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+ Vision

To be a bank which provides  
quality financial services in line  

with customers’ requirements, and  
is well equipped with qualified human 

resources and world-class technology and 
working systems, while maintaining its 

status as a well-established international 
bank and a leading Asian bank.



+ Mission

+ Core Value

The Bank has a financial mission, market and customer mission,  
quality operational mission, and capability mission, as described below:

The Bank’s core value, which enables it to continue to be the leading bank 
in the country, is “to provide quality financial services which satisfy customers 
in keeping with the Bank’s role as a trusted partner and reliable close friend”. 

All personnel in the Bank are required to recognize and uphold this in their individual conduct 
in all circumstances. The core value embraces the following working philosophies: 

To provide excellent 
quality service  

from the customer’s 
point of view

To provide  
quality work 

To perform duties  
as ethical and 

professional bankers 

To work  
as a team with 
shared goals

To give importance 
to personnel 
development

1 2 3 4 5

Financial Perspective

•	 To attain stable growth in  

financial performance

Market and Customer Perspective

•	 To maintain business 
leadership with service 
excellence 

Quality Operations Perspective

•	 To have efficient working 
systems and quality control 
procedures 

•	 To set standards for work 
processes and be able to use 
data from these processes 

		 to support decision-making 

Capability Perspective 

•	 To equip the Bank’s staff  
with the ability and potential  
to support the Bank’s 
business expansion
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+	MESSAGE FROM THE CHAIRMAN, 
	 THE EXECUTIVE CHAIRMAN AND 
	 THE PRESIDENT

From left to right: Deja Tulananda, Piti Sithi-Amnuai, Chartsiri Sophonpanich

Sustainability Report 2018 | Bangkok Bank Public Company Limited Bangkok Bank Public Company Limited | Sustainability Report 2018



5
We are doing this by providing customers with new business 
opportunities through our domestic and international networks, 
leveraging our expertise in supporting corporate and international 
customers, and putting digital innovation at the heart of our 
operations to ensure we can efficiently support our customers 
today and tomorrow, enriching their digital lifestyles by collaborating 
with business and technology providers.

In recent decades, Bangkok Bank has placed importance on laying 
the foundations for systematic development of sustainability  
by keeping up to date with financial developments in Thailand 
and abroad, governance standards and measures in Thailand 
and the region, United Nations’ Sustainability Development  
Goals (UN SDG), the National Strategy (2018-2037), and the Bank  
of Thailand’s Strategic Plan (2017-2019). Our aim is to determine 
a direction and strategy for sustainable development of the Bank 
so that it gains recognition internationally. The Bank was listed 
among the Stock Exchange of Thailand’s Thailand Sustainability 
Investment (THSI) securities for the third consecutive year in 2018.

In 2018 Bangkok Bank experienced a major change due to  
the passing of our then Chairman Mr. Chatri Sophonpanich.  
The loss of our much-loved and respected leader brought  
deep sorrow to all executives and staff. The current management 
is determined to continue with our mission to maintain the Bank’s 
role as a leading bank in ASEAN and Asia, and as a Thai bank 
with a network covering important economies in the world.  
We maintain our determination to build stable and sustainable 
growth along the guidelines established by our former Chairman.  

As a key financial intermediary trusted by customers, investors 
and government agencies within and outside Thailand, Bangkok 
Bank remains committed to its vision and business guidelines, 
pursuing socially responsible policies and sustainable 
development. As well as supporting all our stakeholders so  
they can be strong and self-reliant, building their potential to 
pass on their strengths to society, we provide efficient and  
secure financial products and services that are appropriate 
to the changing needs of customers, while practicing high 
governance standards to enhance the economic, social, and 
environmental strengths of Thailand. 

In line with our vision to be a leading bank in ASEAN and Asia, 
we continue to focus on three major trends – regionalization, 
digitalization and urbanization – which are driving economic, 
social and environmental changes in all parts of the world. 

Bangkok Bank 
remains committed 
to its vision and 
business guidelines, 
pursuing socially 
responsible policies 
and sustainable 
development.
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In this report, the Bank has published the results of its  
undertakings on sustainability development, starting from  
the review of materiality issues from the perspective of 
stakeholders inside and outside the Bank. Consequently, five 
focus areas of sustainability have been identified and 12 
materiality issues listed. Our commitment to each materiality  
issue has been established so that the Bank can monitor, assess, 
and clearly and efficiently measure the results of relevant 
activities, ensuring they are in accordance with guidelines for 
sustainability established by the Stock Exchange of Thailand, 
the Securities and Exchange Commission, and the Bank of 
Thailand, as well as internally-accepted standards, such as the 
Dow Jones Sustainability Index (DJSI) and Global Reporting 
Initiatives (GRI).

We are confident that following this framework and these 
guidelines will contribute positively to the Bank’s image and 
reputation as a sustainable bank, and that the experience  
gained from committing to the five focus areas of sustainability 
will enable the Bank to expand the success to our branches and 
business units in other countries as well.

The five focus areas of sustainability for Bangkok Bank are that 
we help our customers grow while supporting the wider 
community as a true friend; we create value through innovation 
to benefit from the global digital revolution; we support talent 
development and create value in the workplace to develop new 
skills and capabilities; we share our expertise and financial 
knowledge to help empower our customers; and we practice 
ethical banking through good governance in our own business 
and those of our customers, including caring for the environment 
and society. The five focus areas encompass the 12 materiality 
issues outlined in this report.

Our short-term approach to sustainability focuses on reviewing 
our performance in terms of sustainable development and 
corporate social responsibility, making plans for improving and 
leveraging existing activities, and initiating new activities in 
accordance with accepted international standards.

For the medium-term, our commitment is defined by prescribing 
key performance indicators for our sustainability activities in 
terms of the materiality issues.

For the long-term, we are confident that we will achieve our 
objectives of being a responsible bank, and that all our business 
units, operation units and support units will comply with the 
guidelines for sustainable development. These objectives,  
when achieved, will enhance the Bank’s positive image and  
stability with regard to the economy, society and environment as  
accepted by all stakeholder groups.

We are proud that our activities have positively impacted the 
Bank’s sustainable development. Activities include supporting 
farmers and small and medium-sized enterprises (SME) to 
achieve sustainable strength, providing advice and financial 
support to infrastructure and energy projects which take into 
account environmental impacts, practicing business ethics and 
good governance, caring for customers and other stakeholders, 
and helping conserve Thai arts and culture, as part of our efforts 
to create sustainable and strong communities and society.

The Five focus 
areas are True  
friend, Digital 
Revolution, Value  
Chain Empowerment, 
Employee Centric, 
and Ethical  
Banking.
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The Bank must overcome a range of challenges to its sustainable 
development, in particular ensuring that the operations of all our 
units address the materiality issues. To achieve this, we plan to 
use modern technology for communicating, educating and 
training executives and staff at all levels so that they understand 
the significance of and collectively participate in the Bank’s 
sustainable development. 

We are confident that the results of the Bank’s sustainability 
undertakings, as published in this report, will help readers and 
those enthusiastic about Bangkok Bank’s reputation, image, and 
stability, to learn about our intention, direction, and performance 
in all aspects, including business operating results and 
sustainable development.

Bangkok Bank understands that Thailand faces challenges in its 
development path to establishing a technologically-advanced 
economy, high earnings for Thai people, upgraded transportation 
and energy infrastructure, and high-value industries. In support 

of the UN SDG, Bangkok Bank has identified a sustainability 
program which brings together social, economic, and 
environmental dimensions in a systematic way, under the five 
focus areas of sustainability .

