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1. HH#Y PURPOSE

RGP R A A FR AR, WIRAIR B 5 0 DA R B R AR R iR R R, R AT R
5 19 21 JIsF 20 TE -5 B R DL I 38 9 2 i

To standardize customer complaints handling process, clear product return/exchange

principle and payment deduction of the operation process, so that complaints can be timely,
fair and reasonable solution and enhance customer satisfaction levels.

2. 35 FAsEE SCOPER

AR IE T AR DT H I Be IR A A BR A~ ml LA oy 1 /) (iR “4R 7 ) AP B4l
it AR R R 55 ) ot 2 ) RS R AL 3

This regulation applies to the services and customer complaints related to module quality

issues of Risen Energy Co., Ltd. and its subsidiaries and branches (collectively referred to as
the "Group").

3. HEAZE OBLIGATIONS
3.1 BRI E S O DUBUE BRI AL R o JORBE L T A

Customer Service Department is responsible for handling, recording, and sorting

customer complaints.
3.2 FUEE A ST LT R DR i o B ALV B R R 23 B DA S M TR S

Quality Control Department is responsible for organizing and analyzing the reasons of
complaints caused by product quality, and is responsible for correction and improvement.

3.3 TSR TR R SO PR SR S o

The Planning Department is responsible for arranging replenishment on time and
following up delivery of the product.

3.4 HASKHBIT (BORHE. A8, POUmasss) BB AL B AR 5 A2 150 1F A BT 21 1 5 ik 1) i) <

Other departments (Technical Department, Production Department, Logistics
Department, etc.) assist in the handling of relevant customer complaints and development
corrective measures.

4. SEXHEMAIE REFERENCE DOCUMENTS
J5/None
5. X DEFINITIONS

Jc/None
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6. NS PROCEDURE CONTENTS
6.1 EFRIFERRIREE Customer Complaint Feedback Channel
6. 1.1 %/ H4E % Customer directly feedback

2 AT LOEI 7 P RS BRI RN B . BURHEAE (rEANEAN L SR I TE A A
5. BBS. fELRFHAERE 5% )7 o5 N A B .

Customers can directly communicate with customer service staff through the Customer
Service Department's complaint hotline, guest complaint mailbox (domestic and foreign),
letters, Weibo, WeChat public account, BBS, and online service software.

6. 1. 2 BFEI# &5 Customer feedback indirectly
6.1.2. 1 XFFEANZE S, ArCUEdE4s . FAE TREf. OEM BE) A G, E4E O, SEprek
2] FARFER T TN G 151 1) %5 7 AR 558

For domestic customers, feedback can be given to the Customer Service Department
through the sales, FAE engineer, OEM on-site personnel, Marketing Center, President Office
or other department personnel of company.

6.1.2. 2 Xf T N7, AT CLd@ EFRg e W55 it AT E SRR IE R R A A ] .

For foreign customers, feedback can be given to the head company through the
international sales, operator, overseas project department and other channels to feedback to
the head office.

6. 1. 3 [a)42 N D3 N0 55— I [A)HF 2 A S8 M N HERA AR 3 225 IR S5 7, - A S9N 53 CH B [ 4t
1 R 7] 4 5 SE AR B /B ST AR R DA

The indirect personnel shall promptly and accurately transmit the customer complaint
information to the customer service department at the first time. such as the relevant
personnel did not timely feedback, resulting in the company's reputation and other losses
should be held accountable for their related responsibilities.

6. 1. 4 AERHEA R m 7 20, #MNEOR RO NIHE B8 () RS B BER) IR
R 5544 — IR 44 afterservice@risenenergy.com 3 B T A ® HMAELIAS Bid. /RS
AR YRS B ME— A RS2 P .

No matter what kind of feedback method should ask the feedback person to fill in the

registration "Customer Complaints Information Feedback Form" and sent it to the Customer

Service Department unified mailbox: afterservice@risenenergy.com or directly fill in the
registration in the company's official website online. Customer Service department is the only
valid reception window for guest information feedback.

6.2 EFIFAYIAN Customer complaint response speed
6. 2. 1 HETHMA N : X 20 IR IR, AR GRS — I [a) 45 7[5l M.

A AR DT H T REIR I A PR A R R SO d T A R, & ERACE L OA T -AFIHIEE.
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The phone response: For customer complaints through phone call, customer service staff
need respond to the complaints at the first time.

