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Yum China always places customer satisfaction first, and listens attentively to their feedback through multiple
channels, including online surveys, online community panels, focus groups, one-on-one interviews, and offline
surveys. We collect and analyze customer feedback from social media and other channels to continuously
improve and enhance the level of customer service level. The Guest Experience Survey (GES) system is one of
our customer feedback channels, we use this system to collect customer feedback promptly and use customer
ratings as one of the important performance indicators for assessing stores, to encourage them to continuously

improve service quality. We continue to optimize and upgrade the GES system.

In 2024, Yum China further expanded its channels for collecting customer feedback and regularly discussed

and identified opportunities for enhancing customer experience based on the feedback.
2024 Customer Satisfaction Result:

® KFC:93.5% of customers are satisfied

®  Pizza Hut: five-star review rate of 89.5%
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