On behalf of the Board of Directors, the Board of Executive 
Directors, executives, and all staff, we thank all stakeholder 
groups for their continued confidence in the Bank. We will remain 
steadfast in our determination to create financial products and 
services on the basis of good governance, social responsibility 
and environmental conservation, and to help all parts of our 
country grow in a stable and sustainable manner.

Deja Tulananda
Executive Chairman

Piti Sithi-Amnuai
Chairman

Chartsiri Sophonpanich
President

The Five focus 
areas are True  
friend, Digital 
Revolution, Value  
Chain Empowerment, 
Employee Centric, 
and Ethical  
Banking.
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+	ABOUT BANGKOK BANK

BANGKOK BANK IN BRIEF

Bangkok Bank Public Company Limited is a leading commercial bank in Thailand, which 
was established on December 1, 1944. The Bank has been listed on the Stock Exchange 
of Thailand since 1975, the very first year of operation of the Stock Exchange of Thailand. 
The Bank was the first Thai bank and among the first 16 companies listed on the national 
stock market. The Bank provides a complete range of financial services under a business 
emblem of “Bualuang”, which means “lotus” in Thai. Its motto “puan koo kit, mit koo 
baan” (aspiring to be a trusted partner and reliable close friend) reflects its determination 
to always stand by customers and the Thai society.

PRODUCTS AND SERVICES

Main products and services for business customers include 
operating accounts in Baht and other currencies, commercial 
credit cards, merchant services, payment services, collection 
services, fund transfers, project finance, revolving credit, financial 
services for international trade, digital banking for business, 
liquidity management, financial risk protection services, and 
investment advisory services for customers interested in investing 
in member countries of the ASEAN Economic Community (AEC).

The Bank provides loans to various businesses and industries, 
such as manufacturing and commercial sectors, public utilities 
and services, housing loans, property and construction sectors, 
agricultural and mining sectors, and others.

Main products and services for individual customers include 
savings products, such as basic banking accounts, savings 
deposit accounts, fixed deposit accounts, and foreign currency 
deposit accounts; credit cards and debit cards, fund transfer 
and payment services, digital banking services, electronic 
banking services and self-service machines; family security 
services, such as life insurance, accident insurance, health 
insurance, and non-life insurance; personal loans and home 
loans; and investment products, such as retirement mutual funds, 
and long-term funds. 
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TARGET CUSTOMER GROUPS

The Bank provides financial products and services to business and individual customers, both within and outside the country, via 
service channels covering all customer groups. Examples of these service channels are branches, electronic banking channels, and 
internet banking channels. 

The Bank categorizes its customers into main groups as follows.

Corporate banking customers
These are large companies and multi-
national companies doing business in 
Thailand in various industries. The Bank 
allocated staff with specialized skills  
and knowledge in relevant industries to 
serve these customers.

Individual customers
These are consumers in general who 
need to use financial services in various 
forms via the Bank’s nationwide branch 
network, electronic banking channels, 
and digital banking service. This customer 
group also includes those interested in 
financial advice and investment products.

Commercial banking customers
These are medum-sized companies 
striving to develop their businesses  
to be ready to cope with changes in  
the business landscape,  and/or  
preparing to hand over the business to 
next-generation heirs.

International business customers
These are large companies operating 
international businesses, and interested 
in expanding their operations to various 
countries in which the Bank has branches, 
including Thailand.

Business banking customers
These are small-sized enterprises in  
need of enhancement of their business 
potential. To support these customers,  
the Bank provides knowledge useful  
for adding value to their businesses,  
and connects them to new business 
opportunities.

Investment banking customers
These are large companies which need 
to raise funds through issuance of debt 
instruments to invest in large development 
projects, or to finance merger and 
acquisition transactions. Some companies 
also need treasury services to alleviate 
risks and maximize benefits from 
movements in exchange rates and 
interest rates.
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UK

1
China

6

Singapore

1
 Indonesia

3

Myanmar

1

Vietnam

2

Cambodia

1

Philippines

1

Japan

2

Hong Kong

2

Taiwan

3

Laos

2 Thailand

1,161*
Malaysia

5

Cayman 
Islands

1

US

1

As of December 31, 2018

SERVICE NETWORK 

NUMBER OF BRANCHES
* Not including self-service outlets
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(Consolidated Financial Statement)
million Baht

2015 2016 2017 2018

Assets 2,835,852 2,944,230 3,076,310 3,116,750

Loans* 1,868,903 1,941,093 2,003,989 2,083,160

Deposits 2,090,965 2,178,141 2,310,743 2,326,470

Liabilities 2,473,821 2,564,985 2,674,303 2,703,591

Total income 157,044 152,747 160,253 170,653

Net profit** 34,181 31,815 33,009 35,330

* Deducting deferred incomes **Profit attributable to the Bank only

Note:	 Consolidated financial statement comprises financial statement of Bangkok Bank Public Company Limited and its subsidiaries, including BBL (Cayman) 
Limited, Bangkok Bank Berhad, Sinnsuptawee Asset Management Company Limited, BBL Asset Management Company Limited, Bualuang Securities 
Public Company Limited, Bangkok Bank (China) Company Limited, and Bualuang Ventures Company Limited.	

	 Most subsidiaries of the Bank are incorporated in Thailand, except BBL (Cayman), which is incorporated in the Cayman Islands; Bangkok Bank 
(Berhad), in Malaysia; and Bangkok Bank (China), in China. All the Bank’s affiliates are incorporated in Thailand.

	 The consolidated financial statement does not include that of BBL Nominees (Tempatan) Berhad, which is wholly-owned by Bangkok Bank Berhad, 
and Bangkok Capital Asset Management Company Limited, which is wholly owned by Bualuang Securities.

PARTICIPATION AS MEMBERS OF OTHER ORGANIZATIONS

The Bank is determined to undertake its business by adhering to principles of business ethics, good governance, and sustainable 
development in order to take part in creating sustainable value for the economy, society, and the environment. The Bank is a participating 
member of various organizations and has played a role in advancing the work of these organizations, offices, and associations as follows. 

Organization Participating Role

Thai Bankers’ Association Mr. Chartsiri Sophonpanich, President, is an advisor to the Thai Bankers’ 
Associations’ Board of Directors.

ElectronicTransactions Development 
Agency (Public Organization) (ETDA)

Mr. Chartsiri Sophonpanich, President, is a director and a member of  
certain committees.

National Science and Technology 
Developmen Agency (NSTDA)

Mr. Chartsiri Sophonpanich, President, is a director.

Stock Exchange of Thailand Mr. Charamporn Jotikasathira, Executive Director, is a director.

Suksapattana Foundation Mr. Charamporn Jotikasathira, Executive Director, is a director.

+	KEY FINANCIAL INDICATORS
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Organization Participating Role

Institute for Technology and Innovation 
Management, Mahidol University

Mr. Thaweelap Rittapirom, Executive Vice President, is a director.

Thailand Banking Sector Computer 
Emergency Response Team (TB-CERT) 

Mr. Kitti Kosavisutte, Senior Vice President, Technology Division,  
is the committee chairman.

National Cyber Security Committee Mr. Kitti Kosavisutte, Senior Vice President, Technology Division,  
is a committee member.

