SUSTAINABLE DEVELOPMENT
REPORT 2013
Thai Airways International Public Company Limited

Contents
Message from the Chairman
Message from the Chairman of the Corporate Social Responsibility Board
Message from the President
The Reporting Methodology
THAI’s Operations
Administrative Structure
Good Corporate Governance
Vision, Mission and Corporate Culture
Corporate Social Responsibility Declaration
Scope of Corporate Social Responsibility
Environmental Performance
Social Responsibility Performance
Awards and Achievements
CSR Participation of the Board of Directors
GRI Content Index

04
05
06
07
13
15
17
21
25
27
29
47
77
81
84

Message
from the Chairman

2013 has proved to be another challenging year for the world airline industry and also for
Thai Airways International Public Company Limited. We faced many obstacles including intense
competition amid the world economic slowdown, and currency fluctuation which adversely
affected THAI’s operations.
However, the Board of Directors realizes that in this current business environment company
expansion is possible using a systematic approach of good management and sustainable
development principles, focusing on responsible operation of our business in all economic, social
and environmental dimensions.
THAI has placed special emphasis on employee participation and encourages staff to be
responsible for CSR-in-process, for example, establishing the TG network to fight corruption,
working to ensure service with safety in accordance with international standards, and implementing
the Travel Green concept to better meet the expectations of THAI’s shareholders.
On behalf of the Board of Directors, I am proud to be part of THAI’s effort to highlight its
CSR operations, inspiring and promoting employee participation for the benefit of society and
the community, while ensuring sustainable growth for the people and our nation.

Mr.Ampon Kittiampon
Chairman of the Board of Directors
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Message
from the Chairman of the
Corporate Social Responsibility Board

Thai Airways International Public Company Limited (THAI) strives to provide operational
excellence while supporting activities that reflect our commitment towards social responsibility,
at both national and international levels, that are acceptable to our shareholders.
Throughout 2013, THAI organized numerous activities that were socially and environmentally
responsible with shared participation among THAI’s workforce ranging from staff at the operational
level to top executives. These activities included providing assistance to disaster victims,
underprivileged people, making donations of basic necessities to those in need and supporting
the mobile dentist unit of doctors from Ramathibodhi Hospital. THAI also provided air service
assistance in evacuating Thai citizens out of Egypt during the political unrest. Air transportation
support was also provided for other events such as the Haj pilgrimages and Academic Olympics.
Various environmental protection activities were also organized, including support for the
Rong Bonn community to manage their local resources and planting of wild banana trees to
conserve water sources at Doi Suthep Reserve and forest areas around Pu Ping Palace in Chiang
Mai and the protection of rare Thai orchids.
On behalf of the Corporate Social Responsibility Board, I am pleased to be part of the team
producing this CSR Report which acts as an information tool, offering guidelines for future
development, and the sharing our stories of progress and performance in areas of social and
environmental responsibility. Let me take this opportunity to thank our stakeholders and THAI
employees for their active engagement and dedication in driving the success of THAI’s CSR activities,
enabling THAI to move forward in operational excellence to become a truly world class airline.

Mr.Somchai Siriwatanachoke
Chairman of the Corporate Social Responsibility Board
THAI AIRWAYS INTERNATIONAL PUBLIC COMPANY LIMITED
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Message
from the President

Thai Airways International Public Company Limited (THAI) is committed to developing and
expanding to become one of the world’s leading carriers. To achieve our goals and successful
business operations, we realize that Corporate Social Responsibility must be implemented and
exercised. THAI follows the policy of operating its business ethically, taking responsibility for
community development and protecting the environment. At the same time, we constantly strive
to build confidence among employees by promoting greater awareness of CSR within the Company.
In 2013, THAI was the first airline in Asia to have received ISO50001:2011 certification in
recognition of our efforts in energy conservation and management. This reflects our on-going
commitment to utilize energy resources effectively while working tirelessly to safeguard the
environment and reduce pollution under the Company’s Travel Green concept. THAI has also
launched a number of campaigns to help protect the environment including Fuel Management
and On-board Weight Reduction programmes.
CSR has become an integral part of building good business relations and generating
sustainable returns for the public at large. THAI also focuses on promoting Green Innovation,
effective use of resources and CSR development while supporting employee voluntary projects
and social and environmental activities.
I am certain that the success of THAI’s CSR operations will further enhance confidence among
our shareholders. Such confidence will play a critical role in ensuring the Company’s sustainable
growth and development in the years to come.

Mr.Chokchai Panyayong
Senior Executive Vice President
Corporate Strategy and Sustainable Development
Acting President
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The Reporting Methodology

The Sustainable Development Report of Thai Airways International Public Company Limited
(for fiscal year 01 January – 31 December 2013) provides information on THAI’s internal operations
at its Head Office and Suvarnabhumi Airport.
This SD Report is published for THAI’s shareholders and investors as well as for the general
public and stakeholders. The report aims to provide information on the overall business operations
as well as THAI’s Corporate Social Responsibility (CSR) performance, bringing greater awareness
of THAI’s efforts and commitment to respond to stakeholders’ expectations and benefit.
THAI recognizes the importance and rights of stakeholders in every sector, both within and
outside the Company, who are involved in its operations. The continual development and
improvement responds to the needs and views of all stakeholders, which are taken into account
in order to ensure mutual growth and development.

Shareholders
“Operate a reliable and
transparent business
with the aim of achieving
maximum benefits
for shareholders and
other stakeholders”

THAI has continued to operate in accordance with its
policies in protecting the basic rights of its shareholders. THAI
also facilitates and attends to its shareholders equally and
fairly under all legal requirements while maintaining its
trustworthiness and transparency. THAI also takes into
consideration the generation and maximization of shareholders’
benefits and returns.

Employees
THAI has continued to maintain clear and transparent
procedures for employee selection and recruitment. Employees
are treated equally and given security through a quality work
life in good environment with appropriate welfare and
benefits. Employees are continually developed to create
opportunities for career advancement, increasing their own
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and the organization’s potential. THAI has a system to retain capable and skilled employees. THAI
has implemented a Whistle Blower Policy as a channel for employees to voice their concerns about
any corruption or acts which are in violation of the law, the company’s regulations or restrictions
as well as non-compliance with the company’s Good Governance, ethics and morals. THAI also
places special emphasis on occupational health and safety in the work place, as well as a good
working environment, in accordance with legal requirements and standards.

Customers
THAI provides both domestic and international air transportation services with the highest
standard of safety. THAI also ensures traveling convenience, with high quality service from staff
who are attentive and courteous. Customer information will not be disclosed for the benefit of
any individual and all customers will be treated equally without any prejudice or discrimination.
THAI has continued to conduct studies to create improved and accurate understanding of
customers’ needs in order to establish guidelines and respond to their needs correctly and
constructively. This will allow THAI to develop services that meet the needs of customers while
strengthening the relationship between THAI and its customers. THAI also encourages customer
involvement in creating better services by providing contact channels where customers are able to
voice their opinions or complaints with timely response in order to maximize their satisfaction.
THAI respects its customers, and continues to offer value products to further enhance its relationship
with them.

Business Partners, Creditors and Debtors
THAI’s business partners, creditors and debtors are treated fairly and equally while
maintaining the highest benefit for THAI and favorable mutual returns. THAI will avoid any
situation that leads to business conflict and strictly follows requirements and agreements which
have been established. THAI aims to maintain sustainable business relationships by offering
accurate information and resolving any problems through negotiation.

THAI AIRWAYS INTERNATIONAL PUBLIC COMPANY LIMITED

9

The Reporting Methodology

“Provide support for
social contribution
activities and promote
awareness of social
responsibility among
staff at every level”

Business competitors
THAI treats business competitors according to
international and legal requirements without violating their
confidential or business information through any illegal
actions. THAI follows the practice of fair competition and
will never discredit the reputation of competitors on
non-factual grounds, and will not gain access to confidential
information wrongfully or inappropriately.

Society and the General Public
THAI recognizes the importance of maintaining the overall benefit of society and will not
discredit the national reputation, resources, environment or public interest. THAI will continue
to support social contribution activities and promote awareness of social responsibility among
employees while prohibiting any acts of non-compliance. THAI will remain neutral politically.

Environment
THAI is determined to operate its business in an environmentally friendly manner with clear
and effective environmental management policy to create environmental awareness among
employees. Environmental-related training programs are conducted and developed on a regular
basis for every business operation to ensure that existing resources are managed effectively and
economically with the maximum benefit. THAI continues to encourage environmental innovation
and reduce environmental impact through fuel management, studies of biofuel and reduction
of greenhouse gas emissions.
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In order to prioritize the importance of stakeholders,
THAI considers the benefits and impact based on fair
treatment. THAI recognizes that organizational progress and
sustainable advancement depend on good practices and
participation of stakeholders.
In the production of this report, THAI has ensured the
participation of employees in determining the content of the
report. The content covers THAI’s performance in every
dimension including economic, social and environmental.
THAI organized a workshop for the “Sustainable Development Report” on December 24, 2013,
at THAI’s Head Office, which was attended by 27 representatives of both management and staff.
The workshop studied the principles and process of the report as well as the content and selection
of aspects and significant indicators that are relevant to the Company. The workshop agreed
and selected the indicators which are included in this report in the Economic, Environment and
Social sections.

Economic section
The economic section gives importance to economic potential with special
consideration of economic value, and service potential in providing domestic and
international air transportation services. This also includes risks as a result of global
warming, and protection of benefits and rewards after retirement as well as investments
in basic and public service infrastructure.

Environmental section
This section gives special emphasis to the reduction of greenhouse gas emissions,
energy consumption, increased efficiency of waste management processes and initiatives
to reduce environmental impact.

Social section
This section emphasizes employment, and health and safety in the work place. THAI
offers regular training to enhance employee capability. THAI also gives equal opportunities,
rights to negotiate, respect for human rights, prohibits child labor and operates in
accordance with the law, and restrictions and requirements related to products and services
in the areas of marketing, communication and customer satisfaction. Participation in the
encouragement and development of public policy including protection and alleviation of
social impact, is also emphasized.

THAI AIRWAYS INTERNATIONAL PUBLIC COMPANY LIMITED
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THAI follows the GRI (Global Report Initiative) international framework in reporting the
company’s performance to the public, using it as a guideline for the improvement of performance.
Important data is collected from various associated functions as well as from functions with direct
responsibility. Details for every indicator stated in this report are shown in the index in accordance
with GRI.

GRI Reporting Framework
In accordance with the GRI framework, THAI places special emphasis on the quality content
and framework of the report that covers all aspects of Sustainable Development, based on the
information available on all important factors to disclose standardized information. The disclosure
of information comprises essential factors including strategy and information analysis, supporting
variance as well as good governance. The disclosure of Management guidelines and operational
indicators will be in line with economic, environmental and social aspects.

How to report

Strategy and Analysis

Content
Quality

Organizational Profile

Principles
Boundary

GRI

What to report

Disclosure
Items

Report Parameters
Governance,
Commitments and
Engagements

Standard
Disclosure on
Management Approach and
Performance Indicators
Economic
Sector
supplements
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Environmental

Social

Electric Utilities, Financial Services, NGOs, Food Processing,
Mining and Metals, Airport Operators Sector, etc

THAI’s
Operations

THAI’s Operations

Thai Airways International Public Company Limited (THAI) is the national carrier of the Kingdom
of Thailand and a state enterprise under the administration of the Ministry of Transport, operating
both domestic and international commercial air services. On July 19, 1991, THAI
became a registered company in the Stock Exchange of Thailand (SET) to increase
commercial competitiveness via fund raising from the private sector. THAI offers
comprehensive air transportation services comprising core business, business units
and other businesses.

Air Transportation
Air Transportation is the main business comprising passenger, cargo and
mail transportation offering scheduled and chartered flights for both domestic
and international destinations.

Business Units
THAI Business units help support and facilitate the airline business to ensure
convenience, speed and safety which are important factors in creating confidence
among customers. Business units that are directly related to transportation
comprise warehouse services, Ground Customer Services, Ground Equipment
Services and Catering Services.

Other businesses
Other businesses that support air transportation are Technical Services,
Dispatch Support Services, sales on board and THAI Shop.
THAI, as the national carrier and ambassador of Thailand, is determined to maintain and
develop traffic and aviation rights, and support and promote the tourism industry, which are the
key factors in driving the economy forward while strengthening international relations. THAI also
seeks to increase national revenue in both Thai and overseas currencies. Equally important is the
development of human resources to improve occupational skills and expertise according to
international standards, and the development of technology related to global aviation while
promoting Thai traditions and culture, as well as the unique Thai identity, to the world.
Today THAI’s largest shareholder is the Thai Government through the Ministry of Finance in
the proportion of 51.03 percent with the remaining shares held by institutions and private investors
both in Thailand and overseas. THAI remains a state enterprise with registered capital of
26,989,009,500 Baht, and 2,698,900,950 ordinary shares of 10 Baht par value, with paid up capital
of 21, 827, 719, 170 Baht. In 2013 THAI had a total of 23,931 employees.
Thai Airways International Public Company Limited’s Head Office is located at 89 Vibhavadi
Rangsit Road, Jompol, Jatujak, Bangkok 10900 Tel: 66 (0) 2545-1000, 66 (0) 2695-1000 and
THAI Contact Center at Tel: 66 (0) 2356-1111, website www.thaiairways.com
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Administrative Structure

THAI’s Administrative structure consists of the Company’s Board of Directors, sub-committee
and administrative officials as shown in the following diagram:

Board of Directors

Audit Committee

Operations Support Center
H.R.H. Chairman
Operation Support Center

President *

Office of the Internal Audit
Vice President

Airline Business

Business Unit

Aviation Support for H.R.H.
Chairman Operation
Support Center
Executive Vice President *

Commercial
Executive Vice President *

Ground Services
Managing Director *
(Executive Vice President Level)

Strategy & Business
Development
Executive Vice President *

Finance & Accounting
Executive Vice President *

Cargo & Mail
Managing Director
(Vice President level)

Technical/ Executive
Vice President *

Human Resource &
Compliance
Executive Vice President *

Catering
Managing Director
(Vice President level)

Operations
Executive Vice President *

Products & Customer Services
Executive Vice President *

THAI Smile
Managing Director
(Vice President level)

Remarks* “Management in accordance with the Notification of the Securities and Exchange Commission No. Kor Chor. 17/2551
Re: Definition under Notifications relating to Issuance and Offering of Securities”
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Good Corporate Governance

THAI has continued to place special emphasis on operating and managing in accordance
with good corporate governance principles and in compliance with Good Corporate Governance
2006 as stated by the Stock Exchange of Thailand (SET). The Board of Directors set up the Company’s
Good Corporate Governance committee comprising members from the Good Governance
sub-committee, Corporate Secretariat, Investor Relations and Risk Management departments.
The committee established policy to create and ensure good corporate governance within the
organization as well as support sustainable development acceptable to all shareholders.
THAI set up a code of good corporate governance and ethics, that was implemented on 28
September, 2010, as a guideline for the committee, executives and employees to follow to ensure
good practice. This shows the Company’s commitment to applying these guidelines and ethics
for business operations in compliance with the Constitution of the Kingdom of Thailand B.E. 2550
stipulating ethical standards for committees, executives and State Enterprise employees.

