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Introduction

This manual is designed to help financial consumers understand the basic
rights and responsibilities of financial consumption, in order to enrich
consumers’financial knowledge and risk prevention ability, so that consumers

can make more informed decisions in the process of financial consumption.
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Chapter 1: The significance of the protection of financial

consumer rights and interests

The protection of financial consumer rights and interests is an important cornerstone
for the healthy development of financial markets. Financial consumers are important
participants in financial market. Effective protection of financial consumer rights and
interests can not only enhance consumer confidence in the financial market, but also
serve as an important guarantee for social harmony and stability. In order to maintain
a fair and equitable financial market environment, effectively protect the legitimate
rights and interests of consumers in the banking and insurance industry, and promote
the high—quality and healthy development of the industry, the regulatory authorities
have formulated the Measures for the Administration of Protection of Consumer Rights
and Interests of Banking and Insurance Institutions. It stipulates that banking and
insurance institutions should take the main responsibility for protecting the legitimate
rights and interests of consumers, and clarifies the rights that financial consumers can
enjoy in accordance with the law.
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GCL attaches great importance to consumer rights protection work. The company has
always been adhering to regulatory guidance, maintaining a compliance bottom line,
continuously strengthening the foundation of consumer rights protection, adhering to
protect consumers’ rights and interests, actively fulfiling the main responsibility of
consumer rights protection. GCL carries out financial consumer education, conducts
consumer-protection training, makes consumer protection review, sets consumer
protection performance evaluation, and carries out consumer-protection special
inspections word, in order to proactively incorporate consumer rights protection into all
aspects of the company's business daily operations to truly safeguard the eight basic
rights of consumers.
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Chapter 2: Eight basic rights of financial consumers

Learning about consumer rights protection knowledge is an important way for financial
consumers to protect their own rights. The eight basic rights that financial consumers
enjoy include the right of property security, the right to be informed, the right of
independent choice, the right of fair trade, the right of legal claim, the right of receiving
education, the right to be respected, the right of information security. Here are the
specific contents of these eight rights.
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2.1 Right of property security

Financial consumers have the right to protect their property from threats and
infringements in the process of purchasing financial products and receiving financial
services. The financial institutions shall guarantee the property safety of financial
consumers in accordance with the law when they are purchasing financial products
and receiving financial services. Financial institutions shall operate prudently, adopt
strict internal control measures and scientific and technical monitoring measures to
strictly distinguish customers' assets from their own assets, and shall not
misappropriate or occupy customers' funds.
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GCL POLICY:

GCL has established the work specification and regulations, clearly stipulates the
work requirements for conducting the special audit on consumer rights
protection. The company conducts a special audit on consumer rights protection
annually and reports the results to the board of directors timely. The company
has incorporated consumer rights protection review into its risk management and
internal control system, while giving equal emphasis to both online and offline
channels to advance the company's risk threshold.
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2.2 Right to be informed

Financial consumers have the right to know the real situation of the financial products
they purchase or the financial services they receive. The financial institutions shall
disclose timely, true, accurate and comprehensive information which may affect their
decision-making to the financial consumers in plain language, and fully prompt the
financial risks. The financial institutions shall not make false or misleading propaganda.
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GCL POLICY:

GCL discloses product and service information throughout the pre-sales, sales
and post-sales process to prevent risks from the source. The company
discloses major information on consumer rights protection work through official
channels, in the form of annual information disclosure reports to ensure
consumers' right to know. GCL conducts internal consumer protection and legal
compliance reviews of its products before they are launched. Prominent fonts,
sizes, colors, symbols, and identifiers are used to alert financial consumers to the
materially significant content of its products and services to catch consumers’

attention. The company also highlights risk disclosures in the product brochures.
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2.3 Right of independent choice

Financial consumers have the right to decide for themselves whether to purchase
financial products or receive financial services. The consumers can choose and decide
on their own whether to purchase financial products or accept financial services. The
financial institutions shall fully respect the will of financial consumers within the scope
permitted by laws, regulations and regulatory provisions. The financial institutions shall
not make any forced sell or attach any unreasonable conditions on products.
Misleading information shall not be used to induce financial consumers to buy other
products.
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GCL POLICY:

GCL fully respects consumers' choice preferences, standardizes product
development and design, and provides diverse insurance products and services
to meet the needs of different consumers. The company has established several
regulations, including product and service marketing and advertising
management and traceability management regulations, to regulate its daily
business operations and enhance the consumer protection awareness of
employees. It ensures that customer service staff respect the consumer's wishes
when serving customers. The long-term insurance products with 15-day
hesitancy period are provided with follow-up phone call. Customer service staff
will confirm important information with consumers and provide risk warnings. It
provides consumers sufficient time to decide whether to continue holding the
insurance policy.

-
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2.4 Right of fair trade

Financial consumers have the right to get fair and equal treatment in transaction in
banking and insurance institutions. Financial institutions shall not set trading conditions
in violation of the principle of fairness, shall not increase the liability of financial
consumers, limit or exclude the legal rights of financial consumers in the standard
contract. Financial institutions shall not restrict consumers to seek legal remedies, and
shall not mitigate or exempt from responsibility if they damage the legitimate rights and
interests of financial consumers.
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GCL POLICY:

GCL has realized the key information disclosure of products and services
throughout the entire process of pre-sale, during-sale and after—-sale by multiple
channels such as the official website, annual reports and product contracts. The
disclosed contents have covered the nature, risks and main terms of the
contracts of products and services. The key information that may affect
consumers' decisions are disclosed follow the criteria of simplicity and
accessibility, and adopts standardized and regulated formats. So that
consumers can fully understand the characteristics and risks of products and
services before accepting them.