COLLABORATION WITH OTHER ORGANIZATIONS 

The Bank cooperates with various parties – government sector, private sector, associations, business clubs, chambers of commerce, 
and educational institutions inside and outside the country – in order that its business undertakings generate maximum benefits to 
stakeholders. In 2018, the Bank supported and participated as a member of associations, clubs, institutions, and chambers of 
commerce with total financial support of Baht 32 million. The organizations which received the three highest amounts of financial 
support are as follows:

Organization
Amount  

(million Baht)
Proportion  

(%)

Thai Bankers’ Association 17.94 56.06

Institute of International Finance (IIF) 6.55 20.46

Thai Chamber of Commerce 5.02 15.70

CORPORATE GOVERNANCE

The Bank places greatest importance on good corporate governance and maintaining ethics in undertaking its business, as they 
serve as principles for sustainable growth of the Bank, strengthen public confidence in the Bank, and enhance the Bank’s reputation 
as a national and regional leading bank in accordance with the Bank’s vision. 

The Bank has therefore established a good corporate governance policy and respective practical guidelines to ascertain that  
its business undertakings are in compliance with the laws, purpose, Articles of Association of the Bank, and resolutions of  
shareholders’ meetings which are in writing and have been communicated via various communication channels inside the Bank  
for executives and staff at all levels to acknowledge. The Bank has also communicated the policy and guidelines to stakeholders 
and the general public on its website.

Sustainability Report 2018 | Bangkok Bank Public Company Limited Bangkok Bank Public Company Limited | Sustainability Report 2018



14
Audit and Control

Board of Executive
Directors

Risk Management
Committee

Audit
Committee

Chairman
Board of Executive Directors

President

Business
Domestic Banking Group
-	 Corporate Banking
-	 Commercial Banking
-	 Business Banking
-	 Consumer Banking

International Banking Group
-	 International Financial Institution Activities 
-	 International Branches

Investment Banking Group
-	 Treasury
-	 Merchant Banking
-	 Securities Business

Support and Administration
-	 Accounting and Finance
-	 Human Resources
-	 Technology
-	 Innovation
-	 Risk Management
-	 Credit Management
-	 Property Management
-	 Research
-	 Public Relations
-	 Compliance

Operations
-	 Shared Operation

Products and Services
-	 Credit Card 
-	 Product and Distribution

Nomination and
Remuneration 

Committee

BOARD OF DIRECTORS

ORGANIZATION CHART
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The structure of the Bank’s good corporate governance begins 
with the Board of Directors which has the greatest duties and 
responsibilities. The Board of Directors plays a vital role in 
governing the Bank’s business undertakings so that the Bank 
attains good performance results, remains competitive, achieves 
sustainable growth in a changing business environment, and 
adds value to the business and for shareholders, while taking 
into consideration business ethics and the needs of stakeholders, 
as well as being responsible to society and to the environment. 
The Board of Directors’ leadership and vision are keys to the 
Bank’s success, and to the ability of the Bank to grow in tandem 
with Thailand throughout the years.

Members of the Board of Directors consult among themselves 
about significant economic, social and environmental issues at 
their monthly meetings. Should there be scrutinization of a matter 
related to the Bank’s policy on corporate social responsibility, 
the Corporate Secretary will include such matter in the agenda 
and propose it to the meeting of the Board of Directors.

To ascertain if the Bank’s business undertakings are aligned  
with its set goals, the Bank’s Board of Directors has authorized 
the Board of Executive Directors to oversee the Bank’s business 
management and ensure that business undertakings are in 
alignment with the policy, goals and business plans set forth by 
the Board of Directors. The Board of Executive Directors is also 
required to report the Bank’s performance result to the Board of 
Directors. 

The Board of Directors has appointed committees to screen 
matters to be submitted and provide opinions to the Board of 
Directors as well as to monitor and oversee the Bank’s operations 
as assigned by the Board of Directors for the purpose of the 
Board of Directors’ effective performance of its duties. The 
committees must report their progress to the Board of Directors 
on a regular basis. These committees include the Board of 
Executive Directors, the Nomination and Remuneration 
Committee, the Risk Management Committee, the Audit 
Committee, and the Management Committee.

The Board of Executive Directors performs duties as assigned 
by the Board of Directors, including approval of loans and 
investments, as well as conducting any other normal businesses 
or activities related to the Bank’s operations. It also scrutinizes 
matters requiring the approval of the Board of Directors or the 
shareholders’ meeting, in accordance with legal requirements 
or the Bank’s Articles of Association.

The Nomination and Remuneration Committee selects and 
nominates suitable persons to the shareholders’ meeting or the 
Board of Directors for appointment as directors, selects and 
nominates directors to the Board of Directors to appoint as 
members of various committees, and selects and nominates 
suitable persons to the Board of Directors to appoint as senior 
executive officers, as well as to recommend the appropriate 
remuneration thereof.

The Risk Management Committee oversees and ensures that 
the Bank’s risk management is systematic and continuous, 
efficient and effective, most beneficial to the Bank, and is in line 
with the Bank’s strategic plan and overall risk management policy.

The Audit Committee assists the Board of Directors with the 
auditing of financial reports, internal controls and internal audits, 
and with the selection of, and work in co-ordination with, the 
Bank’s external auditors.

The Management Committee is tasked with the duties of 
operating the business in accordance with the set policies and 
objectives, by considering and/or performing its duties in 
accordance with policies given by the Board of Executive 
Directors, scrutinizing and following up on the performance of 
various units of the Bank, and prescribing various areas of 
policies in order to present them to the Board of Executive 
Directors for consideration. The Management Committee is also 
tasked with managing internal and external communications,  
and considering projects and services as well as management 
guidelines and new business strategies to present to the Board 
of Directors.

Details of the Bank’s good corporate governance have been 
published in the Annual Report 2018 under the topic of  
“Corporate Governance”.
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GHG
CERTIFIED
COMPANY

CAC
CERTIFIED

Greenhouse gases 
emitted from 
business operations

Total income

170,653 million Baht

9.33
scale

45,207
cubic meters

7.21
scale

Net profit

35,330 million Baht

406.3
million Baht

Systems service certified

ISO/IEC 27001: 2013

904
courses

Private Sector Collective
Action Coalition Against
Corruption (CAC) 

39%

46%
of energy
industry loans

4,758 tonnes
CO2 equivalent

Financial support to social and 
sustainable development

Staff training courses provided

Customer recommendation 
for overall service (on 0-10 scale)

Customer satisfaction 
with branch service (on 0-10 scale)

Treated and reused wastewater equivalent
to 7% of the water used at the Head Office 
buildings and branches nationwide

Granted to alternative
energy developers 

Purchased carbon credits equivalent to
20% of greenhouse gases emitted
from the Bank’s Head Office buildings

• Scope 1: 12,189 tonnes of 
 CO2 equivalent 

• Scope 2: 68,093 tonnes of 
 CO2 equivalent

• Scope 2: 1,473 tonnes of 
 CO2 equivalent

Registered users of Bualuang 
mBanking and Bualuang iBanking: 
> 6.6 million

Anti-corruption 
commitment re-certified

+	SUMMARY OF SUSTAINABLE  
	 PERFORMANCE IN 2018 

16

Economic Dimension Social Dimension Environmental Dimension

Sustainability Report 2018 | Bangkok Bank Public Company Limited Bangkok Bank Public Company Limited | Sustainability Report 2018



+	ABOUT THIS REPORT
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OUR APPROACH 

This is the first year that the Bank has produced a “Sustainability 
Report”; in previous years we produced a “Corporate Social 
Responsibility Report”.