Mechanisms for Stakeholders to Offer Constructive
Suggestions to the Organization
Opinions and suggestions from stakeholders are important for THAI’s future development.
Therefore, THAI has prepared communication and contact channels through the website www.
thaiairways.com, by accessing the “Contact Us” menu. Views and concerns related to corruption
or violation of the law, regulations, restrictions, company announcements and ethics can be made
verbally or in writing either via e-mail or directly to the authorized function in line with the Whistle
Blower Policy. These communication channels are also made available for employees, workers,
stakeholders or private individuals who witness violations or breaches to report to the company’s
highest authorized and responsible person.
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THAI regularly organizes Internal Relations Committee meetings. These meetings offer an
effective platform for representatives from the management and employees to meet and develop
better understanding among them. It also helps strengthen relationships and creates a good
attitude under the legal framework without contravening the Labor Law or employee benefits.
Committee members meet at least once a month to discuss and develop good coordination
between management and employees. THAI stated that the committee should meet twice a
month which is more than the legal requirement. THAI Internal Relations Committee meets at
least once a month depending on the situation and business environment. In the fiscal year 2013,
THAI Internal Relations Committee met 16 times.
On the customer side, an independent Customer Board was appointed with the responsibility
of holding interactive discussions and exchanging views with THAI’s Executive Board from the
consumer perspective. Those who sit on the Customer Board comprise THAI’s long-time customers,
providing a direct communication channel between THAI and its passengers. This allows THAI to
learn the actual needs and views of passengers, enabling THAI to develop products and services
that respond to their needs and requirements. The Food Customer Board was also appointed as
an independent body comprising food experts and THAI’s frequent
customers to express their views and give recommendations to
THAI’s working group on how to further improve quality and taste
of food on board, and to feature its “Thainess” in response to the
national policy of “Kitchen to the World”.
THAI also places strong emphasis on strengthening external
relations by assigning the Investor Relations Department to be
responsible for forming good relations with shareholders,
investors, analysts, fund managers, employees and stakeholders
by providing accurate information. Basic information and news
is also disseminated through financial and other relevant reports
to all shareholders.

In 2013, the Investor Relations Department held the following activities:
Activity

Frequency

Domestic and International Road Shows

4 times per year

Attended meetings and telephone conferences with top
management
Responded to queries and provided information via
phone calls and e-mail

50 times per year
3-5 times per day

Announced quarterly performance

4 times per year

Company visits

4 times per year

Special activities

5 times per year
THAI AIRWAYS INTERNATIONAL PUBLIC COMPANY LIMITED
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THAI also organized meetings between top management and analysts, investors, shareholders
and stakeholders to provide opportunities for THAI to present company policy and vision to create
confidence among stakeholders. The Investor Relations website was developed to become more
modern offering easier access and information search. Investors or interested public are also able
to contact Investor Relations officers via other contact channels

Telephone:

(66 2) 545 1000, (66 2) 545 2113, (66 2) 545 4053

Fax:

(66 2) 545 3971

Postal address: 89 Vibhavadi Rangsit Road, Jompol, Jatujak,
Bangkok 10900
E-mail:

irtg@thaiairways.com

Website:

www.thaiairways.com/en/index.page
THAI.listedcompany.com/home.html
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Vision, Mission and Corporate Culture

Vision:
To be the First Choice Carrier with Touches of Thai

Mission:
To provide high quality domestic and international air transportation services that are safe
and convenient while promoting the unique Thai identity. This is to ensure high quality
and reliable products, that will help create a good impression and build the relationship
between THAI and its customers
To operate in compliance with international standards to ensure sustainable development
and high investment returns for THAI investors
To build a strong and knowledge-based organization, recognizing the importance of
customers, strengthening employee responsibility, skills and expertise as well as promoting
employee loyalty
To assist in the promotion of social and environmental aspects while demonstrating
responsibility as the national carrier
In addition, THAI also sets the clear business mission of making THAI an accountable, effective
and proficient organization with transparent business operations, focusing on maximizing benefits
for the Company’s shareholders and stakeholders. This has become the policy that THAI employees
are required to strictly follow.

Policy
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Aviation Safety
Policy

Maintaining the highest standard of safety is always at the heart of all
THAI’s operations. The standard of safety and all safety-related
activities must be in compliance with international safety regulations
and requirements. Safety standards are regularly monitored,
maintained and reported to the top management and personnel
responsible for aviation activities. Reports on operational discrepancies
which may affect safety will not lead to any disciplinary punishment.

Policy for
Quality Products
and Services

THAI places special emphasis on offering high quality products and
services that maximize customer satisfaction and are in accordance
with international standard requirements.

SUSTAINABLE DEVELOPMENT REPORT 2013

Vision, Mission and Corporate Culture

Policy on
Occupational Health
and Safety in the
Workplace

THAI has continued to offer care and protection for its employees who
are its most valuable asset and resource, ensuring that they work in a
safe and healthy environment in line with international requirements
on Occupational Safety and Health in the Workplace.

Environmental
Policy

THAI’s operations are in compliance with the Environmental
Management System (EMS) ISO14001 and Aviation Environment
Standards adopted for practice by commercial airline businesses to
reduce pollution and environmental impact from operations.

Employee recruitment, employment, termination of employment,
employee development, promotions, job transfer and assignments
Policy against Unfair must be conducted fairly without discrimination against any individual
because of nationality, race, religion, age, sex, education or other
Discrimination
reasons. There will be no unfair preference to provide services or
undertake business transactions with any individual or entity from
any specific country or nationality.

Policy on Corporate
Governance and
Ethics

THAI operates its business based on Good Corporate Governance and
ethics whereby employees are required to strictly follow the Good
Corporate Governance principles in parallel with the legal requirements
and Company regulations.

THAI AIRWAYS INTERNATIONAL PUBLIC COMPANY LIMITED
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Corporate Culture

THAI’s Corporate Culture embraces the idea of “THAI Spirit” with the word “THAI” representing
concepts based on each letter as follows:

T = Trust

THAI employees are committed to developing and maintaining high
quality service standards to create trust and confidence among
customers

H = Hospitality

Employees fully recognize the importance of delivering warm and
impressive service with care and an attentive attitude at every customer
contact point throughout the journey with a touch of the unique Thai
identity

A = Accountability

Employees are accountable for their work to maximize customer
satisfaction and confidence while striving to achieve the Company’s
goals and objectives

I = Integrity

Building good working culture by promoting three key elements for
Good Corporate Governance, which are honesty, morals and ethics

THAI is determined to create and develop good corporate culture which has been inspired
and passed down from generation to generation. This is to prepare a strong foundation for THAI’s
corporate value and corporate culture in the area of corporate social responsibility and to create
unity and strength from within, which is an important element to ensure sustainable growth and
development.
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Corporate Social Responsibility Declaration

Vision for Social Responsibility
To become a socially and environmentally responsible airline

Declaration on Adhering to the International Practices
Regarding Social and Environmental Responsibility
Thai Airways International Public Company Limited (THAI) is determined to become the
leader in creating awareness of energy and environmental conservation both in Thailand and
overseas. THAI also supports effective utilization of natural resources and intends to show its
commitment towards social responsibility as the national carrier. THAI is also committed to
creating awareness of social responsibility among its shareholders, customers, employees,
business partners, the community and the general public.
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Scope of Corporate Social Responsibility

THAI has continued to place strong emphasis on social responsibility. THAI’s Corporate Social
Responsibility guidelines have been enhanced by adopting and expanding the 2013 Corporate
Social Responsibility Guidelines to cover all necessary international CSR requirements for effective
and constructive implementation. This is also in line with the CSR policy of the State Enterprise
Policy Office (SEPO). THAI has clearly established the scope of the Company’s CSR, as follows:

1

To establish clear CSR policy and guidelines to demonstrate the Company’s commitment
and dedication to ensuring appropriate environmental management combined with
green innovation.

2

To organize social contribution and conservation activities on a regular basis and in
line with the Travel Green concept by inviting shareholders, passengers, business
partners and employees to participate.

3

To organize activities to create greater awareness of social and environmental
responsibility among employees by participating in both charitable and public projects.

4

To organizes THAI’s own communication and public relations activities for social and
environmental awareness as well as publication of a CSR report in line with
international reporting requirements. THAI recognizes the importance of disclosing
CSR information promptly and accurately.

In addition, THAI’s Promotion of Corporate Image, Social and Environment Department and
functions concerned have been assigned to take responsibility for organizing different CSR activities
on a regular basis, placing special emphasis on good practice and closely monitoring all related
activities while maintaining the benefits of the stakeholders, society and the country.
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Environmental Performance

The air transport service industry is fast developing and expanding. It also plays a critical
role in the emission of greenhouse gases such as nitrogen, sulphur dioxide and carbon dioxide
from fuel burn. This contributes to global warming and climate change.
THAI, as the national carrier and one of the world’s leading airlines, recognizes its responsibility
for the country, world community and environment, focusing on maximizing the use of natural
resources under existing environmental policies.

Environmental Policy
THAI continues to develop and improve its environmental management system in accordance
with international standards for all its activities. This is to ensure that the Company’s activities
are in line with international standards and environmentally related legal requirements to reduce
pollution and environmental impact. The policy has clear objectives, targets, plans and evaluation
process covering all important issues including pollution from aircraft, noise pollution, fuel usage,
waste water treatment, the use of chemicals, electricity conservation, waste treatment, re-use and
recycling of materials. This is done in parallel with building environmental awareness through
regular employee training to ensure that the environmental management system is effectively
implemented and exercised. THAI also gives support to other organizations in the areas of
environmental conservation including publicizing environmental related information which will
in turn help promote THAI’s environmental image.
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Towards Travel Green
THAI fully recognizes environmental problems and has continued to develop technology
and innovation to alleviate the impact. These technologies will help control and measure emission
of greenhouse gases from flight operations in order to ensure effective management. Various
aviation innovations have been introduced, including lightweight materials for aircraft manufacture
and new engine technology to increase flight efficiency and reduce
fuel consumption, and improved air navigation systems to reduce
environmental impact. These efforts encompass the whole
passenger journey from departure until arrival at the final
destination. Optimizing location of aircraft parking helps reduce
taxi time before reaching the runway. Implementation of the
European Union’s Carbon Credit economic mechanism enforces
airline responsibility for the amount of greenhouse gas emissions
from flight operations.
As the national carrier and one of the world’s leading
airlines, THAI recognizes its responsibility for the country, global
community and environment as well as optimum use of existing
natural resources. THAI’s environmental policy has been clearly
established to cover important issues including development of
environmental management systems in every department by
setting tangible CSR strategy under the Travel Green concept,
placing special emphasis on climate change, sustainable material
management, sustainable use of resources as well as biodiversity
and the ecosystem.

Climate Change
THAI established a process management system to help reduce
emission of greenhouse gases and works in close cooperation with
external organizations to reduce and resolve problems as a result of
climate change, which can be exercised in various ways. These include
increased aircraft capability to reduce carbon emissions, helping to
reduce emission of gases that damage the ozone layer causing
climate change. In this regard, THAI aims to build greater awareness
among its passengers and customers by inviting them to take part
in the Company’s environmental conservation activities.

THAI AIRWAYS INTERNATIONAL PUBLIC COMPANY LIMITED
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THAI Voluntary Carbon Offset
This is an on-going project allowing passengers to participate by off-setting their carbon
emissions on THAI’s network. The offset is used for investment in the Clean Development
Mechanism (CDM) and Certified Emission Reductions (CERs) and Voluntary Emission Reductions
(VERs) both within and outside Thailand.
THAI joined with IATA in 2010 to embark on a project enabling passengers to offset their
carbon emissions via website which resulted in some 200 tons of carbon being offset, equivalent
to 4,000 USD per month. THAI worked in cooperation with IATA to give this offset money to CDM
projects which have been certified with CERs for example the Korat waste-to-energy project,
biodiversity project in Ratchaburi by Nong Bua Farm and Country Home Village and Braco Norte IV
Small Hydro in Brazil.

