X4 KPI F8FR3F2) i B

1. KPI VP SR MIE R T

(1) Result in this Month Tl H , FAZIEE 1ZFEAR I SEBR 76 BB LR« FFARYE 122 52 R 58 Ut Tl
B, ORI E) AT H V> kg B AHNAE K PTRETF IIIT 73, $H5 Score for each KPI A2 H [#)
24 (100 534D

n 1

KPI Matrix & Assessment 2023

KPI Description Appraiser Weight
Resultin | Score for KL
Reviewed and rated on a monthly basis this Month| each KPI addolllmlnu Jan

Phonecall Answering Rate / %2072 EEER
Scoring standard: the entire team's Phonecall Answering Rate should above 90%, 30 minute callback rate of | Regional vice IF=eRlidE

. 10% = I 80.0 2.0 82.00
100% Director AT B
HHEAE. FNE B EETEAT0%, 304 % D45 100% ki
Instant messaging/Online chat median reply time / BI BB F & 19 [ & B8] (Whatsapp, Facebook etc.) Regional vice
Scoring standard: Median reply time should lower than 15 minutes I?)ireclnr 5% Xx 590 70.8 1.5 72.30
o EH: median reply timef§ F 1554 -
Email first reply time median full resolution time median / B4 E 3R E 2 TR (E] . T & MRHET A
Scoring slandardr: First reply time median should controled in 120 minutes; Full resolution time median Reglrnna\ vice 10% e 69.0 1.2 70.20
should controled in 15 hours Director
F5-EEHE: First reply time median{&F 120544, RETFull resolution time median{%T 157187 .
0SS warranty claim average dealing time / OSS[F 1% B 1571 20 J2 /3]
Scoring standard: 0SS warranty claim average dealing fime (including replace device, replace board,
Onsite service), from the warranty claim form been created, to replacement or board sent, or onsite service Regional vice 10% 565 90.0 05 90.50
had been carried out(Field Service Report been uploaded), should be controlled in 7(SEVEN) natural days Director ’ : : )
FHARE. OSSHRMIZ (Hfl, 1R, JHAS) FHLEE, NEFETREHNELEFARE, o
FREIBRERSE, EHEIAR TTEME) TH.
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KPI Matrix & Assessment 2023

KPI Description Appraiser Weight
Resultin | Score for Eals
Reviewed and rated on a monthly basis this Month| each Kp| |2dden/minu | Jan
Zendesk CSAT / Zendeski% B 1 iff )
Basic score of 100 points * Customer satisfaction evaluation percentage from Zendesk platform (phone Department 10% 791 79.10

online chat, email)

Et 71007 " FET Zendesk FENBFMELFNESD T (BIE. EEWR, 204 5

Customer or sales complaints (if any) & P e €381k (205

If complaints are received from customers or sales, and it is determined as after-sales responsibility then 5
points will be deducted each time based on the number of times. Complaint related emails, screenshots, or
documents are required. This including sales believing that the regional manager has unprofessional or Department 0% ! 6.0 / 6.00
negative behavior on the client side.

FRFWEEE P REHENIRF, HEAESTEN, HREESRI0EsA . FH RIS E S
F3A, AEHEVHREERERFPHAAS T HHBRENNITHE.

KPI Score = Sum (score for each item * weight) 78 #

2. FUHHERAS IS EK
(1)  Customer Response Speed
1Z48 7~ Phonecall answering Rate, M Zendesk B{HL 15V & F EH#L1LH; Median reply
time, first reply time median, full resolution time median, 7 M Zendesk “F-& F3kH. HRHE
SREL B HISLPRME, 454 Scoring scheme R % FXT R HITESy, RIS 845 BOAR NS0 o
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Customer Response Speed

Call response Instant messaging/chat Email response
Month Phur_'lecall oo Median reply time T Email first _reply time Emafl full resqutlon S
answering Rate median time median
January 84.20% 80, 69
February
March
i
| P! g Rate - Scoring scheme Instant messaging/chat - Scoring scheme Email Response - Scoring scheme
i Answering Rate |SCORE Median reply time SCORE first reply time median  |full resolution time medianSCORE  |F
i If lower than 80% 60 If lower than 10 min 110 lower than 100 min, and | lowe than 12 hours 110 |t
I 80% - 85% 80 If lower than 12 min 105 100 min - 120 min, and | 12 hours - 15 hours 90t
85% - 90% 85 12 min - 15 min 90 120 min - 150 min, or |15 hours - 18 hours 80 it
| 90% - 95% 90 15 min - 18 min 80 |150 min - 180 min, or |18 hours - 21 hours | 70 |if
} more than 95% 100 18 min - 21 min 70 more than 180 min, or  |more than 21 hours 60 if
| more than 21 min 60

(2) 0SS Warranty Claim following up speed

AR KPI IR

0SS warranty claim average dealing time / OSS Jii {5 Hi i - 15 ib #H i [A]

Scoring standard: OSS warranty claim average dealing time (including replace device, replace
board, Onsite service), from the warranty claim form been created, to replacement or board sent,
or onsite service had been carried out(Field Service Report been uploaded), should be controlled
in 7(SEVEN) natural days.