T
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2.5 Right of legal claim

Financial consumers have the right to claim compensation from the banking and
insurance institution if they suffer personal or property damage in the process of
purchasing financial products or accepting financial services as long as the banking
and insurance institution bears the responsibility outside the scope of exemption in the
contract. Financial institutions should earnestly fulfill the main responsibility of handling
consumer complaints, establish a multi-level complaint handling mechanism within the
institution, improve the complaint handling procedure, establish a complaint handling
system, improve the quality and efficiency of financial consumer complaint handling,
and accept social supervision.
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GCL POLICY:

l /

GCL actively built unimpeded "letter, visit, electricity, network" and other rights
protection channels, opened the APP online complaint area where customer
complaints consultation can be accepted all day long. 7 x24-hours manual
telephone consulting service is set to accept all kinds of consulting. The company
actively participates in the diversified dispute resolution mechanism of insurance
industry, takes the initiative to guide complaining customers to mediate through
the association, mediation center, etc., in order to resolve consumer disputes
through multiple channels.
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2.6 Right of receiving education

Financial consumers have the basic right to receive financial consumption knowledge
education, especially the professional knowledge education on how to defend their
rights when their rights and interests are infringed.

Financial institutions should further strengthen financial consumer education work,
actively organize or participate in financial knowledge popularization activities. They
shall carry out extensive and continuous daily financial consumer education work, in
order to help financial consumers to improve their cognitive ability of financial products
and services, improve their self-protection ability. So as to enhance financial literacy
and honest and trustworthy awareness of financial consumers.
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GCL POLICY:

l /
J

GCL explores innovative approaches to carry out consumer education work,
create online and offline consumer education platforms. The company conducts
daily and concentrated education activities, and continuously publishes original
financial education information to provide consumers with rich resources for
learning financial and insurance knowledge. The company has made efforts to
ensure that financial education work can be normalized, regional and long-term.
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2.7 Right to be respected

The personal dignity and national customs of financial consumers should be
respected. Financial consumers have the right not to be discriminated against during
the process of purchasing financial products and receiving financial services. Financial
institutions shall not discriminate against financial consumers based on factors such as
gender, age, race, ethnicity, or nationality.
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GCL POLICY:

GCL continuously improves diversified services to meet the demands of different
consumers. The company has set up Chinese and English bilingual telephone
customer service which can satisfy customers' service demands in different
languages. GCL continuously promote the development of age-friendly
services. The hot line service can identify the elderly and provide manual
services automatically, so that traditional service methods that are highly
accepted by the elderly can be kept. Barrier-free and convenient facilities for the
disabled are provided in sales network, and a green service channel is warmly
offered to customers of special groups. The integration of value-added services
is implemented, and the parallel service system is integrated to adapt to the
demands of multiple customers.

FEAFEFRS L. 956156
FREAFEMIL: www.generalichina.com

B BRSNS RIPFH

IN. EEREZ2I

TREZEZE N AEGERIBIRTRETAIFERARIE . FRABEEVIF]
ARSI AEEE BN . SRV = RENE R IR B =T G 1FHl
HEE, mRhESMEREEEEENKE, RESMEEZEEELZE.

2.8 Right of information security

Financial consumers have the right to keep their personal information confidential, not
to be known by non-relevant personnel of banks and insurance institutions, not to be
queried or disseminated by any non-statutory institutions or units and individuals
ilegally. Financial institutions shall take effective measures to strengthen the
management of third—party cooperative institutions and strictly control the risk of
information leakage to ensure the safety of financial consumer information.
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GCL POLICY:

GCL has established a system framework covering the collection, storage, use
and other stages of customers' personal information, with a complete policy
operation process and authority management mechanism. This ensures the
safety of customers' personal information at each stage of the business process.
Meanwhile, regular network information security risk assessments are
conducted to prevent potential risks and avoid information security incidents
involving customers.
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Chapter 3:

Responsibilities and obligations of financial consumers

As important participants in the financial market, financial consumers, while enjoying
financial products and services, also need to fulfill corresponding obligations and
responsibilities to jointly maintain the stability and healthy development of the financial
market with financial institutions.
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3.1 Learning basic financial knowledge

Financial consumers can learn basic financial knowledge to recognize different types
of financial products and services, such as stocks, funds, insurances, bonds, etc., and
acquire various important information such as their characteristics, risks, returns, and
operation methods. The relevant financial knowledge can be beneficial for consumers
to make rational investment decisions and avoid blind following and unnecessary
losses.
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3.2 Complying with laws, regulations and contractual agreements
Financial consumers need to abide by national laws and regulations and refrain from
engaging in any illegal or irregular financial activities, including not trading illegal
financial products or not engaging in illegal acts such as money laundering. When
signing contracts with financial institution, financial consumers should carefully read the
contractual terms, clarify their own rights and obligations, and fulfill the contractual
obligations on time. At the same time, customers should also respect social morality,
be honest and trustworthy to maintain good order in the financial market.
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3.3 Making rational investment and consumption decisions
Financial products and services are diverse with different characteristics and risks.
Financial consumers should establish rational consumption concept, fully understand
the potential risks and returns of financial products. Consumers should carefully select
the financial products suitable for themselves based on their risk tolerance and
investment goals to ensure their financial stability and sustainable development.
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3.4 Actively participate in financial knowledge popularization
activities

Financial consumers should actively participate in financial knowledge popularization
activities to improve their financial literacy and risk identification ability, in order to better
protect their legitimate rights and interests. They can enhance their self-protection
ability by learning the contents of financial knowledge popularization and risk warnings
issued by financial institutions to avoid blind investment or excessive consumption.
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Conclusion

Financial consumers should enhance self-protection awareness, actively learn
financial knowledge, and improve risk prevention ability. GCL will continue to update
and improve this manual according to the development of the financial market, to
provide better services and support for consumers.
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