Chemical Free Building Maintenance Project
THAI prohibits the use of chemicals which may affect the ozone layer for building
maintenance, which includes prohibiting the use of chemicals in cleaning spray for electrical
surfaces, cooling chemical R11 and R22 for air-conditioning systems and large water coolers as
well as chlorine, sodium hyperchloride/hypochlorite for swimming pool and fountains.
THAI also bans the use of CFC chemicals used in air-conditioning water cooling systems, and
replacing the Halon 1301 fire extinguisher system with FM-200 for the large fire extinguisher
system used at the computer center while 10 percent of the Halon 1211 fire extinguisher system
is also replaced by a more environmentally friendly system for a period of five years.
In addition, THAI launched projects to help reduce pollution from equipment maintenance
such as reduction of diesel gas emission from vehicles, and CFC gas by using a high power pump
system for metal cutting and welding, as well as improved paint shop conditions and ventilation
to reduce noise pollution.
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Sustainable Material Management
Management of supplies and raw materials is implemented for production processes, service,
and equipment maintenance to maximize efficiency. The quality of these materials is well
supervised and maintained in order to ensure their readiness for use. Effective management can
help reduce operating costs and consumption of resources used for producing these materials.
THAI places special emphasis on reducing the use of paper and energy by reducing weight
carried on board the aircraft, including introduction of e-Meal menu and
e-Duty Free magazine. Passengers are able to select their menus and drinks
as well as duty free goods on board, viewing the list of food, beverages and
goods via the inflight entertainment system (IFE) instead of paper menus
and magazines. This helps reduce the weight by 0.5 percent per seat.
At the same time, THAI has also terminated flight documents and other
paper reports including route manuals, voyage reports, air safety reports and
operating manuals, replacing them in electronic form. This helps reduce the
use of natural resources. As for those materials used in the service area, the
PET plastic bottle is used in place of the normal glass bottle and lighter weight
meal equipment is used instead of the normal ceramics. THAI also uses a
bar trolley made from recycled materials designed by THAI.
As for the management of sustainable use of office materials, IT systems
are encouraged in offices to replace the use of paper in all working processes
under the Green IT concept with the use of environmentally friendly
technology to help reduce the use of paper. These systems include
implementation of e-surveys in place of paper surveys, helping to save over 3,500 reams of paper,
and the e-Meeting for effective development of the management system. In addition, the Paperless
Executive Board Meeting initiative was launched in October 2013. THAI also implemented the
e-Inter Office Communication or e-IOC system for internal communication and the e-Document
system to further enhance effective storage of documents. The Service Request Management
system for requesting online service is being developed for implementation
in March 2014.
THAI places special emphasis on selecting environmentally friendly
materials such as the Soft Token mobile application instead of Hard Token,
Multifunction Printer and environmentally friendly ink. THAI also
promotes procurement of environmentally friendly materials with Green
certificate to replace older materials such as sanitary ware, taps, roof tiles,
office carpet, wallpaper, paint and heat conductors.

THAI AIRWAYS INTERNATIONAL PUBLIC COMPANY LIMITED

33

Environmental Performance

In addition, THAI adopted Cloud technology to help reduce the burden of maintenance and
accumulation of server equipment. THAI also purchased Hosting service from its service provider
where appropriate while properly discarding electronic waste such as obsolete computers and
other equipment including 25,000 tokens. The departments concerned were notified and requested
to action accordingly.

Reuse of Plastic Sheets
Plastic sheets used for covering pallets to prevent damage from humidity carried on inbound
flights to Bangkok are carefully checked and sorted. They are well stored for reuse on pallets for
outbound flights. Statistics show that 1Kg less use of plastic will help reduce carbon emissions by
0.96 ton per year. In 2013, THAI was able to reduce the use of plastic sheets by 13 percent or
53,764 sheets, accounting for 75,270 kilograms of plastic during the year, reducing carbon emission
by 72,259 tons in 2013.

Sustainable Use of Resources
The airline Industry utilizes natural resources for its operations and working processes
especially fuel, water and electricity. THAI realizes that these resources must be used effectively
and wisely to generate maximum value.

Energy Management According to ISO 50001:2011
THAI is committed to systematically conserving energy and other resources within the
Company by initiating energy conservation projects since 1992. In 2013, THAI received ISO 50001
certification by the Bureau Veritas (Thailand) Company Limited for THAI’s Head Office, Larn Luang
and Laksi facilities, OPC Building and Ground Handling at Suvarnabhumi Airport.
THAI is the first airline to have been awarded this ISO certification in recognition of its efforts
in using local resources effectively and conserving natural resources and the environment. THAI
has a five-year master plan for energy conservation which is expected to help reduce energy
consumption from fuel burn and electrical consumption by 20 percent.

Fuel
As an important contributor to THAI’s operating cost, fuel usage must be optimized. In 2013,
projects have been introduced to help reduce fuel consumption as follows:
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Bio Jet Fuel
THAI has a plan to use bio jet fuel for its future commercial flights. Bio Jet fuel is a clean
fuel that produces less carbon dioxide compared to fossil fuel. In 2011 THAI was successful in
launching its bio jet fuel flight, with one test flight and one scheduled flight from Bangkok to
Chiang Mai, the first bio jet fuel flight in Asia.
In 2013 after a successful launch of its bio jet fuel flight, THAI received strong support from
the Ministry of Energy encouraging the use of bio jet fuel in the aviation industry. THAI is working
in close cooperation with the Petroleum Authority of Thailand (PTT) in developing bio jet fuel.
This joint project is in the study phase of bio jet fuel production from used cooking oil obtained
from THAI Catering. Some 4,000 litres per month of cooking oil pass through the bio hydrogenation
diesel process. It is expected that in 2014, THAI will be able to produce bio jet fuel using this
process which will be tested with ground equipment powered by diesel engines.

Aircraft Washing Equipment
In 2013, THAI had three aircraft washing equipments
comprising one Nordic Dino 2 and two Nordic Dino 4.
In 2013 aircraft were cleaned 1,182 times divided into
595 full body cleaning and 587 half body cleaning due to
limited ground time. In 2014, THAI plans to purchase
three additional aircraft washing equipments, two Nordic
Dino 2 and one Nordic Dino 4.

THAI AIRWAYS INTERNATIONAL PUBLIC COMPANY LIMITED

35

Environmental Performance

Light Weight Containers
Since 2011, THAI set its target to replace 1,500 containers with lighter weight containers
which are approximately 12 kilograms lighter than the previous type. THAI aims to complete the
replacement process within a five year period and was able to replace a total of 300 containers
in 2013. According to the carbon report dated January 17, 2012 conducted by Kasetsart University,
it was found that the light weight containers helped reduce fuel consumption by 379.8 gallons
and carbon emissions by 62.052 tons per year.

Clear Core TM Engine Cleaning System
THAI utilizes Clear Core TM Engine Cleaning System, a new innovation, which helps increase
efficiency and extends the engine life span. This system also incorporates waste water treatment
by treating the water from the engine cleaning process which can later be re-used. In 2013, aircraft
engines were cleaned 68 times, out of which 30 were conducted on GE90 engine, 28 on T900,
seven on T700 and three on CF6-80.

Retune Flight Planning to Reduce Fuel Uplift Before Flight
THAI is committed to ensuring that its auto flying system functions effectively by employing
New THAI Automatic Flight Planning System (New TAFS) to enhance flight planning. This new
TAFS is known for its high standard of efficiency and safety, helping to reduce the use of fuel
resources by more than two percent. It also helps reduce emission of greenhouse gases and carbon
dioxide by more than 45,214 tons a year.
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Efficient Fleet Planning
In 2013, THAI phased out six A 300-600 aircraft from its fleet and took delivery of 11 new
aircraft comprising six Boeing 777-300 ER, two A 330-300 and three A 380-800 aircraft. The average
age of THAI’s aircraft is reduced to 9.41 years and will be further reduced to 8.47 years in 2014.
This will help increase aircraft utilization and reduce expenses directly related to flight operations,
especially fuel consumption which will gradually decrease in greater proportion. In addition,
air flow through aircraft aileron in the Boeing 777 aircraft has been improved, helping to reduce
fuel consumption by 0.6 percent.

Fuel Consumption Recording System for Flight Operations
In 2013, an IT system has been employed to help improve the data recording process for
fuel consumption to provide greater accuracy and convenience. The operator inputs data via an
Application on a Mobile device and sends it directly to the server. This project will help support
quality information for the Company’s fuel management.

Results from Reduced Fuel Consumption from Flight Operations
THAI has continued to develop and expand its services as seen in the current fleet expansion,
introduction of new destinations and an increase of Available Tonne Kilometer (ATK) from
11,400 million tons in 2011 to 12,000 million tons in 2013. The fuel consumption has also increased
from 2.3 million tons in 2011 to 2.4 million tons in 2012 and 2.7 million tons in 2013.
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However, THAI is committed to optimizing the use of fuel to enhance efficiency for flight
operations. In 2011, the Revenue Tonne Kilometer (RTK) was reduced to 0.4125 litre, 0.3717 litre
in 2012 and 0.38711 litre in 2013. THAI almost achieved its desired RTK target of 0.3835 litre
in 2013 and was able to reduce fuel consumption by 42 million litres from fuel optimization.
When comparing fuel efficiency with 2011, the flight operations in 2013 had the same RTK as in
2011, meaning that THAI was able to save 4.5 percent of fuel consumption or 130 million litres.

Electricity
THAI recognizes the importance of electricity conservation to help reduce carbon emissions.
Therefore a number of projects have been introduced to effectively conserve electricity. Studies
have been conducted since 1995 and measures have been established to reduce energy
consumption in offices. Every department was required to set a plan for its energy and
environmental conservation target. The following measures have been established concerning
three major areas:

1

House Keeping Measures
• Reduce operating time for large chiller by one hour from 10.20 hours to 9.20 hours
per day
• Turn off AHU cooling fan and cut down operations of the cooling system during lunch
break by one hour since 2005. Operating time is set in automatic mode using Building
Automation System
• Increase temperature of air conditioning system at Head Office from the range of
23.5 - 24.5 degree Celsius to 25.5 - 26.5 degree Celsius controlled by the Building
Automation System

1
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• Turn off a total of 1,389 light bulbs around the office buildings
by using one light bulb per lamp instead of two
• Adjust operational function of elevators at Head Office
Building 5 (a 30-storey building) by separating into High Zone
and Low Zone by reprogramming at the control room
• Organize public awareness campaigns to reduce costs and
expenses, for example the THAI Energy Conservation Day,
World Environmental Day, TG Clean for Green, audio visual
promotion on energy conservation, Energy Conservation
Board, posters, stickers to promote energy conservation and exhibition board within
the premises

2

Improve low-efficiency machinery and equipment to conserve energy
• Changing two sets of 300-ton Chiller and Cooling Tower located at Building 1, Building 2,
Building 3, Building 4 and Building 9 and four sets of air-conditioning water pumps
helping to achieve better efficiency of 0.64 kW/TR
• Improving waste water treatment system located at Building 1, Building 2, and Building 4
in response to the Company’s energy saving measures
• Changing the automatic Building Control System located at Building 5
• Installing Automatic Lighting Control System to improve energy saving at Building 8 and
Building 9
• Replacing the T8 with T5 type of light bulb for 58 lamps or 106 light bulbs to save energy

3

Energy and Conservation Measures

THAI has established a five-year systematic and consistent master
plan for energy conservation as well as the Company’s future plan
2012 - 2014 with the following details:
• Improve Building Automation System used for controlling
energy consumption of air conditioning, electricity, sanitation
and other building related systems, enhancing efficiency to
conserve energy in all areas
• Solar cell project for outdoor lighting around the premises
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• Replace large chiller system with higher energy-saving system at THAI’s Head Office, Laksi
and Larn Luang facilities.
• Installation of Ball Cleaning in water cooling system to save energy at Head Office, Laksi
facility and OPC Center at Suvarnabhumi Airport
• Use LED light bulbs in place of those that may be damaged or expired
• Create Green Building focusing on minimizing environmental impact and optimizing
the use of resources with environmentally friendly building and construction materials
• Introduce Save the Electricity – Electric light project to reduce electricity consumption
in the warehouse by replacing 1,000 lamps or 4,000 bulbs of 400-Watt High Pressure
Sodium bulbs with 122-Watts Fluorescent High Bay (T5), which was completed at the
beginning of 2014. THAI was able to reduce electricity consumption of 2,522,880 kilowatts
per year and carbon emissions of 1,576.8 tons per year

Statistics of Electric Consumption 2013 (Unit)
Electric Consumption (Unit)
Month

Laksi

Larn Luang

OPC
Suvarnabhumi
Airport

Don
Mueang

Silom

Total

January

2,091,000

167,000

144,000

653,600

36,000

19,467

3,111,067

February

1,938,000

151,000

130,000

711,243

35,000

21,893

2,987,136

March

2,189,000

180,000

148,000

613,451

37,000

26,341

3,193,792

April

2,066,000

175,000

140,000

740,311

35,000

23,473

3,179,784

May

2,172,000

168,000

159,000

721,160

39,000

27,864

3,287,024

June

2,136,000

181,000

145,000

724,658

36,000

23,376

3,246,034

July

2,213,000

172,000

145,000

694,623

37,000

23,376

3,284,999

August

2,156,000

174,000

149,000

686,406

37,000

23,913

3,226,319

September

2,088,000

170,000

148,000

724,751

37,000

21,890

3,189,641

October

2,176,000

187,000

148,000

681,879

40,000

22,039

3,254,918

November

2,080,000

178,000

142,000

699,190

39,000

21,680

3,159,870

December

1,926,000

137,000

124,000

641,146

31,000

16,667

2,875,813

25,231,000 2,040,000

1,722,000

8,292,418

439,000

271,979

37,996,397

Total
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Summary of five
previous years

2009

2010

2011

2012

2013

(Unit)

38,702,611

38,333,412

38,620,750

37,869,161

38,002,397
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Water Resources
Water resources are important for business operations and people’s daily life. Therefore
water resources must be well conserved to ensure environmental sustainability. Water use must
be optimized and properly controlled in order to maintain its quality prior to discharge into the
surrounding community. Waste water treatment must be regularly monitored and its quality
measured to reduce risk of water contamination by dangerous or poisonous substances.