6.2. 2 He iEmic e, BiE. BUS AT BBS MmN X1 E N YR 12 /AN E (B8
X1 EANE R 24 N R EIR. CFEAERFZE)

Responses from other channels such as e-mail, Weibo, WeChat public account and
BBS: Respond to domestic customer complaints within 12 hours; respond to foreign
customers within 24 hours (time offset).

6.3 FiF{ERULE Customer complaints information collecting

6.3. 1 HAERW: RN R A% P VR T UREoL, SIS 2R AR, A
Mg A5 ROF A A e L JREORE RIS Fr, iy SW2H TEgHiC S TARE
i (BB R RBIER)

Direct feedback: customer service staff should know details about customer complaints,
sales order number, quantity of damage, module bar code, specifications, model, size,
module products installation date, and require customers to provide relevant photos, make a
detailed record of 5W2H work and fill in the "Customer complaint sheet".

6.3.2 [AJ# it X Fakgg 5. FAE. OEM 3RS N 63 WRAF S5, AR BORIE (& P & UR(e
B, IR AR R RE T, HSCHRT RN I AR D E B AU, PRUEZ TR
AT AR

Indirect feedback: For sales, FAE, OEM staff, e-mail feedback, send “Customer
Complaint sheet” to related personnel, and take back timely. During the processing of
customer complaints, the relevant departments shall assist customer service staff collect
information timely and ensure that the customer complaints are solved smoothly.

6.4 BERIFHIS 3 Kinds of customer complaints
6.4.1 EIFAIABT S A According to the content of customer complaints:
A7 i E R Product quality complaints;

B.iz# % F; Complaints about transport; C.Ak
% B H#F; Complaints about service quality; D.J:
M 5 TH I F . Complaints about others.
6.4.2 ZIXIFAITERRE T2 According to the severity of customer complaints:

6.4.2.1 BiMIRiF R VMR R . AN RIE R B R BUF s HEERBOFRANE T AR PV,
HEEHARA G Qg5 ot BIRA D RYE B0 T DAL R

Minor complaints——Generally refer to customer complaints that can be solved on the
spot and do not involve compensation; such complaints do not belong to this procedure, but

A AR DT H T REIR I A PR A R R SO d T A R, & ERACE L OA T -AFIHIEE.
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are solved by relevant staff (sales, customer service staff) according to actual conditions.

6.4.2.2 EERIF TR B A REMR RO SR BESREURT ZEMSCHR T IO, Rk 12T KRR P
JUSE N

Major complaints——Generally refers to complaints that cannot be resolved on the
spot; such complaints require the cooperation of related departments and should be solved
strictly according to relevant procedures.

6.4.2.3 EXIRIF— RS 10 HART () UL ERE R,

Critical complaints——Generally refers to the amount of complaints for compensation
estimated to be more than RMB 100,000 (including).
6.43 HIEEFERIFLEIMAIINZETDT 57 According to frequency of the same kind
complaints from customer:
6.43.1 EERIF: A —KYUWEIFHIREE TR FRTMEF, FP RS M@ I HE
FPRRENK, B4 oo s N i B K

Repetition of complaints: The same type of customer complaints occurs more than
twice; for such complaints, the customer service department will establish account of repeat
customer complaints as an important basis for the improvement of production and quality
control.

6.4.3.2 BREGHRR: (1 T HiH AR 31 KK % B0 SERTIEAMETR, 707 RS D S0
RARERI, AHIHE.

New type of complaints: Customer complaints due to new failures; for such complaints,
the customer service department will add quality warnings to alert new complaints.

6.5 EFRIFAIAIERTE Customer complaint solving process
6.5.1 INiAHMIE On-site Treatment

6.5. 1. 1 XFJafRopAmalefut. R H 5% 5 5 8cUr, 207 B o5 Bl e — i 1) gl 22 8L
S TAEMAAEI . B TREIMHE N FLSGHT, 5 55 ORIE . BEN RS, ZAERIRAE DI A EL
WA TTHRES IS, fPadsr, FERAMHIERIER . I TREIME 5 3 6xt ) #e
PEEATHOR L7038, ZORHEE S BT ik i i R S istds 2 - A 55 8

For complaints from customers such as photovoltaic distributed power stations and
rooftop projects, the customer service department arranged the engineer to visit the site as
soon as possible. Before engineer enters the power station, and prepare labor insurance
measures. After entering the power station, staff should be professional in operating power
Tester, El Tester, Multimeter and other instruments, and find the cause of the module failure.
The engineers should communicate with the owner on the module technical problem, and

A AR DT H T REIR I A PR A R R SO d T A R, & ERACE L OA T -AFIHIEE.
This document is managed by DCC, online authorized inquiry address: OA Portal-Company system.
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they should report back to the customer service department.