This change has been made to allow the Bank to report on its 
sustainability development and social responsibility more 
accurately, in line with the reporting framework and disclosure 
criteria set forth by governing bodies in Thailand and 
internationally recognized agencies, namely the Stock Exchange 
of Thailand, the Securities and Exchange Commission, the Bank 
of Thailand, the Dow Jones Sustainability Index (DJSI), and the 
GRI Sustainability Reporting Standards (GRI). 

Content and data published in this report were collected and 
screened by the relevant units within the Bank, following a 
reporting structure designed to encompass all relevant areas. 
Initially, the working team prepared a draft report for executives 
responsible for undertakings relevant to materiality issues and 
the Executive Vice President in charge of the Office of the 
President and the Public Relations Department to review the 
correctness and completeness of content before forwarding the 
draft report to the Board of Directors to seek its consent for 
disseminating this report to the Bank’s stakeholders and the 
general public.

In this report, we have selected activities which have a significant 
impact on sustainability across the three dimensions – economic, 
social, and environmental – and which reflect the Bank’s 
materiality issues. In this way, the report complies with GRI 
reporting standards at the core option level and with the  
additional component Financial Services Sector Disclosure G4. 
The reporting period covers activities and undertakings of the 
Bank from January 1 to December 31, 2018. It is a continuation 
of the previous year’s report, for 2017, which was distributed on 
March 21, 2018.

SCOPE OF CONTENT 

This report covers materiality issues agreed upon by both internal 
and external stakeholders, with potential to create economic, 
social, and environmental impacts as a result of the Bank’s 
business undertakings. The scope of the report covers only the 
operations of the Bank in Thailand, relating to 94.2 percent of 
the Bank’s total revenues. However, when the report deals with 
content and information relating to the Bank’s overseas business, 
the business of subsidiaries and affiliates, or other business 
beyond the scope of this report, these exceptions will be noted.

In addition, the Bank has also complied with the four reporting 
principles of GRI, which are stakeholder inclusiveness, 
sustainability context, materiality, and completeness, so as to 
make this report as complete as possible.

Those wishing to express opinions, give advice, 
or inquire for more information; please contact:
Corporate Secretary
Bangkok Bank Public Company Limited
333 Silom Road, Bang Rak, Bangkok 10500, Thailand
Telephone: 1333 or (66) 0-2230-2888
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Engagement with stakeholders allows the Bank to understand 
their needs and expectations. To determine how to effectively 
meet the needs of each stakeholder group, the Bank has 
identified guidelines for treatment of stakeholders, and has 
published information on its website (https://www.bangkokbank.
com/en/About-Us/Corporate-Social-Responsibility/Corporate-
Governance-Policy) that details its service standards in 
accordance with principles of sound business ethics and in line 
with the code of conduct to give stakeholders confidence and 
alleviate risks that might negatively affect the Bank’s image, 
reputation, and business undertakings.

The Bank believes that adhering to sound business ethics and 
a code of conduct are crucial for strengthening good corporate 
governance in line with the Bank’s determination to be “puan koo 
kit mit koo baan” (a trusted partner and reliable close friend) of 
customers. The Bank recognizes the rights of every stakeholder 
group, taking into consideration the depth of the relationship and 
the impacts on the Bank’s business undertakings.

The Bank has identified stakeholder groups based on the depth 
of relationship and possible impacts to the Bank’s business 
undertakings by applying some of the criteria and conditions of 
Stakeholders Engagement Standard AA 1000SES that are 
relevant to the Bank’s business context so that it can conduct its 
stakeholder engagement more efficiently.

The Bank has classified its stakeholders into seven groups, 
namely shareholders and investors; employees, customers, both 
business and individual; counterparties in the supply chain, 
namely suppliers, service providers, and parties contracted to 
provide services on the Bank’s behalf; creditors, both trade and 
financial; industry peers; and communities, society and the 
environment, including regulatory authorities, non-profit 
organizations, the public, and mass media.

In the process of engaging with stakeholders over the past year, 
the Bank has reviewed its engagement methods, its 
communication channels and the frequency of their use, and has 
determined its approach to meeting the interests and expectations 
of each stakeholder group as follows. 

Shareholders and 
investors

Customers
+	Business
+	Individual

Employees

Industry peers Creditors
+	Trade
+	Financial

Community, society and 
environment

+	Regulatory authorities
+	Non-profit organizations
+	The public
+	Mass media

Counterparties

+	Suppliers
+	Service Providers
+	Parties contracted to provide
	 services on the Bank's behalf

+	STAKEHOLDER ENGAGEMENT 
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Shareholders and investors

+	 Engagement channels and frequency
•	 Annual General Shareholders’ Meeting once a year, and 

Extraordinary Shareholders’ Meetings as required 
•	 Disclosure of information in the Annual Registration Statement 

(Form 56-1), Annual Report (Form 56-2), and Sustainability 
Report in print or electronic form every year 

•	 55 meetings with investors and stock analysts in 2018
•	 123 conference calls with investors and stock analysts in 2018 

(including calls made after announcement of performance 
results)

•	 15 meetings with investors in 2018.

+	 Interests and expectations
•	 Satisfactory investment return in line with the economic climate, 

as well as steady and sustainable growth in performance 
results

•	 Good corporate governance in business undertakings, with 
efficient, transparent, and accountable business management 
in accordance with the code of conduct

•	 Equitable treatment of shareholders.

+	 Approach for meeting expectations
•	 Recognize and observe the rights of every shareholder in an 

equitable manner by honoring their rights to propose items for 
the shareholders’ meeting agenda in advance, submit 
questions in advance, nominate persons for directorship, and 
express their opinions in meetings

•	 Undertake business in accordance with principles of good 
corporate governance, strictly adhere to ethical principles,  
and disclose evenly and fully the practical guidelines for 
treatment of stakeholders 

•	 Generate performance results based on prudent and efficient 
management principles, and manage risks in a timely fashion

•	 Maintain an Investor Relations Department to liaise on 
information disclosure, handle inquiries and disclose key 
performance results, and build good relationships with all 
stakeholder groups

•	 Disseminate information through various channels and media 
to all investor groups.

Customers

+	 Engagement channels and frequency
•	 Conduct customer satisfaction survey every year 
•	 Organize activities throughout the year to promote relationships 

between the Bank and its customers 
•	 Organize training and seminars to provide knowledge and 

financial advice regarding savings, trade and investment 
throughout the year

•	 Visit customers in accordance with year-round appointment 
schedules to strengthen relationships and accommodate  
their needs

•	 Receive complaints and provide services through the Bank’s 
Phone Banking Center on telephone number 1333, or website 
www.bangkokbank.com, 24 hours a day.

+	 Interests and expectations
•	 Undertake business in a fair and professional manner
•	 Offer products and services to meet the needs of every 

customer group
•	 Maintain readiness to respond quickly to customers’ needs
•	 Provide financial transaction services which are secure and 

maintain customer confidentiality
•	 Make it convenient to access financial products and services, 

as well as financial advice and knowledge.