With the installation of the Water Recycling System, THAI was able to reduce waste water
discharge by 50 percent in 2013. The system employs Ultra-Filtration technology with ultra-filtration
power of 0.015 micron, offering high quality treatment of waste water or water with suspended
particles and bacteria, while helping to reduce water color and odor. The treated water can be
reused for air conditioning systems and sanitation purposes. However, treated water will not be
used for human contact but for other general purposes such as watering plants, cleaning aircraft
parking areas, fountain spray and cooling tower at the Head Office and Laksi. In 2013, a total
amount of 151,997.9 cubic meters of waste water from the Head Office area was treated
while the amount of 40,002.1 cubic meters was untreated. At the Laksi office a total amount of
10,162 cubic meters of waste water was treated while the amount of 13,625 cubic meters was
untreated. This enabled THAI to reduce water consumption at Laksi by 50 cubic meters per day
or 18,000 cubic meters per year.
A Sequencing Batch Reactor (SBR) system is used at THAI’s OPC Building at Suvarnabhumi
Airport to treat waste water from maintenance activities, aircraft cleaning processes and
flight kitchens. Approximately 50 cubic meters of waste water from maintenance activities and
260 cubic meters from domestic waste per day are treated and reused.
A total of 230 cubic meters of waste water per day or 6,900 cubic meters per month of waste
water from OPC Building are treated with the results of water analysis being tabulated by the
Global Utility Services Company Limited. The Airport Authority of Thailand (AOT) hired this company
to analyze waste water quality within the Suvarnabhumi Airport with the following results:
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Table of report of water quality at OPC Suvarnabhumi Airport 2013
Parameter

Uit

Standard

Effluent
JAN

FEB

MAR

APR

MAY

JUN

JUL

AUG

SEP

OCT

NOV

DEC

Temperature

C

-

29

30

28

30

29

25

28

28

29

29

28

28

pH

-

6.5-9.5

7.05

7.44

7.14

7.46

7.54

7.40

7.42

7.41

6.98

7.01

6.88

7.29

DO

mg/L

-

4.5

6.05

3.94

5.48

4.92

6.10

3.84

4.80

6.00

6.10

4.82

4.02

Alkalinity

mg/L

250

194

212

150

156

228

122

114

1 10

141

173

198

311

BOD

mg/L

400

6

4

2

5

7

5

2

3

7

6

5

6

COD

mg/L

774

29

44

35

38

43

So

19

31

48

24

34

41

SS

mg/L

300

<2.5

<2.5

<2.5

6.9

7.6

<2.5

<2.5

<2.5

4.2

<2.5

3.2

6.2

Oil &Grease

mg/L

40

0.6

<0.5

1.9

<0.5

<0.5

<0.5

<0.5

3.2

2.1

<0.5

<0.5

<0.5

Ammonia

mg/L

-

4.7

5.94

<0.05

0.22

6.27

1.01

4.26

3.47

4.26

3.31

2.46

5.26

TKN

mg/L

70

6.38

6.50

1.12

6.05

6.61

1.62

4.82

4.26

5.21

4.54

3.36

6.38

Total Nitrogen
Total
Phosphorus
Phosphate

mg/L

-

9.95

9.50

6.94

9.78

8.95

4.92

8.24

8.09

8.54

7.69

7.61

9.71

mg/L

8

1.15

1.38

1.77

1.80

1.89

1.60

1.52

1.80

1.68

0.38

0.64

1.34

mg/L

-

3.45

4.35

5.31

5.40

5.67

4.80

4.56

5.40

5.04

1.14

1.92

4.02

Sulphate

mg/L

-

6.4

10.0

9.8

10.1

54.5

50.0

50

50

55

35

89

35

Chloride

mg/L

-

142

96

91

106

124

160

100

86

79

82

32

83

Copper

mg/L

-

<0.01

NA

NA

NA

<0.01

NA

NA

NA

NA

NA

NA

NA

Cadmium

mg/L

-

<0.01

NA

NA

NA

<0.01

NA

NA

NA

NA

NA

NA

NA

Chromium

mg/L

-

<0.01

NA

NA

NA

<0.01

NA

NA

NA

NA

NA

NA

NA

Lead

mg/L

-

<0.05

NA

NA

NA

<0.05

NA

NA

NA

NA

NA

NA

NA

Manganese

mg/L

-

0.06

NA

NA

NA

<0.01

NA

NA

NA

NA

NA

NA

NA

Nickel

mg/L

-

<0.05

NA

NA

NA

<0.05

NA

NA

NA

NA

NA

NA

NA

Mercury

mg/L

-

<0.0005

NA

NA

NA

<0.0005

NA

NA

NA

NA

NA

NA

NA

Zine

mg/L

-

0.02

NA

NA

NA

0.04

NA

NA

NA

NA

NA

NA

NA

-

0,0014

NA

NA

NA

0.0011

NA

NA

NA

NA

NA

NA

NA

-

73x104

13x104

23x104

80x104

29x104

15x104

NA

NA

NA

NA

NA

NA

-

17x104

35x104

49x104

26x104

13x104

79x104

NA

NA

NA

NA

NA

NA

-

22x104

92x104

70x104

79x104

24x104

13x104

NA

NA

NA

NA

NA

NA

Positive Negative Negative Negative Positive Negative NA
Not
Not
Not
Not
Not
Not
found found found found found found
human human human human human human NA
intestinal intestinal intestinal intestinal intestinal intestinal
parasite parasite parasite parasite parasite parasite
424
264
354
504
562
608
451

NA

NA

NA

NA

NA

NA

NA

NA

NA

NA

518

394

364

362

434

Arsenic
mg/L
Total Standard
Colonies/mL
Plate Count
Fecal Coliform
MPN/100 mL
Bacteria
Total Coliform
MPN/100 mL
Bacteria
Samonella Spp.

-

Parasite

-

-

mg/L

-

TDS

A waste water treatment system has also been installed at THAI’s Larn Luang office building.
Water is treated before discharge into the surrounding community in accordance with the
announcement made by Ministry of Natural Resources and Environment in setting standards for
controlling waste water treatment from certain types and sizes of buildings, in order to ensure that
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the discharged water will not harm the surrounding community and environment. Some 40 cubic
meters of waste water per day are treated and discharged from Larn Luang office, equivalent to
1,200 cubic meters per month. Water quality is analyzed by ASL Laboratory Group Company
(Thailand) with the report available only for the period between January - March 2013 due to
renovation work at Larn Luang office.
Table of report of waste water quality at Larn Luang office 2013
ITEM

UNIT

Standard

January

February

March

BOD (5 day at 20°C)
Oil & Grease & Fat
pH value
settleable Solids
Sulfide as H2S
Total Dissolved Solids
(Dried at 103-105 C)
Total Kjeldahl Nitrogen as N
Total Suspended Solids

mg/L
mg/L
mL/L/hr
mg/L

< 40°c
< 20
5.0-9.0
< 0.5
<3

26
3.4
8
0.2
0.5

28
3
7.9
0.1
0.5

28
3.7
8.1
0.2
0.5

mg/L

< 500

385

396

398

mg/L
mg/L

< 40
< 50

38.1
24

37.8
26

37.7
28

Statistics of THAI’s Water Consumption 2013 (Cubic Meters)
Water Consumption (Cubic Meters)
Month
January
February
March
April
May
June
July
August
September
October
November
December
Total

Head Office

17,630
21,001
31,598
25,463
23,870
18,605
20,008
18,581
16,451
15,470
16,380
16,310
241,367

Larn
Luang

Laksi

1,640
1,747
1,779
2,154
1,931
2,823
2,002
2,154
1,969
1,464
2,311
1,713
23,687

1,198
1,283
1,119
1,226
1,122
1,136
1,254
1,254
1,242
1,258
984
997
14,073

OPC
Suvarnabhumi
Airport

7,794
6,254
6,546
8,871
8,413
10,510
6,244
5,559
8,476
5,914
6,405
7,584
88,570

Don
Mueang

1,929
2,006
1,609
1,996
2,394
2,900
2,473
2,286
2,525
3,464
2,446
1,358
27,386

Silom

134
135
107
119
96
79
74
67
58
55
51
46
1,021

Total
30,325
32,426
42,758
39,829
37,826
36,053
32,055
29,901
30,721
27,625
28,577
28,008
396,104

Summary of five
previous years

2009

2010

2011

2012

2013

(Cubic Meters)

364,963

383,381

421,293

390,788

396,104
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Biodiversity and Ecosystem Services
The ecosystem is a community of living organisms and plants which live together
interdependently. It helps maintain the balance between the environment and organisms ensuring
their survival. Therefore environmental protection and restoration is crucial in order to ensure
that they live together sustainably. THAI recognizes the importance of creating awareness among
employees and encourages the community to protect the environment through organized activities
and projects. This includes the use of raw materials from the Royal Projects and Good Agricultural
Practice (GAP) system among farmers to ensure that products are of high quality, safe and aligned
with the needs of our consumers. THAI also took part in the efforts to protect rare orchids and
return them into the wild, as well as the protection of water resources as a vital part of the
ecosystem.

THAI Returns Life to the Land
THAI supported the cultivation of 3,000 Thai orchids from 12 species and 1,000 wild orchids
at Puping Royal Palace, Doi Suthep and Doi Pui in Chiang Mai with the aim of retaining forest
humidity and promoting Thai orchids as a national legacy and pride of the nation. Some 400 people
from different organizations participated in this project.
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Forrest Conservation Project of Baan Rong Bonn Community
THAI joined together with the Forest Department to launch a forest conservation project at
Baan Rong Bonn community. This community was selected because of its strong and unified
commitment to protecting the local resources and the environment. Efforts were made to maintain
and restore the richness and diversity of the forest, giving better soil absorption ability. According
to a survey conducted by the Forest Department on plant species, they found that Baan Rong
Bonn community is located in a Mixed Deciduous Forest, Deciduous Dipterocarp Forest and Dry
Evergreen Forest. Some 50 plant species of 565 plants were found in abundant numbers throughout
the area. Herbs including equisetum (Boon Kreu), and andrographis paniculata were also found.
In addition, surveys of the forest perimeter were conducted in order to set up a reforestation
project and forest fire protection framework on an annual basis. Results of this project showed
that Baan Rong Bonn is located on an area of 450 rai (approx. 177.9 acres) with biodiversity of
some 50 plant species. The forest has become the food source for some 99 households valued at
186, 476.40 Baht per year with the ability to retain carbon dioxide in the amount of 49.943 tons
per hectare or 7,990.853 kilograms per rai, and when compared with all the community forest
areas it was found that 3,595.884 tons were accumulated.
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Management of Waste and Dangerous Waste
THAI places special emphasis on increased efficiency in separating wastes for recycling
purposes through improved systems for waste and dangerous waste management. THAI also
actively promotes employees’ engagement in helping to discard their waste into the correct garbage
bins labeled for general waste, recyclable, dangerous and toxic waste, prior to being sorted again
by cleaning staff, who will also make a record of how the waste was discarded for future evaluation
and corrective measures. Dangerous and toxic waste will be treated in compliance with the legal
requirements. In 2013, recyclable waste accounted for 27.37 percent of the total amount of waste.
Discarded papers and materials were sold, generating 296,177.60 Baht

Management of Noise Pollution
There were complaints from communities living around U-Tapao airport, in Chonburi province,
about problems of noise pollution from THAI flight operations. Airports of Thailand (AOT) requested
cooperation from THAI and other airlines to find ways in which the impact from aircraft noise
can be reduced. THAI recognizes the problems and frustration of the surrounding community,
especially those located under the flight path. Therefore, THAI works to help reduce noise pollution
using the following guidelines.
Appropriate flying techniques are used which the Flight Training department has incorporated
into the pilot training curriculum. Noise pollution can be avoided by setting flight paths that will
not overfly cities or town centers, using noise abatement procedures, using engine power techniques
for towing and stopping the aircraft, and using appropriate thrust reverser and continuous descent
operations.
Six A 380 aircraft joined the fleet replacing THAI’s older aircraft that contributed to noise
pollution when descending. The A 380 aircraft helps noise pollution reduction four times more
efficiently than other long-range aircraft while having the capacity to carry 40 percent more
passengers. THAI also joined with the Royal Thai Air Force Platoon 4 in Taklee to help build
community relations by making regular visits to communities living around the airport. This helps
develop and expand good relationships, giving people opportunities to voice their concerns on
environmental problems. The information is used for developing appropriate flight operations
to reduce the impact from aircraft noise.
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Social Responsibility Performance

Airline Business Operations must take into consideration issues related to environmental
impact as well as those which may affect the stakeholders. THAI has developed operational control
perimeters for different departments and its Business Units in line with international standard
requirements which lead to the following:

Participation and Community Development
THAI places special emphasis on three aspects related to social responsibility namely social
contribution, social promotion and environmental conservation. THAI also encourages participation
and gives support to community development activities as well as promoting different social
aspects such as providing assistance to disaster victims and underprivileged people, promoting
religious and cultural activities, public health, education, sports as well as THAI employee volunteer
activities. In 2013, THAI organized the following activities and projects:
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THAI Supports Communities in Southern Provinces
For two consecutive years, THAI organized a range of activities to bring
donations of cash, amenities and school stationery as well as school
backpacks from Boeing Company to students, teachers and soldiers whose
lives are affected by the unrest in Thailand’s southern provinces at the
Marine Task Force, Royal Thai Navy, Chulabhorn Camp, Narathiwat province.
THAI also presented 200,000 Baht cash for the renovation of ethics training
centers at Tadika Mosque.

THAI Supports International Disabled Day
THAI’s Chiang Mai Sales Manager presented 500 snack boxes in support
of the International Disabled Day organized in Chiang Mai.

THAI Helps the Blind
Executives and employees at THAI Catering presented a cash donation of 97,360 Baht to
Dhammika Witaya School principal and parents and also hosted lunch for the students in Petchburi
province.

Public Health Assistance
THAI’s Second A 380 Goodwill Flight
Upon the delivery of THAI’s new A 380 aircraft, THAI together with Airbus Foundation and
Aviation Sans Frontiers, organized a ceremony to present donated items carried on board the
aircraft including children’s wheelchairs, rehabilitation bikes, high chairs, manual and electric
walkers, clothing and toys, all of which were presented to the Children’s Health Institution.