6. 5. 1. 2 7 TAEIMAEEIFAT, i EZIIRE (RSHEEHER) , R TR LS
Fahx.

Before engineer leave, the owner was asked to fill in the “Service Satisfaction Survey
Form” as performance indication of the engineer.

6.5.2 EAZEIFAIE Critical Customer Complaints

HREPBR, B RGEEERE I BRIR R SR, TR S s A B
TR tHRIEE . B RS EE U EANREDL RS 5B BRI FIRER, i R
BBt 2 RS U 2 B0, MFOY RIS OA JilRE i B AR .«

Critical customer complaints, customer service department launched an emergency plan
for Critical customer complaints. The quality director invited at least one person from the
production department, quality control department, technical department, planning
department, and customer service department to attend the meeting to discuss the reasons
for the complaint and to respond to improvement measures. The customer service
department keeps a record of the meeting as an important basis for applying for the OA
process.

6.5.3 BEEEIFHIE Major Customer Complaints
6.5.3.1 FriE OAMMEIATAIE, Wik EAUs s HIA. BN AR SR, A%
My Bk RS, ReF AR B, 28idice . WAL (B IMEERmER)
WERIR . 0SE R R DL S el 48 it

Customer complaints are processed through the OA process. The feedback date,
feedback person, company name, module barcode, specification, model, size, production and
installation date, quantity of damages, amount of compensation involved, and customer
complaint sheet, necessary photos, bar code information, cause analysis, and improvement
measures.
6.5.3.2 OA H #iti7i 12 B OAflowchart:

M E (BRAR) . FEH— BRSHBEH —» FEAE— SH
— SRR (ER) —» FREWT (B —— A8 GRESHO

New process (CS staff)—_ Quality Department___, CS manager —_, Quality
Director. , President Office » General manager of the Group ( Major )
»Performance leadership (Major) | Filed (process close)

6.5.3.3 {£ OA JitRE #fitidRE . AEFI T T 2K B AL B ILINAESRAE £o OA JiAE— BT It
FYIN T K.

In the OA approval process, the heads of various departments will attach the approval

A AR DT H T REIR I A PR A R R SO d T A R, & ERACE L OA T -AFIHIEE.
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opinions to the process. The OA process general condition cycle is 7days.
6.5.3.4 HERIFEM, RAZILDBIH PRI LE R RS

Major customer complaint case finally arrives at the president's office for review and
submission to the customer service department.
6.5.3.5 EREIFEM, WEAEHHL 10 /i, BEDFHRERAGER BEHEANGUTM ST
BB, H I R AT 4 R S RS

Critical customer complaints, the amount of money involved over RMB100,000. The
President Office will need to submit the process to the group general manager and the
performance leadership for review. After approved the process will return to the customer
service department.

6.6 BEFIRIFAIAIEECHE Customer complaint handling action plan

6.6.1 2R —H— A, OARER ARG, FRARE ATHRIES, THRlE0 T Sk A
CEERAASH, I B2 FREs A & B o M55 . 2 RN G2 Bl B 53 D e 4 A2 U 381 ik
IR EL P

After the customer requests the same size replacement of the module, after the OA
process approval is completed, the process will be forwarded to planning department, and will
use stock requisition to pick up module from the warehouse, and arrange logistics department
to deliver on time. The sales and customer service personnel assist the merchandiser to
ensure that the module successfully arrive to customer.

6. 6.2 &) ERIEATHMAR S a0 OAF 7 I A BERA EAARIE LT, 55 FHIRA SRR
Ty r, HHABR S A BN, 2R RIS BOR N R ia il , ORI A 2L A ) 22
3.

If the model of the module that the customer claims is not in production and the
warehouse has no stock, the sales and customer service staff communicate well with the
owner. When replacing with other types of module, the customer service staff communicates
with the technical personnel to ensure the smooth installation of module for payment.