+	 Approach for meeting expectations
•	 Maintain good relationships with customers as their  

“puan koo kit mit koo baan” (trusted partner and reliable  
close friend)

•	 Continue to innovate and deliver products and services to  
meet customers’ needs 

•	 Focus on providing transparent and easy-to-understand 
services to customers

•	 Continue to provide a variety of convenient, suitable channels 
for customers to access financial products and services 

•	 Train staff to elevate the quality of their service standards, and 
stringently protect information and customer confidentiality.
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Employees

+	 Engagement channels and frequency
•	 Organize orientation for new hires twice a month
•	 Organize an annual meeting with executives from units 

nationwide to announce the Bank’s policy at the beginning of 
January every year

•	 Conduct an annual survey on executives’ satisfaction levels 
with the performance of the Human Resource Division

•	 Assign a team of staff members to represent the Bank at 
scheduled weekly meetings with the Bangkok Bank Managerial 
Officers Union, and Bangkok Bank Workers Union

•	 Disseminate information to all staff in the “Our News” internal 
newspaper, which is published every two weeks

•	 Disseminate daily announcements, news, and information 
about interesting activities on the Bank’s intranet “BBL 
Connect”, internal e-mail, and public address system so that 
staff receive the information in a timely fashion 

•	 Evaluate the performance of staff twice a year.

+	 Interests and expectations
•	 Obtain suitable remuneration and benefits in line with the 

economic and social climate 
•	 Receive training for continuous improvement of skills and 

expertise useful to planning a career path and advancing  
along it

•	 Receive an appropriate level of staff welfare and enjoy a safe 
working environment 

•	 Have access to equipment and facilities suitable for work.

+	 Approach for meeting expectations
•	 Prescribe regulations, working procedures, and staff benefits 

which are clear, fair, and accountable
•	 Set remuneration, benefits, and assistance at levels that 

provide a good living for staff
•	 Provide training for staff suited to the nature and level of their 

work 
•	 Maintain a suitable workplace environment in accordance  

with principles of occupational health and workplace safety
•	 Listen to the opinions of staff and understand their needs  

as communicated by the representatives of the two labor 
unions.

Counterparties

+	 Engagement channels and frequency
•	 Meet with new vendors (or with existing vendors when new 

contracts are signed) to listen to their suggestions and clarify 
protocols for working together 

•	 Communicate in writing to inform vendors of every significant 
change to the Bank’s relevant rules

•	 Hold meetings with vendors at least once a year to hear their 
opinions and give suggestions for improving their products 
and services.

+	 Interests and expectations
•	 Receive transparent, fair, and equal treatment in doing 

business in accordance with good governance principles
•	 Receive payment in full and on time.

+	 Approach for meeting expectations
•	 Honor contract terms as agreed upon with vendors in a fair 

manner 
•	 Establish transparent and accountable criteria for selecting 

vendors and prescribe management guidelines and 
procedures for working with vendors

•	 Evaluate vendors’ goods and services; business undertakings; 
and social and environmental responsibility conduct, to help 
vendors elevate the standards of their business undertakings, 
and place importance on vendors who practice environmental 
care and sustainable development.

Creditors

+	 Engagement channels and frequency
•	 Disseminate accurate information on a regular basis, honestly 

and equitably 
•	 Communicate about the Bank’s products and services through 

mass media and advertising with comprehensive coverage
•	 Receive suggestions and complaints through the Bank’s 

call center on telephone number 1333, or website 
www.bangkokbank.com, 24 hours a day.

+	 Interests and expectations
•	 Receive interest and principal repayments on schedule
•	 The Bank continues to undertake its business in a stable and 

sustainable fashion.
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+	 Approach for meeting expectations
•	 Honor all conditions mutually agreed upon on the basis of 

honesty and mutual trust
•	 Maintain creditor confidentiality 
•	 Manage liquidity so that creditors can be repaid in a timely 

fashion and on schedule
•	 Communicate continually to provide general information, 

knowledge, and important information accurately and 
completely.

•	

Industry peers

+	 Engagement channels and frequency
•	 Participate as a member of the Thai Bankers’ Association, and 

gain opportunities to exchange opinions with other member 
banks every month

•	 Participate as a member of various associations and clubs and 
gain opportunities to take part in various activities with these 
organizations, namely the Thai Bankers’ Association, which 
has formed the Joint Standing Committee on Commerce, 
Industry and Banking (JSCCIB - Thailand) in collaboration with 
the Board of Trade of Thailand and the Federation of Thai 
Industries, and working groups or clubs under the umbrella of 
the Thai Bankers’ Association, such as the CSR Club, Credit 
Card Club, Branch Management Club, and the Sustainable 
Banking Working Group.

+	 Interests and expectations
•	 Undertake business with transparency and fairness, and 

maintain good relationships among industry peers 
•	 Compete within legal boundaries.

+	 Approach for meeting expectations
•	 Follow guidelines for treating competitors with mutual good 

understanding and cooperation 
•	 Undertake business within regulatory boundaries and fair 

competition rules under the supervision of the Bank of Thailand, 
and the Securities and Exchange Commission.

Community, society and environment

+	 Engagement channels and frequency
•	 Produce weekly television programs to share knowledge of 

financial and business management with the general public 
and with businesses striving to achieve sustainable growth

•	 Continue to organize community, social and environmental 
activities with a focus on preserving the uniqueness of Thai 
culture at least twice a month

•	 Receive suggestions and complaints through the call center 
on telephone number 1333, or website www.bangkokbank.com, 
24 hours a day.

+	 Interests and expectations
•	 Receive financial knowledge, as well as knowledge of 

investment, savings, and business management from the Bank
•	 Access financial products and services through distribution 

channels which meet the needs of community members 
•	 Help with economic development which will enhance the 

strength and sustainable growth of communities 
•	 Participate in improving the environment of communities and 

promote and support social and community enterprises.

+	 Approach for meeting expectations
•	 Provide financial knowledge through electronic channels and 

mainstream media, and support staff in organizing social 
activities

•	 Develop financial products and services to meet the needs of 
society 

•	 Support activities which preserve Thai traditions and culture, 
and help communities become strong and self-reliant.

The Bank analyzes, reviews and plans its activities for engagement 
with stakeholders every year.
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To identify materiality issues, the Bank has focused on strategic 
analysis in order to create activities that meet the needs of 
stakeholders and are consistent with the Bank’s business 
operations, in order to ultimately create shared values and to 
reduce risks that might impact on the strategic direction of the 
Bank’s sustainable development. 

The Bank has assessed its materiality issues with a process 
consisting of five important steps as follows: 

1.	 The Bank has studied the landscape of sustainable 
development at both local and international levels. 
Internationally, the Bank has studied the UN Sustainable 
Development Goals (UN SDG), Dow Jones Sustainability 
Indices (DJSI), UN Global Compact (UN GC), and UN 
Environment Programme Finance Initiative (UNEPFI). For 
macro-level information within Thailand, the Bank has 
focused on the Twelfth National Economic and Social 
Development Plan, the sustainable development 
undertakings of the Stock Exchange of Thailand and the 
Office of the Securities and Exchange Commission, as well 
as news reports on key industries in Thailand over the past 
period.

	 In addition, the Bank has studied the sustainability reports 
and annual reports of more than 25 leading local and 
international banks and decided on a list of 92 materiality 
issues, which were used as a starting point for identifying 
the materiality issues of the Bank.