THAI AIRWAYS INTERNATIONAL PUBLIC COMPANY LIMITED

49

Social Responsibility Performance

Mobile Dental Unit
THAI donated 5,500,000 Baht for the
assembling of a mobile dental unit for the Faculty
of Science at Ramathibodi Hospital, Mahidol
University. This mobile unit will enable dentists
to reach local communities in remote areas who
have no access to necessary medical treatment.
In addition, THAI employees participated in this
project helping to create greater awareness and
participation among the workforce at THAI.

Support for Thai Medical Services
THAI offered support to the International Association of Doctors College Under the Royal
Patronage by sponsoring accommodation and meal expenses of 900,000 Baht for a period of three
years between 2012 - 2014 to help provide medical and public health services both within and
outside Thailand.

THAI Supports Thai Red Cross
Throughout 2013, THAI transported blood donated to the Thai Red Cross to hospitals to aid
patients and other national blood service providers nationwide. THAI carried a total of 69,038
kilograms of blood, with a freight value of 300,000 Baht. Transporting blood by air is faster and
helps save lives and aids the recovery of patients living in remote areas of the country.

Political Refuge
Air Service Evacuation
THAI has continued to show its preparedness to arrange special air services for transporting
Thai citizens back to Thailand in the event of political violence in the country of their residence.
In the case of political violence in Egypt, THAI worked in close coordination with the Ministry of
Foreign Affairs in planning special air services, which could be adjusted according to the situation,
to promptly evacuate Thai citizens to Thailand. When the situation improved special flights were
also arranged to transport a total of 268 students back to Cairo.
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Aid and Assistance to Victims of
Natural Disasters
THAI Helps Flood Victims
In aid of those devastated by Thailand’s major floods,
THAI donated 500 meal boxes and survival sacks to the
residents of Ayudthaya province and also 500 meal boxes,
survival sacks and two toilet floats to the people of Chacherngsao.

THAI Assists Victims of Typhoon Haiyan in the Philippines
THAI transported sanitary ware and basic
necessities from various organizations including
embassies, the Thai Red Cross, Thai Scout
Foundation and Royal Thai Air Force to assist
the people devastated by Typhoon Haiyan, in
the Philippines.

Social Campaigns and Promotions Education
Children’s Day Celebration
THAI, in cooperation with the Thai Pilot Association, organized activities
to mark Children’s Day in Thailand, taking 400 students from schools
located around Suvarnabhumi Airport on a special sky tour flying over Bangkok
and the Gulf of Thailand on board THAI’s Boeing 747-400 aircraft.
On November 21, 2013, a similar flight on board an A 330-300 aircraft was
arranged for 200 students in Songkhla province, flying over the Gulf of Thailand
and Songkhla province. The lives of these students have been affected by
the unrest in southern Thailand, and it has always been THAI’s concern to
make all possible efforts to uplift their spirits by providing out of class
experiences, like flying, and inspiring their future career paths.
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Learning Airport
THAI has continued to organize activities to promote learning potential and personal
competency among Thai youth. THAI employees are encouraged to take part in the Company’s
CSR activities one of which is the Learning Airport project, which aims to provide information on
air transportation to high school students from schools located around Suvarnabhumi Airport.
This will help create better understanding within the community about air transportation, and
at the same time inspire students in their future choice of studies and career. Exhibitions and
activities were organized in nine different schools with the participation of over 3,781 students.
Other participating organizations under the Ministry of Transport included Airports of Thailand
Public Company Limited (AOT), Civil Aviation Department, Aeronautical Radio of Thailand Limited
(AEROTHAI) and Civil Aviation Training Center, Thailand (CATC).

THAI’s Border Police Patrol School
THAI’s Border Police School was among THAI’s first social contribution projects. Starting in
1981, THAI joined with other organizations and a group of individuals to build the Border Police
Patrol School at Baan Kuddon, in Sa Kaew province. For 30 years, with the dedication and commitment
of THAI Management and staff, as well as the THAI Employee Club, THAI has played a key role in its
upkeep, constructing teachers’ quarters and providing additional educational materials and equipment.
The school was built with the objective of offering educational opportunities to children living in
a remote area while promoting a better quality of life. THAI is proud to be part of the efforts to
improvethe welfare of the children and people at Baan Kuddon
in line with His Majesty the King’s sufficiency economy initiatives.

Students of H.R.H Crown Prince
MahaVajiralongkorn’s Royal Scholarships
Visit THAI Technical Department
Some 180 Studentsfrom 77 provinces around Thailand, who
were awarded H.R.H Crown Prince MahaVajiralongkorn’s Royal
Scholarship Class 4, visited THAI Technical Department at Suvarnabhumi Airport. A briefing was
conducted to provide information on the overall technical and maintenance operations. The visit
helped enhance their learning experience as well as creating both personal and professional opportunities.
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THAI Provides Ticket Sponsorship for 2013 Academic Olympics
THAI offered ticket sponsorship to students and an officer
under the project organized by the Institute for the Promotion of
Teaching Science and Technology,selected to represent Thailand at
the International Academic Olympics 2013. The students competed
in seven academic fields - Mathematics, Computer Science, Chemistry,
Biology, Physics, World and Space Science, Astrology Physics/Astrophysics,
in seven countries namely Columbia, Australia, Russia, Switzerland,
Denmark, India and Greece. THAI’s support is in line with the
Company’s social contribution policy in the area of education to
promote Thai youth to become social models and build a good image
for Thailand.

Youth Science and Mathematics Camp
THAI joined with King Mongkut’s Institute of
Technology Ladkrabang and the Institute for
Promotion of Teaching Science and Technology (IPST)
in organizing Science and Mathematics Camp for
students to gain the basic experience on science and
mathematics. Students were given opportunity to
exercise their calculating and thinking skills on these
subjects as well as further practice their learning
process. In addition students were able to make
self-development and apply what they have learned
both in and out of classrooms, making these subjects
even more interesting.
Educational institutions and organizations from both private and public sectors were
welcome on Company Visit at THAI Catering Services, Aviation Resources Management, Technical,
Ground and Customer Services and THAI Cargo, to gain a better understanding of THAI’s operations.
In 2013 THAI welcomed 101 group visits out of which 75 were from educational institutes and 26
were from public/private sectors, accommodating a total of 3,976 visitors. Company visits often
help create and develop greater awareness and understanding of business operations while
enhancing occupational skills on the subject related to commercial airlines which will lead to
growth and expansion at national level.
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Sports Promotion
THAI Signs MoU with Baan Tong Yod Badminton School
THAI signed a Memorandum of Understanding (MoU) with Baan Tong Yod Badminton School
providing air ticket sponsor for badminton players to travel to matches both in Thailand and
abroad. THAI aimed to promote badminton youth players in Thailand to move forward to becoming
professional and successful players at international level. It also gives opportunity to THAI
employees to bring their children for badminton coaching at Baan Tong Yod raising greater interest
of this type of sports among Thai youth.

THAI Supports the 27th SEA Games in Myanmar
THAI provided cargo transportation support for the Olympic committee members and
officials from the Prime Minister’s Office traveling to Myanmar for the 27th SEA Games carrying
some 3,600 kilograms of sporting equipment for shooting, hockey, wind surf, sailboat and football,
calculated at 756,000 Baht.

Religious and Cultural Promotion
THAI Provided Special Discount for Volunteer Teachers
THAI together with the Center for Overseas Promotion of Thai Language and Culture, Faculty
of Education, Chulalongkorn University, provided special air ticket discounts and excess baggage
allowance for a group of nine volunteer teachers traveling on the route Bangkok-Los Angeles to
teach Thai language and culture at the Thai temple in Los Angeles.
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Group Ordination
During 30th November - 6th December 2013, THAI in
cooperation with the public and private sectors as well as
monk congregation organized a mass ordination for 87
monks to mark the auspicious occasion of His Majesty the
King’s 86th Birthday anniversary and 100th Birthday
anniversary of the Supreme Patriarch, at Wat Jet Yod in
Chiang Rai province.

Special Haj Flight from Narathiwat to Jeddah
THAI organized Haj flights for Muslim pilgrimage from southern
Thailand to travel to Saudi Arabia utilizing 295-seater A 330-300 aircraft,
carrying a total of 2,655 pilgrims. THAI placed special emphasis on providing
convenient and on-time services as well as serving Halal meals on board.

Employee Voluntary Activities
Flying Doctors and Nurses
THAI employees with medical knowledge and expertise joined together and organized a
range of voluntary activities at Border Police patrol school, Baan Tam Hin, Suang Pueng in
Ratchaburi province. Pilots and cabin crew who are doctors and nurses joined THAI medical team
and other volunteers offered health and dental examination checks for local and students.
Other activities included providing information on health and hygiene as well as offering free
haircut, giving out winter clothing and hosting lunch for school students.
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Blood Donation for the Thai Red Cross
THAI organizes blood donation for the Thai Red Cross on a regular basis. In 2013 THAI
arranged four blood donations with participation of 911 employees, gathering more than 365,000
cc of blood. THAI Technical Department together with Bhumibol Hospital, Directoriate of Medical
Services and Royal Thai Air Force jointly organized a blood donation to mark His Majesty the King’s
86th birthday anniversary and 120th Anniversary of the Thai Red Cross, registering 62 donors with
27,900 cc of blood donated.

THAI Supports Car Free Day
With the aim of promoting eco-tourism while
protecting the environment, THAI Cycling Club took
part in a range of social and charitable activities while
campaigning for the use of bicycles to help reduce
effects of global warming.

Volunteer activities at THAI Catering
THAI Catering Offers Career
For three consecutive years, THAI Catering has
organized various activities to provide occupational
experience for female inmates at Klong Prem Remand
Prison to help them with their possible career after
parole. THAI offered a cash fund of 10,000 Baht and
cooking courses for dishes like Khao Mun Gai, Khao
Kha Moo and noodles as well as courses for making
herbal drinks, snacks and bakery.

Changing Lives…Growing Smiles
THAI Catering collected aluminum lids and
donated to Prosthetic Foundation for the making of
55 prosthetic legs.

THAI Catering participates in the
first reforestation activity under the
Building Awareness of Team Work within the Organization”
THAI Catering Training Department also organized a reforestation project to promote teamwork
and good working attitude among employees while raising their awareness of social responsibility.
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Dog Tag Outdoor Club
In 1996, a group of cabin crew formed a Dog Tag Outdoor Club
with the aim of providing voluntary services to communities in the
remote areas of Thailand as we as to assist the underprivileged and
those in need of basic necessities, food and medicines while promoting
sustainable education. Under the royal guidance of H.R.H Princess
Maha Chakri Sirindhorn, in deciding on the location, the group helped
build schools for the hilltribes at Mae Fah Luang.
In 2013, the group built two schools for hilltribe children living at the border. On October
15, 2013, H.R.H Princess Maha Chakri Sirindhorn granted the royal audience to THAI Management
and members of the Dog Tag Outdoor Club to present 500,000 Baht cash donation towards the
Children and Youth Development Fund, which will be used for the Mae Fah Luang Hilltribes
Education Centers at Baan Senadeloo, Moo 1 and Kanejeuta Moo 9 in Tak province.

Donation of Sports and School Learning Equipment
Representatives from THAI Technical Department and employees from Technical Relations
Department at Suvarnabhumi Airport gave donated computer, clothing, rice, dried/canned food
and cleaning utensils to Baan Khao Pong, Baan Huay Krai and Koh Na Noi schools in
Prachuab Kirikan province.

Love the Sea, Save the Beach Project
THAI promotes the Company’s Love the Sea, Save the
Beach social contribution campaign through various media
channels including facebook, bloggers, on-line media, Pattaya
representative, tourism authority, private sector and volunteer
expats living in Pattaya, by organizing a clean-up operation
collecting the garbage from the beach, encouraging the people
to keep tourist attractions clean and unspoil.

Border Police Patrol School in Ubon Ratchathani
THAI employees working at Flight Simulator Department
formed a group called Chumpee Srinakorn with the aim of
providing possible assistance to the needed and underprivileged.
In 2013, group members brought donated items for the children
at Border Police Patrol school, Baan Pakla, Tambon Na Poh Klang,
Ampur Kong Jiem, Ubon Ratchathanim including toys, kitchen
cutlery, kitchen utensils and sports outfits as well as cash
donation of 60,000 Baht.
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Other Voluntary projects
Charity Rally
THAI’s Aircraft Maintenance Department presented 297 educational scholarships to
underprivileged children in the amount of 500 Baht per scholarship, totaling 148, 500 Baht.
Funds were raised to build a well-equipped children’s playground for Wat Tong Tua School, at
Tambon Klong Narai, Ampur Muang, in Chantaburi province, with a total of 15 items, valued
at 125,200 Baht. A cash donation of 69,575 Baht was given towards the Pa Pah ceremony at
Wat Tong Tua, in Chantaburi province.

Adding Dreams, Sharing Opportunities
for Highland Children
With the support from Headquarters of Sri Ayudthaya
Bank, the Chumpee Lek group donated 150 computers to
Om-Koi school and Nam-Koi school and community library in
Chiang Mai, and also Lekoh School and Long Pae College in
Mae Hong Son province and Mae Raming School in Tak province.
The group also organized its 8th social contribution activities
by painting school building, monastery and food hall.
Donations of 226 boxes and 140 sacks of clothing were presented to 300 students at Mae Fah Luang
Learning Center for the hilltribes at Baan Huay Nam Pueng in Chiang Mai and nearby provinces.
THAI’s 2013 Operational Performance as well as CSR activities both within and beyond the
process which can be calculated and translated into economic value as follows:
Economic Details

Amount (Baht)

Direct Economic Value Generated
• Revenues

210,768,824,621.00

Direct Economic Value Distributed
•
•
•
•
•

Operating Costs
Employee Wages and Benefits
Payments to Providers of Capital
Payments to Government
Community Investment

Economic Value Retained
Note : Data as of December 31, 2013
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175,942,323,456.00
33,091,975,460.00
6,368,362,983.16
236,331,147.17
58,435,811.00
-4,928,604,236.33
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Personnel and Employee Information Management
Human resources are one of the Company’s most important assets in driving the Company
towards achieving its goal of becoming the leading carrier with service excellence and the highest
standard of safety while maximizing customers’ satisfaction. Therefore, THAI has continued to
place special emphasis on human resource management and improving the Company’s structure
in line with its future business direction. The Company’s short term and long term plans will also
help ensure flexible and competitive personnel costs to support effective personnel management,
which will enable the Company to produce highly capable and skilled personnel. In addition,
THAI launched a number of personnel development programs to enhance efficiency as follows:

Performance-based Culture
Performance-based Culture to create a working culture that focuses on performance by
promoting teamwork to ensure that employees move in the same direction towards the Company’s
target. This program is also organized on a pay for performance basis.