PEorARdE: 0SS BUIRIUAE G, b, IIHARST) ~FIIALFISIE], M2 $RA8 i 5
wmaa R, BRI IR, EHIE 1 N (7 AERED FERG

MBI EM 0SS, FHIFS HERHALFIEFICSK , RS E S HF (0SS Big Complaints)
Fhg b, FTiHE 0SS warranty claim average dealing time(replacement, board, onsite service).

Growatt OSS Management System ﬂ’ E? Problem Feedback  English + ®Logout
ice Hall =Replacer
CoutryRegiona #Exgort -

BTN IR 45 sl e pl & 52 H 8 Attend Date or Replacement Send Date”
2 “*HIE I Claim Receive Date”, RIS HiZHHLHI1E S0 00 BRI [A] . H EEE) 0SS
warranty claim average dealing time, 1% H & BT 56 ORI ATL F 7 (04 A 35 B 8] )~ 3348

A B (o] AD AE
“TUARSS B E LA T

‘Ml RIERS “EiR L2 *HEHHE HHA

Replacement request No. PIC Claim Receive Date Attend Date or
1 Replacement Send Date

r

2402211915965 GRT45029 2024-02-21 19:15:28 2024/2/25 3.2
2

r

2402211930861 GRT45029 2024-02-21 19:30:38 2024/2/26 4.2
3

r

240221170658 GRT48024 2024-02-21 20:20:57 2024-02-23 1.2
4
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1 0SS Warranty Claim following up speed

Month _ OSS warranty claim averagt_a dealln_g Score
time(replacement, board, onsite service)
3 |January 5.6k 90|:

(3)  CUSTORMER VISIT RECORDS
i EAEZ KPL AT 2 (WA U, B A B IR RS . 3 A LR DI fe R 251
i

(4)  Complaint issues following up and closing
AT H BB YR NH A DA X H R REE R BB IRG R e, & XK
PR NI VRS R R R 77 .

Complaint issues following up and closing

Month Complaints cloge rate - Complgmts clqse rate - Dividing result Score
Your region Complaint Dealing Center
January 71% 71% 1.0 80.0
February #DIV/Q! #DIV/O!
March #DIV/Q! #DIV/0!
April #DIV/0! #DIV/O!
EE:

a) SRR AL AT 3 A RO R RO R % (L 1 TP 12 0 kP14, K
FREIFIER 9 G IR B RING K5

b) PEAMRIET R U LE % 5 M 25 R I AR 1. [R5 RS T
BRSNS 0 B 25 L

(5)  Technical document / Video documentation
TG H LAFERE IIZNLVARS ) Technical document / Video &K 143 . Biill/NL G — 40 4%
SRR NI N 2 A% RHI R, SR BN N A G — 3T B % . RIS
BN 42 HER 1T N B AR ST S (0 B 4 65 VARS (1 B2 k), A BETH N AL Technical
document / Video HIE .
BN HAG B H R AR O AZ AR SO (L3 XKL SOk, EANEEE), K
FOAZEIE 45 H AT L B B, DA A A st

(6)  Faulty inverter Return & Repair

JRORFTE 5K, WAl H IR S IEFRIET
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Faulty inverter Return & Repair
Month War@nly Replacement | Boards |Number gf Field | Faulty inverters need | Faulty inverters Return s Repaired S
Received sent sent Service to be returend returneed Percentage
January
February
March

(7)  Team Working
Reporting submit Rate ¥8 &k« HRIIFEAZ R LLH BN HRARIZE .

Tasking Closing Rate 75 & L FEIM 7 A G2y HAS NI H B B R #Rid sk, R &N S0
L5 SIE 00, AZE AN I 5 XA E N RS RE —RoER TXIREH 5 TIRINE R
1) 2= S (P @ BRI O, TR DA I BN NP0 e ot , 8105 X S 2 B ) 5] >Rl
. .

Skill developing & 2143 [A1BA B 3T & N BB Il 2 S AR XS 01 0 2 IR DL CRE A 140
HHOR X A7 57 AT B LA S B i, 25 X80T 47 .

"

Team Workin

) . ) ) ) ) Average Score
Month Reporting submit Rate | Score | Tasking Closing Rate | Score | Skill developing | Score (for the 3 parts)
January
February
March

April
May
|June

(8)  Customer Satisfaction

AT H AT Zendesk. 0SS V-G 1% /il R B, R AT 6 B3
W03 M IXIET N B, AR e B 07 A S i e

Customer Satisfaction |
ltems Result(from Zendesk) Details of Customer Complaint
Telephone service Satisfaction assessment result Date Name of Customer |Issues |To:(Team
|On|ine chat Satisfaction assessment result
Email service Satisfaction nent result

Average Satisfaction result:

Average Satisfaction Score(*100)

Iltems

1 OSS Warranty Replacing Satisfaction assessment result
OSS Field servicing Satisfaction assessment result

Average Satisfaction Score(*100)

Details of Customer Complaint »& & T & F BV EHF (WA AU EN% 8l 5
BERHF, HE NG TR, IR IR NI 5 77« T A BEURAH IR A B3 B Bl AH O S0y,
AFEE B VN XA AR oA A T EGE IR I AT NS

Result(from OSS)

Please use this form or attach a detailed form.
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