	 The Bank has a working team for the sustainability 
development of the Bank which performs its duties under 
the supervision of the Executive Vice President overseeing 
the Office of the President. The team has reviewed and 
screened materiality issues aligned with the philosophy of 
the business operations of the Bank. The materiality issues 
on the initial list were later boiled down to 18 issues, which 
were used to form a framework for a stakeholder opinion 
survey. 

2.	 The working team surveyed external stakeholders, including 
shareholders and investors, customers, counterparties, 
creditors, communities, society, environmental interests, and 
industry peers. The team analyzed their feedback on the 
materiality issues that might impact the Bank’s business 
operations in terms of impact severity and impact likelihood. 
The team used a questionnaire for this part of the survey 
and obtained 292 responses.

3.	 The team surveyed internal stakeholders and analyzed their 
feedback on the materiality issues that might impact the 
Bank’s business operations. The survey of internal 
stakeholders was conducted by face-to-face interviews with 
13 Bank executives. For general staff, the team used 
questionnaires and organized a workshop of 50 staff 
members working at branches and business centers 
nationwide, as well as staff who were members of the Bank’s 
labor unions.

4.	 The team analyzed the data and arranged them into a 
materiality matrix in order of priority of the issues, based on 
feedback from external and internal stakeholder sample 
groups. The materiality matrix showed 18 key issues that 
are important to the Bank.

5.	 The team proposed the materiality matrix to the Management 
Committee for it to consider and approve in order to use as 
a guideline to identify activities of sustainable development 
and social responsibility that the Bank would need to perform 
to meet the expectations of stakeholders. 

+	MATERIALITY ISSUES ASSESSMENT
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OVERALL PICTURE OF STAKEHOLDER ENGAGEMENT IN IDENTIFICATION OF
MATERIALITY ISSUES

STAKEHOLDER ENGAGEMENT IN 
IDENTIFYING MATERIALITY ISSUES 

The process used to identify and select the materiality issues of 
the Bank was designed to engage all stakeholder groups. 
Methods for obtaining opinions about the needs of stakeholders 
were chosen to suit each group, such as questionnaires, 
interviews, workshops, and research on annual reports or 
sustainability reports of companies included in the Bank’s 
stakeholder groups.

The questionnaire’s total of 292 respondents was designed to 
achieve a statistical confidence level of 90 percent and a margin 
of error not more than 5 percent. The sample group included 
institutional investors and shareholders, corporate customers, 
SME customers, consumers, branch and business center staff 
nationwide, staff who are committee members of the Bank’s two 
labor unions, vendors, contractors and service providers, journalists 
and other members of the media, people living close to the Bank’s 
branches, government officials, staff of the Stock Exchange of 
Thailand, and staff of financial institution regulatory bodies. 

Interviews were conducted with Bank executives who 
encompassed 13 various functions and levels, including a 
director, senior executive vice presidents, senior vice presidents, 
and vice presidents.

A brainstorming workshop was held for a sample group of 50 staff 
working at Head Office and Rama III Building from various units.

The expectations of each sample group of stakeholders showed 
that SME operators were keen to obtain from the Bank knowledge 
of business management, financial management, and changes 
in the business environment. Staff expected remuneration and 
benefits that ensure the security of their families and also 
enhancement of their working knowledge and skills. Consumers 
expected the Bank to build on its positive image and strengthen 
its stability. The sample group comprising government officials 
and financial institution regulatory bodies expected the Bank to 
set a good example of sustainability for other financial institutions.
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	 Anti-corruption 

	 Training and Education

	 	 Customer Satisfaction

 Data Protection and Customer Confidentiality

	 	 Innovation and Brand
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	 	 Economic Performance

 Environmental Impact Mitigation
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MATERIALITY MATRIX

On the question about sustainability-related activities, the 
stakeholder sample groups expected the Bank to maintain its 
business ethics and professionalism in doing business, introduce 
new products that demonstrate the Bank’s consideration of 
sustainability development with regards to the economy, society, 
and the environment, undertake business which aims to reduce 
negative impacts on the environment, provide premises 
convenient for customers using the Bank’s services and which 
provide good working conditions for staff, and continue charitable 
undertakings for society. 

The team has analyzed and processed the data obtained from 
the stakeholder engagement to identify and prioritize the 
materiality issues.

The Bank assessed the materiality issues for the first time in 2017, 
and they were reviewed in 2018 by the Management Committee 
as part of an improvement in clarity. Several materiality issues 
which can be addressed with the same guidelines were 
combined; as a result, the number of materiality issues was 
reduced from 18 to 12 in 2018, as follows: 

Economic dimension
1)	 Customer satisfaction
2)	 Innovation and brand 
3)	 Anti-corruption 
4)	 Data protection and customer confidentiality
5)	 Risk and crisis management
6)	 Supply chain management
7)	 Economic performance

Environmental dimension
1)	 Environmental impact mitigation

Social dimension
1)	 Community development
2)	 Training and education
3)	 Employee welfare
4)	 Responsible lending

Highest

Sustainability Report 2018 | Bangkok Bank Public Company Limited Bangkok Bank Public Company Limited | Sustainability Report 2018



25

The Bank has categorized the 12 materiality issues into groups of activities which reflect its determination and direction for business 
undertakings as follows:

Theme Materiality Issue GRI Standard
Scope of Impact

Internal External

True Friend +	Community Development G4 FS14 • •
+	Environmental Impact Mitigation GRI 302-1 

GRI 303-1 
GRI 303-3 
GRI 305-1 
GRI 305-2 
GRI 305-3 
GRI 306-2

•

Digital Revolution +	Innovation and Brand GRI 203-1
GRI 203-2 • •

+	Data Protection and Customer 
Confidentiality

GRI 418-1 • •

+	Customer Satisfaction GRI 102-43 • •
Value Chain 
Empowerment

+	Responsible Lending GRI 203-2 
G4-FS8 •  

+	Supply Chain Management GRI 102-9 
GRI 308-1 
GRI 414-1

• •

Employee Centric +	Training and Education GRI 404-1 •  

+	Employee Welfare GRI 401-1 
GRI 401-3 
GRI 403-2

•
 

Ethical Banking +	Anti-corruption GRI 205-3 • •
+	Risk and Crisis Management GRI 102-11 

GRI 102-15 
GRI 102-31

•  

+	Economic Performance GRI 201-1 • •
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BANGKOK BANK'S FOCUS AREAS OF SUSTAINABILITY

+	 Community Development 

+	 Environmental Impact
	 Mitigation

+	 Innovation and Brand

+	 Data Protection and  
	 Customer Confidentiality 

+	 Customer Satisfaction

+	 Responsible Lending

+	 Supply Chain Management

+	 Training and Education

+	 Employee Welfare

+	 Anti-corruption

+	 Risk and Crisis Management

+	 Economic Performance

1
2
3
4
5
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+	 TRUE FRIEND
	 Working closely with communities and wider society 
	 to promote sustainability of society and the environment
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+ Community Development 

Focusing on supporting and promoting development of 
communities and wider society as a way to demonstrate 
social responsibility, create community engagement, and 
enhance accessibility to financial services for communities 
and wider society to achieve sustainable advancement 

+ Environmental Impact Mitigation

Placing importance on management of natural resource 
consumption and conservation of energy so that the Bank’s 
business operations as a whole will not negatively impact the 
environment or contribute to global climate change

29
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+	 COMMUNITY DEVELOPMENT
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Materiality

Thailand is facing various challenges which are lessening the development capability of the country, such as the deterioration of the 
environment and natural resources, and inequality in opportunities, education, and access to financial services. Bangkok Bank 
believes that strong and self-reliant communities and society are essential for sustainable economic growth, which will subsequently 
contribute to the Bank’s sustainability. Therefore, the Bank places great importance on and desires to take part in solving or alleviating 
key issues at a community and national level through the Bank’s own operations and cooperation with other concerned organizations. 
The Bank has identified activities for community and social development by taking into consideration key issues at both a community 
and national level in accordance with sustainable development goals. The Bank also focuses on promoting and preserving Thai arts 
and culture, and strives to create shared value for society and the Bank.   