Knowledge Management
Knowledge Management scheme has been introduced to develop systematic procedures
for knowledge management which will create a culture of knowledge exchange throughout the
Company. THAI also places special emphasis on an individual to team learning process by
encouraging systematic exchange of knowledge, organizing activities and providing a platform
for the exchange of ideas between the past and present generations to become a learning
organization. This will help increase organizational efficiency and ensure successful operations.
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Employee Engagement
Plans are in place to promote close relationships among THAI employees to help create
employee loyalty which in turn enhances effective performance in the long term.

Employee Development and Training
THAI places special emphasis on strategy and planning to develop employees’ capability
and skills to promote effective performance in preparation for any future change. This is done
through integration of personnel competency development, occupational development and
organizational development. THAI launched competency management programs in which top
executives participate and share their experiences, ideas and suggestions using the Management
Training Program for top executives, in the areas of attitude development, behavior, language
and culture, special skills and job rotation to ensure personnel skills in different aspects ensuring
suitability for future career paths.

60

SUSTAINABLE DEVELOPMENT REPORT 2013

Social Responsibility Performance

As for personnel welfare and protection of rights, THAI treats its workforce fairly and in
accordance with the law and the State Enterprise Relations Act B.E. 2543 which protects employee
benefits at levels not less than required by the Labor Law to ensure that all employees’ welfare is
protected. There was no forced labor, child labor, nor any obstructions to employee congregation
or negotiation while offering favorable benefits for every employee regardless of rank.
As for other companies that have contracts with THAI, none of those companies violated
employee rights. THAI’s conditions are clearly stated in all contracts, that business partners are
required to treat their workforce correctly and appropriately in accordance with the law throughout
the contract period. In 2013, THAI received no complaints of human rights violations.
In 2013, THAI employed a total of 23,931 permanent employees at the Head Office and
provincial offices. That was 59 employees less than the figure recorded in 2012.
Employee information recorded by gender, area and position
Employee Information
Total number of employees

Year 2013
23,931

Number of employees, by gender
- Male
- Female

14,797
9,134

Number of employees, by area
- Core Business
- Regional
- International

22,172
1,588
171

Number of employees, by position
- Executives (Level 11 and above)

46

- Executives (Level 8-10)

1,905

- Operations (Level 1-7)

21,980
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Employees who return to offices and remain with the Company following their parental leave
Cause of Leave

Male

Female

• Employees entitled to parental leave

-

9,166

• Employees exercised their parental leave

-

159

• Employees exercised their parental leave and return to
office

-

159

• Employees return to work after parental leave and
remain for one year

-

159

• Employees return to work and remain after parental
leave ends

-

96%

Recruitment and selection of new employees 2013, totaling to 511 persons (2.14 percent of
the total employees) and 565 retired and resigned (2.36) with the following details:
Ratio of New Employees to total employees, by gender, area and age
New Employee information

Year 2013
Person

Percent

- Male

323

1.35%

- Female

188

0.79%

- Core Business

500

2.09%

- Regional

11

0.05%

-

-

- Below 30 years

469

1.96%

- 30 - 50 years

42

0.18%

- Over 50 years

-

-

Number of new employees, by gender

Number of new employees, by area

- International
Number of new employees, by age
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Ratio of retired and resigned employees separating according to
their gender, location, and age range
Information on employees who resigned or retired

Year 2013
Person

Percent

- Male

347

1.45%

- Female

218

0.91%

- Core Business

541

2.26%

- Regional

24

0.10%

-

-

- Below 30 years

43

0.18%

- 30 - 50 years

222

0.93%

- Over 50 years

300

1.25%

Total number of employees who resigned or retired, by gender

Total number of employees who resigned or retired, by area

- International
Total number of employees who resigned or retired, by age

THAI recognizes employee benefits after termination of employment and has established
a provident fund to which the company pays nine percent of employee’s salary for those having
less than 20 years of employment and 10 percent for those with over 20 years of employment.
Employees contribute no less than two percent from their salary but not more than the percentage
paid by the Company. THAI reserved 1,187,522,758 Baht for the provident fund for its 21,131 members.
In addition, there is a pension fund to which THAI pays 10 percent of employees’ salary
to generate interest in case the cash amount in the pension fund is lower than its obligation.
THAI will contribute additional funds equal to the total amount of obligation at the end of the
accounting period, and employees under the pension fund must have been employed for not less
than three years to be entitled to this fund on their retirement, resignation or death.
The setting up of THAI’s Provident Fund is part of the Company’s care and concern for staff
welfare and benefits starting in June 1992. Staff who joined THAI after 1992 were able to join the
provident fund, but they were not entitled to apply for the pension fund. Therefore there were
no new pension fund members after commencement of the provident fund. THAI has allocated
219,920,524 million Baht for the 2013 pension fund for 2,774 staff members.
In 2013, THAI allocated budget to pay for debts resulting from the following projects:
• Incentive (10 times the salary) in the amount of 220,598,380 Baht
• Vacation compensation of 45,392,499 Baht
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The method applied for the calculation of employee benefits is in accordance with the
International Accounting Standard issue no.19 for Employee Benefits implemented in 2011 for
recording debts and expenses. THAI hired a consultant to offer insurance calculation services to
calculate employee benefits.

Personnel Development
In 2013 THAI has continued to introduce training programs to develop employee quality
and standards in order to prepare for future changes that could impact the organization. THAI
also strives to continue to increase the Company’s competitiveness and employees are an important
factor in enabling THAI to reach its goal and long term success. THAI launched a Talent Management
program for its employees enhancing their competency and preparing them to become
professionals. This is part of the Company’s strategy to develop an effective organization structure,
especially the Human Resource Development and Corporate Activity Department called THAI High
Flyer personnel development program to accumulate experience in preparation for future changes
and to become future executives.
THAI together with Airbus conducted a feasibility study on setting up THAI Technical Training
Center in Asia with the aim of establishing a training center of international European standard
to produce personnel in various professions to accommodate future airline business expansion
in Southeast Asia. In 2013, personnel training programs accounted for the following training
hours divided by gender and position:
Training Information
Average Training Hours (hour/person/year)

Year 2013
36

Average Training Hours, by gender (hour/person/year)
- Male

36

- Female

36

Average Training Hours, by position (hour/person/year)
- Executives (Above Level 11)

18

- Executives (Level 8-10)

36

- Operational (Level 1-7)

36

THAI also adopted IT to help improve the training and learning procedures in the form of
e-learning to enhance training opportunities and reduce limitation of personnel participation
and expenses.
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Safety Management
Safety is the top concern in the aviation industry and must be maintained and exercised to
ensure maximum safety for THAI employees, passengers and all related parties in accordance with
safety regulations and requirements. Safety has always been THAI’s top priority in the transportation
of passengers and cargo to and from their destinations while offering timely and convenient
services. THAI operates in accordance with international safety requirements of the following
organizations:
• ICAO (International Civil Aviation Organization)
• Thai DCA (Department of Civil Aviation Thailand)
• JAA (Joint Aviation Authorities)
• FAA (Federal Aviation Administration)
• IOSA (IATA Operational Safety Audit)
• IATA (International Air Transport Association)

Flight Safety
THAI is licensed to operate commercial flights for both domestic and international routes.
THAI follows similar national and international safety rules and regulations as other international
airlines, as well as the minimum requirement or compliance base while striving to achieve
performance excellence. THAI has organized a range of activities related to proactive safety strategy
and predictive safety strategy as well as conducting flight data analysis to control the quality of
flight operations, enabling THAI to calculate flight operational risk in order to determine measures
to prevent future incidents.
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Activities were also organized for pilots, cabin crew and operations staff to complete the
Safety Management System training programs. These activities helped support THAI’s proactive
strategy by promoting safety awareness and culture on a regular basis while improving the pilot
and cabin crew safety report system via e-reporting system. Risks can be reported instantly and
completely to the departments concerned for further action.

Responsibility for Employees’ Health and Safety
Human resource management is an important mechanism in the development and growth
of an organization. It is at the helm of success of the organization in moving forward and towards
achieving the key objectives. Therefore the elements of health and safety as well as risk prevention
and healthy working environment are crucial and must be maintained in line with business
operations. THAI established the Company’s Occupational Health and Safety policy statement
based on empathy and commitment using good governance and employee benefits as guidelines
to operational effectiveness and steady development.
THAI’s operations cover all necessary aspects of occupational health and safety while regularly
organizing health and hygiene activities to provide useful information on health care and
protection. An exercise zone is allocated for employees and THAI supports activities of company
clubs including sports, music and recreation to facilitate their operations and targets. An occupational
health and safety committee was set up with safety officers being appointed to safeguard office
buildings, performing checks and resolving problem issues that could impact or cause harm to
employees’ health. These officers are also required to make necessary plans and take precautions
concerning any incidents that might affect employees’ physical and mental health.
Preparedness of employees to handle unexpected circumstances is also an important factor.
Therefore THAI organized occupational health, safety and environmental training practice for all
levels of employees with responsibility in these areas, to raise their awareness of possible risks
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which may occur from operations. Training was conducted for executives and chiefs to prepare
them to become safety officers. Members of the Occupational Health and Safety Committee also
received training to ensure effective performance. THAI also established an assistance plan for
employees and their families to provide information, training and advice on occupational health
and safety issues as well as for the control of harmful diseases as follows:

Plans for education and training
THAI provided information to employees at headquarters and provincial offices whose health
check results showed any abnormalities to help prevent any office syndrome. Knowledge about
workplace office hygiene was also provided for future prevention plans.

Advice and Consultation
THAI offered advice on health check results and risk factors for employees working at
headquarters and provincial offices on health issues, both work and non-work related, in
accordance with medical benefits and procedures.

Treatment Plan
THAI provided medical treatment for work or work-related conditions. Some can be cured,
for example skin rashes, and some bone and muscle disorders. Those which cannot be cured
would receive advice and be sent to see specialist medical professionals . Reports are sent to
employees who may be at risk of accidents or specific diseases. Employees working on the ramp
are at risk of accidents and sensory nerve damage as a result of noise. Technical staff may be in
contact with chemical substances, while those working in the cargo warehouse are at risk of bone
or muscle injury or illness as a result of lifting or moving heavy items.
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Summary of training, consultation, preventive control and cure of medical conditions for
example, diabetes, HIV, stress, office syndrome and other diseases for employees and families as follows:

Conditions

Recipients

Training
YES

Sensory hearing loss
Lung diseases
Bone and muscle
injuries
Rashes
Contact with chemical
substances
Diabetes
Cardiac blood vessels/
coronary heart disease
Hepatitis
High blood pressure
Cervical cancer
Kidney diseases

Employees
Family
Employees
Family
Employees
Family
Employees
Family
Employees
Family
Employees
Family
Employees
Family
Employees
Family
Employees
Family
Employees
Family
Employees
Family

NO

P

YES

NO

P
P
P
P

P

Control &
Protection

Treatment

YES

YES

P
P

P
P
P

P
P

P
P

P
P

P

P
P

P

P
P
P

P
P

P
P
P
P
P
P
P
P
P
P
P
P
P

NO

P
P
P
P

P
P

P
P
P
P
P
P
P
P
P
P
P
P

NO

P

P
P
P
P
P
P

P
P
P
P
P
P
P
P
P
P
P
P

Advice/
Consultation

P
P
P
P
P
P
P
P
P
P
P
P

* THAI provides no training, consultation service, or preventive control treatment for the community

