CNAS")
Y RERIERE — BE2BROBH L CNAS-CLO1R# PRERTIEERRAIEZEE
(ZERISO/IEC 17025: 2005E B 47K F K 3275 )
Hong Kong — Chow Tai Fook Fei Cui Recognition of an accredited jadeite The Hong Kong Laboratory Accreditation Scheme
Testing Centre testing laboratory ("HOKLAS") of the Hong Kong Government
B — AABEREFHRO BEEHREFRATER EABT [ EBERMARBAIEE
All production hubs — Quality management ISO9001 certificate of quality The International Organization for Standardization
systems of our factories management system B B AR A AR
FIEEEEN —BEEEERER ISO9001 & E BB RFIZAE
Gem-set jewellery Gold products
BRI SRR E A HEER
Natural Diamond Quality Assurance Mark’ Natural Jade Quality Mark? Quality Gold Mark?
KAER RERE KAHRIFR? BERELER?
Ensure our diamond products are not Ensure the original structure and colour Ensure our gold products meet
"artificial’’ “man-made” or “synthetic” of our jade products have not been altered the fineness requirement
BREMOEAERWIFIALL - [AE]K BREMOEREMZRREBNEZLBEREE BREAMOESEQNKNEHTSFE
[&8K]
Issued by the following third-party organisations: ATIIME=HHBRL -

1 The Diamond Federation of Hong Kong, China 1.
2. The Hong Kong Jewellers’ and Goldsmiths’ Association and The Kowloon Pearls, Precious Stones, Jade, Gold 2.

and Silver Ornament Merchants Association

Bl Gl
EEGOEROREMEF TR ARKO IR CRENHENS

During the financial year, there were no material recalls of products related ~ EAMBEER  WEERREZEIZE2HEMBHEITEX
to health and safety issues. Bl -

Sustainability Report 2018 A] #3548 3% R S &

21



Chairman’s About Sustainability Corporate
Contents Message Chow Tai Fook Approach Governance
B % EEEE NG AIRERRT | REEAR

Intellectual property rights

Safeguarding intellectual property rights (“IP") is of paramount importance
to the jewellery industry. The originality of products and reputation of the
brand are critical to customers when making purchasing decisions. We
take all issues related to IP very seriously as we want to ensure our
customers' rights are protected.

We have the following measures to safeguard our IP:
e Regularly review and update the Policies for IP Registration and
Approval Procedures to ensure that our brands, designs and technology

are properly registered. As at 31 March 2018, we have registered over
800 IR including trademarks, designs and patents, in Greater China.

Examples of our registered IP

Ethical Business
Practices
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! ,\n‘( ) /“\/Jﬂ CHOW TAI FOOK T MARK
SOINLOVE MONOLOGUE CHOW TAI FOOK T MARK Bao Bao Family

AX#ET MARK

Our new brand launched in 2017 Our new brand launched in 2016
to tap Mainland China's affordable
luxury bridal jewellery market
BIR 2017 H BV FT g -

LA BRI FR AR B A i A B0 3 {2 4B 15
KREMS

demand in Mainland China
AT 20165F H#E H A FT A2 -
F TR 7 mm R A A B A3,
FiE—RrEk

Our new diamond brand launched
to address the trendsetting millennials’ in 2016 to fulfil customer demand

EEHHE

Our in-house designed product line
BRI BRBETHER KT

and expectations for true diamond
authenticity and transparency
F20165F #E H &7 ¥ A g

R ER BB OER IR

e Comply with laws and regulations related to IP that are relevant to our
business. We strictly prohibit our staff and suppliers from copying our
original designs and creations as stipulated in our employee handbook.

e Provide regular training for our staff to raise their awareness of IP rights
and understanding of relevant regulations.

e Support the “No Fakes Pledge” Scheme launched by the Intellectual
Property Department of the HKSAR Government, which is committed
to ensuring that retailers do not sell or deal in counterfeit or pirated goods.

o B THEBEMEBABNIMBEREEMMAD - HMEET
FAMRE - BRE TMEERYERFINRAIREN
A

o RETRHETHEI  RetfEMEERNSE WK
THEFHDER

o XHREABFRBNTMMEEZHL A ERES &)
FHE ZABRATHARTZENTGHEREETNER
s -
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Customer Experience

We are committed to enhancing customer experience and protecting the

interests of our customers.

Quality services

Sustainability Corporate Ethical Business | Our Our Our
Approach Governance Practices Customers People
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BEERER
RMENRABEHEDES

BHERE

Environment

RIERE

REBEZTHER -

Frontline staff at our shops receive regular training to ensure they
are knowledgeable of our product specifications and features and
service etiquette.

We also arrange monthly mystery shopper inspections on an in-house
basis or in collaboration with industry associations including the Hong
Kong Retail Management Association, our business partners such as
shopping malls to review our sales service quality.

During the financial year, approximately 3,600 mystery shopper

inspections were conducted on our customer service.

Transparent pricing

Our Pricing Committee is responsible for formulating our pricing
strategies and policies, which ensure our products are sold at reasonable
market prices.

We also introduced the revolutionary “Fixed Price” Policy to ensure
our products are sold at fixed and clearly marked prices.

Responsible marketing

Customers are able to access all necessary product information and
tips on caring for jewellery prior to making a purchase, for example,
through our frontline staff, our Group websites, social media platforms
and marketing collaterals.

We provide customers with complete and clear information of
our products during sales, and prohibit misleading advertising and
sales practices.

We developed internal guidelines and provide regular training to ensure
our frontline staff comply with our policies on ethical sales practices.

Customer privacy and personal information

Customers’ information collected
membership programme,

Group websites.

personal may be

media platforms and our

through

our social

We have policies and procedures that ensure compliance with the laws
and regulations in our respective regions, which govern the collection,
use, accessibility, retention, correction and protection of customers’
personal data.

We send direct marketing information or materials to our customers
only after obtaining their consent.
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After-sales Services

We continue to provide comprehensive after-sales services to meet our
commitment that our jewellery items are long lasting and can maintain
their quality over the long term with proper due care procedures.

Return and Exchange Policy

e \We provide continuous aftersales support to our customers. Clear
guidelines and procedures on product return and exchange for products
sold in Mainland China, Hong Kong and Macau are established and
made available to customers in respective regions.

e Qur shops provide clear information about our return and maintenance
policies with a transparent list of complementary and fee-charging
items accessible to customers.

Valuing our customers’ feedback

e \We value customer feedback and provide multiple channels for
comments and enquiries. Customers are encouraged to communicate
with us via multiple channels, for example, our telephone hotline,
enquiry e-mail and customer satisfaction surveys.

e We record customers’ feedback and concerns in our customer
relationship management system, which are handled by dedicated
staff in our Customer Service Department.
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