The scope of this report on this materiality covers community and social development activities undertaken by the Bank only  
in Thailand.

Management Approach

The Bank has established a social responsibility policy, which 
prescribes principles and a framework for its community and 
social undertakings, and has communicated the policy to staff 
and related parties so that they are well aware of and conform 
to it in what they do. The Bank has assigned its Public Relations 
Department as the main unit responsible for preparing annual 
plans for community development activities, proposing for 
management approval the allocation of necessary and sufficient 
resources for implementing activities according to the annual 
plans. Other units in the Bank may initiate and implement social 
development activities related to their work in responsibility,  
and they may proceed with their social development activities 
with other units in the Bank or external stakeholders as deemed 
appropriate. The unit responsible for social development  
projects has a duty to take care of and follow up on operations 
to ensure the projects achieve their goals. The Bank has 
established a Social Development and Business Promotion 
Committee to select various social projects proposed by  
external organizations for the Bank’s support. Selection criteria 
emphasize the value which the projects will contribute to 
communities, society, and the Bank.

Performance Highlights

Promoting the Well-being of Community and Society

+	 Improving Khlong Pipat Project
The Bank, in collaboration with the Utokapat Foundation under 
the Royal Patronage of His Majesty King Bhumibol Adulyadej, 
has organized a project to improve the environment of Khlong 
Pipat, a drainage canal running through a community and market 
close to Bangkok Bank Head Office. The project, launched in 
2015 to tackle the problem of polluted water in the canal, received 
good cooperation from community residents; vendors in the area; 
Bang Rak District Office, Department of Drainage and Sewerage, 
Bangkok Metropolitan Administration; the 3rd Cavalry Division  
of the Royal Guard; Rajamangala University of Technology 
Bangkok; Silom Serene Hotel; and Bank staff. Joint activities 
under this project included dredging the sludge from the canal, 
making and installing grease trap tanks to treat the sewerage 
water before draining it into the canal, and making and installing 
effective microorganism tanks and rafts of water plants to help 
treat and clean the water in the canal. The aim is to promote 
better well-being and healthy living for all. 

+	 Caravan Samranjai Television Program
The Bank sponsors a TV program to promote sustainable 
community tourism and economy, called “Caravan Samranjai”, 
which focuses on distributing income to local communities. The 
program searches nationwide for outstanding communities, with 
natural tourist attractions, arts and culture, architecture, ways of 
living, or products and services, which are unique and worth 
promoting to present on the show. The show, which is both fun 
and content-rich, also invites experts in various subjects to join 
to help suggest to communities ways of improving or developing 
their products and services or tourist attractions to become more 
interesting and more attractive. The program is broadcast on 
Thai TV Channel 3HD No.33 every Saturday from 7:20-7:50am. 
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Supporting Access to Health Services for 
Disadvantaged Groups

+	 Siriraj-Bangkok Bank Co-branded Privilege Cards
Bangkok Bank and the Faculty of Medicine, Siriraj Hospital, have 
two co-branded cards with features for making donations to the 
hospital. Be 1st Smart TPN Rabbit Siriraj Card is a debit card 
which gives benefits including coverage for medical expenses 
arising from accidents. Bangkok Bank donates to Siriraj Hospital 
Baht 100 for every new card issued, Baht 50 per card from the 
annual fee for each subsequent year, and another 0.2 percent 
of the value of purchases made using the cards. Bangkok Bank 
Visa Platinum Rabbit Siriraj Credit Card is another co-branded 
credit card with donation features. Card holders benefit from 
various privileges, including a free basic package for health 
check-ups when spending up to Baht 300,000 per year (period 
counts from the issuing month). The Bank donates 0.2 percent 
of the value of purchases to Siriraj Hospital every statement 
period. When card holders redeem their bonus points to make 
donations, in which every 1,000 points are equal to Baht 100, 
the Bank will donate an additional Baht 100 for every 1,000 points 
redeemed. During the past four years of these two card 
campaigns, the Bank has issued more than 1 million cards of 
both types and donated a total of more than Baht 160 million to 
Siriraj Hospital.

+	 Mobile Medical Unit for the People
The Bank funds a Medical and Dental Mobile Unit Foundation to 
help the underprivileged access medical services for general 
illnesses or dental problems free of charge. The foundation has 
organized activities three to four times a year, and the Bank has 
supported these since 2011. In 2018, the Bank helped the 
foundation organize activities to help people in four districts, 
namely  Khanu Woralaksaburi District, Kamphaeng Phet Province; 
Khlung District, Chanthaburi Province; Buachet District, Surin 
Province; and, for the first time, Khlong Toey District, Bangkok. 
The mission held last year helped around 5,000 people in the 
four provinces. Each mission saw the Bank’s branch managers 
and staff in local areas joining activities to provide drinking water, 
and working as volunteers to assist people who came for  
medical services. Participation by the branch staff not only  
shares the workload of the foundation team, but also creates 
good relationships with the people in the areas.

Strengthening the Thai Agricultural Sector

+	 Modern Agriculture Project
Farmers play key roles in building food security for the country, 
but they are laden with chronic problems of low income and 
accumulating debts, which affect families and communities and 
development of the competitiveness of the agricultural sector 
and the country’s economic growth. Since 1999 the Bank’s 
Modern Agriculture Project has helped farmers strengthen their 
competitiveness. The Bank has taken a systematic approach  
to supporting farmers, starting from providing them with 
knowledge to improve their productivity and the quality of their 
produce. The Bank has also helped farmers form a collaborative 
network of support and cooperation among themselves and to 
seek knowledge and new opportunities. In 2018, the Bank 
organized various activities to support customers under the 
Modern Agriculture Project.

•	 Seminar on Good Management on the Path to  
	 Modern Agriculture
The Bank held a seminar on the theme of “Advanced Agriculture 
Path” to help farmers adapt to the changing behaviors of 
customers, who have become more concerned about the quality 
of goods and their health, while market competition has become 
more intense. The Bank invited experts and successful farmers 
to share their knowledge of farm management, marketing, and 
how to add value to their businesses throughout the value chain. 
This knowledge-sharing activity was aimed at equipping farmers 
with knowledge of and experience in producing agricultural 
products that meet market demand in terms of quality, quantity 
and timing, which will subsequently help the farmers sell their 
produce at higher prices. The Bank was honored to have  
Mr. Krisada Boonrach, Minister of Agriculture and Cooperatives, 
presiding over the event and giving a special lecture on  
Thai Agriculture 4.0. More than 500 people joined the seminar.