6.6.3 WFANE P EORIGAT AT, RSN A AR, RN R RAE G, N BRI
B AN P AR AN T
When an overseas customer asks for module for payment, if an overseas warehouse has

stock, the customer service staff coordinates the relevant departments and takes the internal
contact sheet to arrange for an overseas warehouse to make a directreplenishment.

6. 6. 4 HWEANE PR G SLIEH 1T, B PR I, I R AT R B R A E

If overseas customers still have orders, use the internal contact sheet and send the
payment module directly to the customer inside the next order.

A AR DT H T REIR I A PR A R R SO d T A R, & ERACE L OA T -AFIHIEE.
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6.6.5 WA EORIEAT LGRS, HSS B 5 RS RV, RS B AR T R £ e i
# e Hioth 7 =X

When an overseas customer asks for cash compensation, the sales make the business
negotiation with the customer's, and may consider expense deductible from the final payment
or other ways.

6. 6.6 FHXTEURAHEACBEIE B 5 5 th s AR S 5T £ RS, eI TR A

The customer service department is responsible for organizing other handling measures
or plans for customer complaints, and other departments cooperate.

6.7 EFRIFAYCLE#H Improvement of customer complaints

6.7. 1 BFEMAFEBETE, REMSIZE ROSGEE, RAESCEEN T TA. Wz
RGN E, FEMNA DASEIIERE TR RN, 5% Qi ER G Hkr, A
IR SRS, AREEN, SRR IR KA AR AN s T
H, 95 X S22 A IRAT .

After the analysis of the customer complaint case, the quality control department should
issue improvement measures and turn them into action to each process station. If it is a
systemic omission, the quality control department can organize the training to improve
operators' quality consciousness. The quality inspectors add the inspection item, writes the
document controlled by company’s system document.

6. 7. 2 XF T H R PRI AR, b A2 A 8D i IR A St X

For major customer complaints or typical complaints, the quality control department
should provide 8D reports and organize improvements.

6. 7.3 ZHRARSSHBASE WA P2 2200, R BORART G UUE SN S, KA SRR
PR D deE B MR, JF I oG,

The customer service department will enter the workshop from time to time to check if the
improvements of the customer's complaint has improved accordingly. Check whether the
relevant operator has improved the non-compliance operation and take pictures to make
records.

6. 7.4 RN BAEGNT R 21 H 22 BICIRE P RIS DU SGE RS Ve SErs oL, WRART G, =/
HATHE B R IE s E R N IE,

Customer service staff report customer complaints’ now condition of improvement
measures at regular weekly/monthly meetings. If they do not meet the requirements, they will
need to make improvements until they meet the improvementrequirements.

6.8 ARFBHEEIEM Service satisfaction
6.8. 1 EFXTEEIRE P HAFHIALEE, BRI ERIFAT B, TR BRI LR &
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For each customer complaint handling, the Customer Service Department organizes a
feedback to understand the status of the complaints processing and customer satisfaction,
and collect and record the result.

6.8.2 MRBHEEEVPAN F B4y AEHRE. RN 3R, WARE PO AR IR AL
AR SSI R FEONANRN BRGNS EARAZAR DL, BN R AT s LARR DR S 490 7%
RIFHIETER R,

The evaluation of service satisfaction is mainly divided into three types: very satisfied,
general and dissatisfied. If the customer is not satisfied with the complaint processing service
satisfaction, the customer service personnel shall report the situation in time and make
improvements to ensure maintenance good customer relationship.

7. HHRICEKE RELEVANT RECORDING SHEETS %

FOFRE B R Customer Complaint Sheet fiiz 25155

=Z A Service Satisfaction Research Form

8D 2| IETiP 3%k % 8D Corrective and Preventive Improvement Report
# R A K Customer Complaints Accounts

JFi B K B Quality Alert Sheet

B 1. & BRI FE R Attachment 1: Flow of Customer Complaint Processing
8. il SUPPLEMENTARY PROVISIONS

KRN B AR 2 IR AR TT, SO A T BRI A . ZEIEAR AR T B N A
AMEITH, BE BHl5FRE A EEHIT N NP5, FRE I
i 22 B 25 LA U 3 T

The Customer Service Department reserves all right of the final explanation; no controlled
seal is considered invalid. It is prohibited for any department or individual to violate the
management of documents by printing, copying, etc. Please reference to the Chinese version
of the document if there is any discrepancies caused by translating.
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WAEL PR Process name: 2 #HFALIEWAZEE] Customer complain handling flow chart
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