In 2013, there were 95 employees diagnosed with sensory hearing loss who received
consultation, training and information on preventive control of sensory hearing loss. There were
14 employees diagnosed with slight symptoms of sensory loss. The departments concerned were
notified for future corrective prevention in accordance with the law.
No employees were diagnosed with lung diseases, while106 employees were diagnosed with
lung defects and received consultation.
Knowledge and information on bone and muscle injuries was given to eight employees and
there were reports of injuries with seven employees. The departments concerned were notified
for future corrective measures.
One employee was diagnosed with skin rash and the department concerned was notified
for future corrective measures.
Examination results for five employees who were in contact with chemical substances were
abnormal. They were re-examined and given useful information on sickness from chemical
contacts. No abnormalities were found in the results of the second examination.
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Passenger Safety
THAI provides safety information via its website www.thaiairways.com and social networks.
THAI has continued to encourage the concept of Safety Management System related to cabin
safety. The safety system was implemented for strict practice in order to avoid any risks which
could lead to incidents or accidents within the cabin. THAI also focuses on creating awareness
among pilots and cabin crew to provide attentive service especially where safety is concerned,
in order to build passenger confidence in THAI’s operations and service excellence throughout
their journey.
THAI operates in accordance with ICAO’s safety requirements. THAI’s on board products
meet the standard and requirements of the Thai Civil Aviation and are certified by the Federal
Aviation Administration (FAA) of the United States and by the European Aviation Safety Agency
(EASA) of the European Community, to ensure the highest standard of safety for all THAI passengers.
THAI adopted the Safety Management System (SMS) as a tool to control and track risk factors
that may affect the safety of THAI’s flight operations. The system helps to ensure that air
transportation operations are in accordance with international requirements, which is an important
factor in the airline business by safely transporting both passengers and cargo to their destinations.
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The Safety reporting system that has been
developed through the e-reporting system
enables reports to be sent more quickly and
conveniently via the web based system, which
in turn allows THAI to acknowledge and resolve
problems immediately. With this system data
can be collected for analysis enabling THAI to
initiate both proactive and preventive measures.
Flight Safety Index (FSI) and Safety Performance
Indicator (SPI) are made available for THAI
executives enabling them to track, check and
give any authorization necessary to solve
problems in a timely manner.
Flight Data Analysis Program (FDAP) has been employed to analyze information recorded
on every flight, which enables THAI to track any possible risks during flight operations. Data is
collected for appropriate management to avoid any accidents while enhancing flight safety. The
integration of FADP helps further enhance THAI’s SMS. In the case of an accident flight information
can be constructed in the form of computerized simulation of the accident for further analysis to
find appropriate guidelines in solving problems.
THAI has continued to develop its Cabin Safety Management in line with the Safe & Warm
policy, giving THAI passengers confidence in their flight and warm cabin service throughout their
journey until arrival at their destination.
THAI’s Internal Audits Program and Vendor Audits Program, certified by IATA, have been
used as tools to help monitor and control safety quality. Conducted on an annual basis, the
Internal Audits Program is applied to control safety quality of each function within THAI and
improve working quality. The vendor audits program is applied to the Company’s suppliers to
create confidence in their service safety and quality. Vendor auditing is conducted every two
years.
There are other projects related to safety management including participation at ICAO, IATA
and AAPA meetings. THAI used IATA Safety Trend Evaluation, Analysis & Data Exchange System
and the Company’s participation at AAPA Emergency Response Conference as forums to exchange
views, making effective preparations for any emergency in flight operations with airlines in this
region, as part of THAI’s efforts to enhance operational safety. Over 150 airline representatives
attended the AAPA conference.
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Adding to flight safety, THAI has continued to place special emphasis on food safety in
accordance with international food safety standards. The production process is strictly regulated
to ensure food safety and quality by applying refrigerated food technology for cold chain production
and throughout the food production chain to avoid placing food in unsafe temperatures to
maintain its quality and freshness. THAI also applies the Good Manufacturing Practice (GMP) in
its production process which is the pre-requisite program in accordance with HACCP requirements.
THAI also follows food safety standards of:
• Food safety standard IFSA/AEA for airlines around the world: World Food Safety Guidelines
for Airline Catering, 3rd version, June 2010
• Food standard and safety CODEXAlimentarius Commission, Hazard Analysis and Critical
Control Point (HACCP) System andGuidelines for its application. Annex to CAC/RCP 1-1969,
Rev.4-2003
• Food hygiene and safety QSAI Catering Quality Assurance Programme, Food Processing
Safety Standards & Interpretation Guidelines
THAI places special emphasis on control, preventive and problem-solving approaches. Food
quality is continually reviewed using a hygiene audit system. THAI also conducts thorough checks
and biological analysis of each type of food and product to ensure effective control of food quality
and safety.
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Consumer Satisfaction
THAI develops products to maximize customer satisfaction based on using the unique Thai
identity, and research information from internal and external organizations acceptable to the
airline industry such as IATA. Passenger demographic statistics are used for product development.
These products are designed and manufactured by companies to international standards, from
taking delivery of new aircraft, improvements of meals on board, their ingredients, flavor and
aroma, improvements for every service contact point, speedy check in, improvement of baggage
arrival at the belt within 15 minutes of landing.
THAI has continued to create customer satisfaction for every target group especially those
who require extra care such as the disabled, children and the elderly. Facilities have been arranged
to ensure maximum convenience for our passengers including special seat assignments to facilitate
passenger evacuation in case of emergency, improvements of toilets in new aircraft, availability
of wheelchair onboard, installation of moveable armrests and the use of High-lift loaderequipped
with safety belt for a wheelchair to board or disembark disabled passengers when the aircraft is
not connected to the terminal via anaerobridge. In addition, signage and staff for assistance are
provided as well as improvements of various amenities at THAI Head Office as follows:
Type of facilities for the disabled and elderly persons
Location at THAI
Head Office

Warning
Blocks

Building 1
Building 2

Ramp

Non-slip
Stairs with
Handrail

P

P

Stairs

P
P

P

Building 4

P

Building 5

P

P

P

Building 6

P

P

P

Building 9
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THAI has set procedures for assisting disabled passengers in accordance with the US Ministry
of Transport 14 CFR (Code of Federal Regulations) Part 382 for Nondiscrimination on the Basis of
Disability in Air Travel. Some parts of the content are incorporated in THAI’s Inflight Service
Operation Procedure (ISOP), Passenger Handling Manual (PHM) and Central Information System
(CIS).
Since 2011, THAI has arranged training for it inflight service personnel in accordance with
the requirements of the 14 CFR Part 382. Each year 30 classes of three hour training are arranged
and attended by 1,500 employees which accounted for 6.27 percent of the total number of
employees. Training is also arranged for Complaint Resolution Officials (CRO) to write accurate
reports in cases where such requirements are not properly followed. THAI also provided
presentation of information necessary for disabled passengers such as on board safety
demonstration and sign language, on board safety manual in braille script and inviting disabled
persons to visit THAI’s Head Office to develop greater understanding and travel satisfaction.
Since 1997, THAI has been using its in-house THAI Customer Satisfaction Survey for passengers
traveling on THAI international routes as a tool to assess the level of customers’ satisfaction, their
needs and expectations. The results are used for further improvement of THAI products and
services and to ensure that they are of high standard and quality. THAI also aims to maintain its
previous and existing customer-base by focusing on providing a high standard of products and
services at every customer contact point, at pre-flight, inflight and post-flight separating them
into 15 service rings as follows:
1 Reservation & Call Center
2 Ticketing
3 Websale & Information
4 Royal Orchid Plus (ROP)
5 Check in
6 Lounge
7 Boarding
8 Cabin Crew
9 Seating
10 Inflight Entertainment (IFE)
11 Food & Beverage
12 Business Facilities
13 Arrival
14 Baggage
15 Irregularity Handling
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Methodology of the survey comprises the following:
1 THAI customer satisfaction survey
2 E-survey via e-mail
3 Purchase of IATA-Air@t/ International Air Transport Association
4 Results of Star Alliance on-line customer satisfaction surveys
5 Analysis of customer complaints and compliments from every channel of communication
such as letter, telephone, fax, e-mail and social networks
THAI uses the Customer Satisfaction Index (CSI) from the above mentioned sources for making
analytical assessment and summary before submission to the management, for use as guidelines
to determine the strategy for developing quality products and services. It was found that THAI’s
CSI has increased over the past five years.

Customer Satisfaction Index

80
60
40
20
0
2009

2010

2011

2012

2013

In addition, THAI reinforces service standards called Service Operation Procedure (SOP) and
Service Delivery Standard (SDS) at key service points while THAI’s service manual is readily available
for staff at various service points. Internal audits are conducted on a regular basis to ensure that
quality and standard services are provided for customers.

74

SUSTAINABLE DEVELOPMENT REPORT 2013

Social Responsibility Performance

Analysis of overall Customer Satisfaction (January – October 2013) including comparison of
survey results of the same period in 2012 showed passenger satisfaction ranking, with the highest
being for Cabin Crew Service which is THAI’s strong point and which received the highest
compliments and satisfaction ranking. Second ranking was Check in Service at Bangkok Station
receiving the highest satisfaction for staff capability when compared with other stations.
Recommendations for improvements concerned long check in queues for economy class passengers.
Third ranking was Reservations and Ticketing with similar suggestion from passengers regarding
long queues.
As for other services that need improvement, aircraft seating was the first item noted by
THAI passengers to help enhance traveling convenience. Meals on board for outbound flights was
second on the list for improvement of taste, quality and choice. Thirdly, the Inflight Entertainment
should offer more choices with the system operating reliably.
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Responsible Marketing Communication
Marketing communication is another important mechanism to connect with consumers to
show our determination and commitment towards our consumers. In 2013, THAI operated in
accordance with Transportation Strategy with two major plans related to marketing communication
namely IMC (Integrated Marketing Communication Strategies) and proactive distribution of news
and information through various communication channels.
THAI operations created no disputes and followed the Consumer Protection Act B.E. 2522
with amendments (issue no.2) B.E. 2541 in areas of consumer rights. It states that consumer
advertising and labeling should contain factual information and cause no harm to consumer.
Consumers have the right to receive correct and sufficient information on any product and service
to ensure that they receive appropriate services. Results showed THAI’s commitment to providing
products and services focusing on consumers’ benefits.
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Awards and Achievements

In 2013 THAI was awarded both domestic and international accolades as a result of the
dedication and commitment of THAI’s Management and staff to ensure steady operational growth
and expansion. THAI has long been the pride of the nation and it is important that THAI continues
to move forward to a successful future.

Social Responsibility
• SET Award 2013 from the Stock Exchange of Thailand in recognition of THAI’s Outstanding
Responsibility among the registered companies in Thailand with market capital of
between 20,000-50,000 million Baht.

• Outstanding Sustainability Report 2013 presented by the Association of Thai Registered
Companies which places special emphasis on encouraging registered companies to
publish sustainability reports and provide environmental and social management
information for investors and investor markets.

• CSRI Recognition Award 2013 from the Corporate Social Responsibility Institute and SET
presented to registered companies in recognition of performance in areas of Social
Responsibility, awareness and dedication to the promotion and development of business
operations taking into consideration the aspect of social responsibility.

• Outstanding Building in areas of Occupational Safety and Environment in the Workplace
2013 from the Ministry of Labor for THAI’s Operations Center and Cargo and Mail facility.
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• Certificate for Senior Citizens 2012 presented by the Committee on Children, Youth and
Social Development, Women, the Elderly and Disabled and Disadvantaged following
Elderly Persons Act B.E.2546, with amendments (issue no.2) B.E. 2555. This includes
protection, promotion and support in various aspects including utilizing the accumulated
experience and wisdom of the elderly to help create a valuable elderly society

Environment
• THAI was the second runner-up for Outstanding Energy Award for Laksi Office Building,
at the ASEAN Energy Awards 2013 in Bali, Indonesia.

• THAI received the Thailand Energy Award 2013 for Passenger and Cargo transportation
for employing an IT system for tracking fuel consumption in flight operations and
Outstanding Energy Award for Retrofitted Building.

Services
• Business Traveller Asia Pacific Awards 2013
•
•
•
•

Ranked third for Best Airline in the World Award 2013
Ranked third for Asia Pacific Airline Award
Ranked third for Economy Class Award
Ranked third for Best Frequent Flyer Program Award

• THAI was named for Travel Agents Choice Award 2013 in the category Far East and Australia
at the World Travel Market 2013. The Travel Agents Choice Award is organized every year
and presented to travel operators with outstanding performance. Votes came from readers
and agents in the UK.
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• TTG Travel Award 2013 for Southeast Asian Airlines and Best Business Class organized for
24 consecutive years by TTG Asia Media’s Travel Trade Publishing Group, publisher of
Thailand Travel Gazette (TTG) magazine

• Asiana Airline’s Award 2012 for maintenance of food standard and quality from Asiana
Airline. The survey was conducted among 1,000 people comprising managers, ground
managers, equipment control officers and cabin attendants of Asiana.

• Smart Travel Asia 2013 from on-line Smart Travel Asia magazine. The survey was
conducted among its readers, who named THAI for the following awards:
• Ranked fourth for Best World Airlines
• Ranked third for Best World Inflight Services
• Ranked sixth for Best Asian Airline, Value for Travel

• The Most Courteous and Helpful Check In Staff presented at the Customer Satisfaction
Awards – Airline and Passenger Handling Agents category by Hong Kong International
Airport (HKIA). The survey was conducted among passengers at HKIA

• Best Intercontinental Airline at Norwegian Grand Travel Award 2013 of Norwegian travel
industry in Oslo, Norway

• Diamond Award 2013 for Best Airline, Best Air Transportation for 300,000-799,999 tons
of cargo from Air Cargo Excellence survey by Air Cargo World

Others
• SET Award 2013 from the Stock Exchange of Thailand (SET) for Outstanding Investor
Relations in the category of market capital value of 20,000-50,000 million Baht.

• Marketing Award of the Year organized by Payload Asia magazine. The award was
presented for outstanding media advertising of THAI Cargo products and services on a
regular basis.

• Plaque of Appreciation from the Prime Minister’s Office presented to THAI in recognition
of its effort in setting up an Information Center, being a role model company for fiscal
year 2013. This Plaque of Appreciation was also presented in recognition of THAI’s practice
in accordance with standard transparency index set for the government sector.
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CSR Participation of the Board of Directors

On May 2, 2011, the Board of Directors appointed a Social Promotion Committee entrusted
with the responsibility of providing regular support for CSR activities. Employees are given
opportunities to participate in exchanging views and ideas for proposed CSR projects and joining
CSR activities, as well as meetings with outside organizations. Appropriate CSR concepts and ideas
are adapted and implemented for THAI. In 2013, the Board of Directors1 displayed their
commitment to social responsibility by taking part in the following CSR activities:

Thailand 2020 Exhibition
Mr. Ampon Kittiampon, THAI’s Chairman, joined the official opening of Thailand 2020
Exhibition organized to promote Thailand’s investments to the world. On March 8, 2013, Thailand
2020 Exhibition was co-organized by the Ministry of Transport, Ministry of Finance and Prime
Minister’s Office, at the Government Complex on Changwattana Road, Nonthaburi province.
The exhibition was organized to create better understanding among the public and investors on
investment in transportation and basic infrastructure to accommodate the joining of AEC in 2015.
THAI has a seat on the committee and sub-committee responsible for organizing seminars and
exhibitions on investment in transportation and basic infrastructure during 2013 - 2020 to promote
important investment projects under the Ministry of Transport’s investment plans.

THAI Assists Southern Community for two consecutive years
Pol. Gen. Wichien Poteposri, member of THAI’s
Board of Directors and also the Chairman of the Social
Promotion Committee, together with representatives of
THAI Management and staff, presented a cash donation
and basic necessities from THAI, and 1,000 school
backpacks from Boeing Company, to soldiers, teachers
and students in Narathiwat province at the Royal Thai
Navy base, Chulabhorn Camp.
1

Following the Board of Directors’ meeting no. 12 held on December 20, 2013, Mr. Chokchai Panyayong, Executive Vice President
Commercial, was appointed Acting President in place of Dr. Sorajak Kasemsuvan, with effect from January 2, 2014.
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THAI Gives Life Back to the Land
Mr. Apiporn Pasawat, member of THAI’s Board of Directors, and THAI Management recognize
the importance of forest conservation. THAI coordinated with the Forestry Department to jointly
develop the forest area at Baan Rong Bonn, Moo 12, Tambon Muang Kham, Ampur Phan, in
Chiang Rai province, to promote and encourage the local community to join this conservation
effort for the local forest areas. The participation included tree planting, building dams to increase
forest humidity, improving signage of nature and rest areas.

TG Police Support Unit
On January 13, 2013, Mr. Chutinan Bhirompakdi,
member of THAI’s Board of Directors and also member of
the Social Promotion Committee, together with Mr. Apiporn
Pasawat, visited TG Police Support Unit at Bang Seu station.
On February 9, 2013, bicycles were presented in support of
the work of the police unit. TG Police Support Unit project
was launched with the aim of providing assistance to visitors,
both Thai and foreign, who may experience problems of theft
or stolen belongings.

THAI Assists Flood Victims
Mr. Sorajak Kasemsuvan, THAI’s President, together
with THAI staff, presented 500 survival sacks of basic
necessities to monks at Wat Tan Aien and the people living
near the river who were affected by the floods for over one
month in Ayudthaya province.
Representatives from THAI also presented two toilet
floats and 500 survival sacks to the flood-affected communities
living along the Bang Pakong river bank in Chacherngsao.

THAI Celebrates Children’s Day
On November 21, 2013, Mr. Chutinan Bhirompakdi, a THAI Board member and also a
member of the Promotion of Social Activities Committee, led a team of executives and staff
volunteers to join the Children’s Day project at Hat Yai Airport, Songkhla province. THAI flew some
200 students aged between 12 - 18 years from four southern provinces on board an A 330-300
aircraft for a special half hour flight TG 8976 over the Gulf of Thailand. The children were able to
enjoy and admirespectacular views of the area while gaining greater awareness of conservation
of Thailand’s rich natural resources.
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GRI
Content Index
This SD Report has been assessed at B Level based on the GRI reporting guidelines. Every indicator
is referred from the GRI G3.1 guidelines.
Profile

Partial

1. STRATEGY AND ANALYSIS
1.1
Statement from the most senior decision-maker of the
organization (e.g., CEO, chair, or equivalent senior position)
about the relevance of sustainability to the organization and
its strategy.
1.2
Description of key impacts, risks, and opportunities
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43-46,
101-104
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2. ORGANIZATIONAL PROFILE
2.1

Name of the organization

2.2
2.3

Primary brands, products, and/or services
Operational structure of the organization, including main
divisions, operating companies, subsidiaries, and joint ventures.
Location of organization’s headquarters
Number of countries where the organization operates, and
names of countries with either major operations or that are
specifically relevant to the sustainability issues covered in the
report.
Nature of ownership and legal form
Markets served (including geographic breakdown, sectors
served, and types of customers/beneficiaries).

2.4
2.5

2.6
2.7
2.8

Scale of the reporting organization

2.9

Significant changes during the reporting period regarding size,
structure, or ownership
Awards received in the reporting period.

2.10

P
P
P
P

14
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58-59
47

14
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31-34
15, 24-25,
68-69
10-13
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3. REPORT PARAMETERS
REPORT PROFILE
3.1
Reporting period (e.g., fiscal/calendar year) for information
provided.
3.2
Date of most recent previous report (if any).
3.3

Reporting cycle (annual, biennial, etc.)

3.4

Contact point for questions regarding the report or its contents.

P
P
P
P

8
8
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REPORT SCOPE AND BOUNDARY
3.5
3.6
3.7
3.8

Process for defining report content
Boundary of the report (e.g., countries, divisions, subsidiaries,
leased facilities, joint ventures, suppliers).See GRI Boundary
Protocol for further guidance.
State any specific limitations on the scope or boundary of the
report
Basis for reporting on joint ventures, subsidiaries, leased
facilities, outsourced operations, and other entities that can
significantly affect comparability from period to period and/or
between organizations.

P
P
P

11-12
8
84-89
11-12
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Data measurement techniques and the bases of calculations,
including assumptions and techniques underlying estimations
applied to the compilation of the Indicators and other
information in the report.
3.10
Explanation of the effect of any re-statements of information
provided in earlier reports, and the reasons for such re-statement
(e.g., mergers/acquisitions, change of base years/periods,
nature of business, measurement methods).
3.11
Significant changes from previous reporting periods in the
scope, boundary, or measurement methods applied in the
report.
GRI CONTENT INDEX
3.12
Table identifying the location of the Standard Disclosures in
the report
ASSURANCE
3.13
Policy and current practice with regard to seeking external
assurance for the report. If not included in the assurance
report accompanying the sustainability report, explain the
scope and basis of any external assurance provided. Also
explain the relationship between the reporting organization
and the assurance provider(s).
4. GOVERNANCE, COMMITMENTS, AND ENGAGEMENT
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AR Page

3.9

GOVERNANCE
4.1
Governance structure of the organization, including
committees under the highest governance body responsible
for specific tasks, such as setting strategy or organizational
oversight.
4.2
Indicate whether the Chair of the highest governance body is
also an executive officer (and, if so, their function within the
organization’s management and the reasons for this
arrangement).
4.3
For organizations that have a unitary board structure, state the
number and gender of members of the highest governance
body that are independent and/or non-executive members.
4.4
Mechanisms for shareholders and employees to provide
recommendations or direction to the highest governance
body.
4.5
Linkage between compensation for members of the highest
governance body, senior managers, and executives (including
departure arrangements), and the organization’s performance
(including social and environmental performance).
4.6
Processes in place for the highest governance body to ensure
conflicts of interest are avoided.
4.7
Process for determining the composition, qualifications, and
expertise of the members of the highest governance body and
its committees, including any consideration of gender and
other indicators of diversity.
4.8
Internally developed statements of mission or values, codes of
conduct, and principles relevant to economic, environmental,
and social performance and the status of their
implementation.
4.9
Procedures of the highest governance body for overseeing the
organization’s identification and management of economic,
environmental, and social performance, including relevant
risks and opportunities, and adherence or compliance with
internationally agreed standards, codes of conduct, and
principles.
4.10
Processes for evaluating the highest governance body’s own
performance, particularly with respect to economic,
environmental, and social performance.
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COMMITMENTS TO EXTERNAL INITIATIVES
4.11
Explanation of whether and how the precautionary approach
or principle is addressed by the organization.
Externally developed economic, environmental, and social
charters, principles, or other initiatives to which the
organization subscribes or endorses.
4.13
Memberships in associations (such as industry associations)
and/or national/international advocacy organizations in which
the organization
STAKEHOLDER ENGAGEMENT

4.16
4.17

List of stakeholder groups engaged by the organization
Basis for identification and selection of stakeholders with
whom to engage
Approaches to stakeholder engagement, including frequency
of engagement by type and by stakeholder group.
Key topics and concerns that have been raised through
stakeholder engagement, and how the organization has
responded to those key topics and concerns, including through
its reporting.

Disclosure on Management Approach (DMAs)
DMA EC
Aspect
DMA EN
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Economic Performance
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Indirect economic impacts
Disclosure on Management Approach EN
Energy
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Water

30-31, 41

Emission, Effluents and Waste

30-31, 41

Products and services
DMA LA
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Disclosure on Management Approach LA
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Employment
45

Occupational Health and Safety
Aspect

DMA HR
Aspect
DMA SO

Training and Education
Diversity and equal opportunity

59-61

Equal remuneration for women and men
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Disclosure on Management Approach HR
Child Labor
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Freedom of association and collective bargaining
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Remediation
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Disclosure on Management Approach SO
30-31, 46
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Public Policy
24, 75-77

Compliance
DMA PR

Disclosure on Management Approach PR
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Customer health and safety
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65-68
59-60, 64

Local Communities
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Economic Performance Indicators

Partial

ECONOMIC PERFORMANCE
EC1
Direct economic value generated and distributed, including
revenues, operating costs, employee compensation, donations
and other community investments, retained earnings, and
payments to capital providers and governments.
EC2
Financial implications and other risks and opportunities for
the organization's activities due to climate change.
EC3
Coverage of the organization's defined benefit plan obligations.
EC4

Economic Performance Indicators

P
P
P

SD Page

125

58

Remark

45
174

Partial

EMISSIONS, EFFLUENTS, AND WASTE
EN18
Initiatives to reduce greenhouse gas emissions and reductions
achieved.
EN21
Total water discharge by quality and destination.

50-51,
53-54, 56
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AR Page
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38, 40

P

43

P

EMPLOYMENT
LA1
Total workforce by employment type, employment contract,
and region, broken down by gender.
LA2
Total number and rate of new employee hires and employee
turnover by age group, gender, and region.
LA15
Return to work and retention rates after parental leave, by
gender.
OCCUPATIONAL HEALTH AND SAFETY
LA8
Education, training, counseling, prevention, and risk-control
programs in place to assist workforce members, their families,
or community members regarding serious diseases.
TRAINING AND EDUCATION
LA10
Average hours of training per year per employee by gender,
and by employee category.
EQUAL REMUNERATION FOR WOMEN AND MEN
LA14
Ratio of basic salary and remuneration of women to men by
employee category, by significant locations of operation.
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PRODUCTS AND SERVICES
EN26
Initiatives to mitigate environmental impacts of products and
services, and extent of impact mitigation.

63-64

25

P

ENERGY
EN5
Energy saved due to conservation and efficiency
improvements.
WATER
EN8
Total water withdrawal by source.

Labor Practices and Decent Work Performance Indicators

AR Page

P

Significant financial assistance received from government.

INDIRECT ECONOMIC IMPACTS
EC8
Development and impact of infrastructure investments and
services provided primarily for public benefit through
commercial, in-kind, or pro bono engagement.

Fully

98

31-32,
34-36,
41-43, 46

AR Page

SD Page

Remark

61
62-63
62

67-68

64

61
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Human Rights

Partial

FREEDOM OF ASSOCIATION AND COLLECTIVE BARGAINING
HR5
Operations and significant suppliers identified in which the
right to exercise freedom of association and collective
bargaining may be at significant risk, and actions taken to
support these rights.
CHILD LABOR
HR6
Operations and significant suppliers identified as having
significant risk incidents of child labor, and measures taken to
contribute to the effective abolition of child labor.
REMEDIATION
HR11 Number of grievances related to human rights filed,
addressed, and resolved through formal grievance
mechanisms.

Society Performance Indicators

CUSTOMER HEALTH AND SAFETY
PR1
Life cycle stages in which health and safety impacts of
products and services are assessed for improvement, and
percentage of significant products and services categories
subject to such procedures.
PRODUCT AND SERVICE LABELLING
PR5
Practices related to customer satisfaction, including results of
surveys measuring customer satisfaction.
MARKETING COMMUNICATIONS
PR7
Total number of incidents of non-compliance with regulations
and voluntary codes concerning marketing communications,
including advertising, promotion, and sponsorship by type of
outcomes.

AR Page

SD Page

Remark

61

P

61

P

61

P

Partial

LOCAL COMMUNITIES
SO9
Operations with significant potential or actual negative
impacts on local communities.
SO10
Prevention and mitigation measures implemented in
operations with significant potential or actual negative
impacts on local communities.
PUBLIC POLICY
SO5
Public policy positions and participation in public policy
development and lobbying.
COMPLIANCE
SO8
Monetary value of significant fines and total number of
non-monetary sanctions for non-compliance with laws and
regulations.

Product Responsibility Performance Indicators

Fully

Fully

AR Page

41-43, 46

P

Partial

23

35

P

163-165,
175-176

Fully

AR Page

SD Page

23-25

65-66,
69-71

P

P

Remark

41-43, 46

P

P

SD Page

Remark

72-75

76

P
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Performance
Indicators &
Sector Supplement
Performance Indicatiors

B+

Report on all criteria
listed for Level C plus:
1.2
3.9, 3.13
4.5 - 4.13, 4.16 - 4.17

Management Approach
disclosed for each
Indicator Category

Report fully on a minimum
of any 20 Performance
Indicators, at least one from
each of: economic,
environment, human rights,
labor, society, product
responsibility.***

A

A+

Same as requirement
for Level B

Management Approach
disclosed for each
Indicator Category

Respond on each core
and Sector Supplement*
indicator with due regard to
the materiality Principle by
either: a) reporting on the
indicator or b) explaining
the reason for its omission.

Report Externally Assured

Report fully on a minimum
of any 10 Performance
Indicators, including at least
one from each of: social,
economic, and
environment.**

B

Report Externally Assured

OUTPUT
OUTPUT

Disclosures on
Management
Approach

C+

Report on:
1.1
2.1 - 2.10
3.1 - 3.8, 3.10 - 3.12
4.1 - 4.4, 4.14 - 4.15

Not Required

OUTPUT

Standard Disclosures

Profile
Disclosures

C

Report Externally Assured

Report
Applicaion Level

*
Sector supplement in final version
** Performance Indicators may be selected from any finalized Sector Supplement, but 7 of the 10 must be from the original GRI Guidelines
*** Performance Indicators may be selected from any finalized Sector Supplement, but 14 of the 20 must be from the original GRI Guidelines
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