•	 Modern Agriculture Day Fair
The Bank has held a Modern Agriculture Day Fair in front of its 
Head Office on Silom Road in December every year since 2006. 
The fair allows farmers to sell their quality products directly to 
consumers, and gives both sides good opportunities to exchange 
opinions useful for future product development. It also provides 
another way of helping farmers expand their markets. At past 
years’ events some farmers have cooperated as trade partners 
and have leveraged their expertise to add value to their 
businesses.
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At the one-day fair in 2018, 72 farmers joined the event and total 
sales amounted to Baht 4.4 million. The Bank provided QR code 
payment services for shoppers to conveniently pay for their 
purchases. The application was warmly welcomed by both 
shoppers and farmers trialing the application. To honor and  
give the farmers encouragement, the Bank gave Modern 
Agriculture 2018 awards to two advanced farmers, who had 
successfully developed and created new plant species.  
Mr. Ekkanat Koo-Charoenchainatee, Managing Director of  
Proud Orchid Co., Ltd., was recognized for his development of 
the Suree orchid species, and Dr. Taweesak Poola, Managing 
Director of Sweet Seeds Co., Ltd., was recognized for his 
development of the Siam Ruby Queen corn species, the world’s 
first species of super-sweet red corn.

Enhancing Potential of Small and Medium-sized 
Enterprises (SME)

+	 SME Training on Management of Foreign Exchange 
	 (FX) Risk
Recognizing that Thai SME operators lack knowledge of the risk 
of foreign exchange (FX) transactions, the Bank in collaboration 
with government agencies and other commercial banks launched 
a campaign to provide knowledge to SME operators on the 
matter, and to provide them with better access to financial tools 
for managing foreign exchange risk. The knowledge and tools 
will help them estimate their costs and revenue so they can 
effectively manage their businesses and grow. The Bank trained 
SME in four provinces, namely Chiang Mai, Songkhla, Chon Buri 
and Nakhon Ratchasima, with 801 companies participating.  
An FX options service was provided to SME which had received 
the training and were qualified according to set criteria, with  
the government subsidizing fees for the FX options service. 

+	 SME Training on Single Account
The Bank trained SME on single account to help them use the 
same financial statement they submit to the Department of 
Revenue as a supporting document in their loan application to 
banks. The single account demonstrates financial transparency 
and allows SME to have better access to funds that match the 
true needs of the SME businesses. It also allows government 
agencies to see information reflecting real business conditions, 
enabling them to launch policies to effectively help farmers.  
The training helped SME customers understand how keeping 
transparent financial statements is beneficial to their business 
management. The training gave SME not only knowledge but 
also guidelines for them to adapt to the regulatory changes and 
consequent impacts. The Bank trained 1,117 SME in Chon Buri, 
Chiang Mai, Songkhla, Nakhon Ratchasima, Ranong and Bangkok.

+	 Other Support
The Bank organized several activities to support SME such as 
training and seminars, and site visits to study best practice 
examples, connecting Thai entrepreneurs with potential trade 
partners in other countries, seeking support from universities in 
assisting SME to access research and technology to add value 
to their products with innovation, and organizing the Bualuang 
SME Fair in the area in front of Bangkok Bank Head Office on 
Silom Road for members of the Bualuang SME Club to sell their 
products. The Bank also produces educational media contents 
for SME, such as the Koo Kit SME television program, which 
selects interesting issues to be discussed and analyzed by 
experts in various areas such as investment, finance, marketing, 
online marketing and overseas investment, to enhance the 
knowledge of SME; and Secrets of Victory, another television 
program highlighting the secrets behind the success of the  
SME featured on the program to inspire new-generation 
entrepreneurs. Both programs are broadcast on television 
channels as well as online channels (website, Facebook and 
YouTube) of the Smart SME media network.

Promoting Financial Inclusion 

+	 Basic Banking Account for Government Welfare Card  
	 Holders or People Aged 65 and Above
To demonstrate its determination to operate as a “Sustainable 
Banking” business, the Bank joined forces with 14 other 
commercial banks, which are member banks of the Thai Bankers’ 
Association (TBA), to provide a Basic Banking Account service, 
under the concept of supporting the financial inclusion of  
all sectors with the goal of achieving sustainable economic growth. 
The account is offered with special conditions, with no minimum-
deposit requirement for opening or maintaining the account.  
Each account holder is issued an ATM card or debit card tied 
to the account with no charge for the first year and no annual 
fee, which they can use to make deposits and withdrawals, and 
to transfer funds. The special conditions help reduce costs for 
accessing financial services and allow people to efficiently 
manage their everyday finances. The Bank started providing  
the service in October 2018 to the low-income group registered 
with the government welfare program and to people aged 65 
and above. By the end of December 2018, the Bank had opened 
a Basic Banking Account for 16,951 qualified people.
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Nurturing Youth

+	 Junior Achievement Company Program
Youth are the future of the country, and preparing them to be 
new-generation entrepreneurs will lay the foundation for future 
development of the Thai economy. The Bank has worked with 
Junior Achievement Thailand to develop training material in  
the Thai language to provide basic business knowledge for  
high school students. The knowledge provided covers the 
establishment of a company, fundraising through initial public 
offerings, setting business plans, implementing business plans 
for success, producing real commercial products, and liquidating 
companies. The students experience how to run a business in a 
competitive market under fair rules and regulations while taking 
into account corporate social responsibility.

The Bank invites executives and staff to join the program  
as “Volunteer Teachers” to share their knowledge and  
experiences from working at the Bank with the students. In 2018, 
858 students from 30 schools joined the program – 11 from 
Bangkok and 19 from other provinces. There were 14 schools 
that joined a trade fair held at a Bangkok shopping mall to sell 
their products. The students managed to raise as much as Baht 
225,000 for setting up their companies. They earned combined 
revenues of Baht 312,264, and net profits of Baht 136,481. All 
the profits were used in their social activities. Sixteen executives 
and staff joined the program as volunteer teachers during their 
working hours, which amounted to 336 hours in 2018.

Maintaining Thai Arts and Culture

Since 1986, Bangkok Bank Musical Art Center, in collaboration 
with the Department of Children and Youth, has organized the 
Thai traditional music competition “Pralong Pleng Plaleng Mahori” 
for high school students. The competition aims to uphold a royal 
initiative of Her Royal Highness Princess Maha Chakri Sirindhorn 
for encouraging youth interested in Thai traditional music to learn 
and develop their skills in performing Mahori, a type of Thai 
traditional music, to continue the classical traditions passed on 
from earlier generations of musicians. The number of participating 
schools has increased continuously. In 2018, 80 schools joined 
the competition. The Bank also provided the stage for the winning 
schools to show their Thai traditional musical and dramatic arts 
talents to their parents and the people in their communities.  
In 2018, the Bank organized the shows in three provinces, 
Nakhon Si Thammarat, Kanchanaburi and Bangkok.

The “Sangkeet Saranrom” performing arts show has been held 
by the Bank to bring Thai classical performances, which are 
becoming rare, to the Thai people, and to provide a stage for 
Thai artists and Thai classical dancers to show their skills to the 
public. Bangkok Bank Musical Art Center has organized  
24 distinct shows on the Sangkeet Saranrom stage each year. 
These have inspired youth who live close to Kukrit Institute, in 
Sathon Soi 1, Bangkok, which provides the stage, to learn  
Thai traditional musical and dramatic arts at the Institute free  
of charge.

Support for JA Company Program

Type Value (Baht)

Sponsorship 1,577,000

Value of volunteer employees' working hours 135,930

Value of in-kind contributions 102,000

Total 1,814,930

Note:	 Value of volunteer employees' working hours = number of volunteer 	
	 employees' working hours x average hourly rate of volunteer employees

The Bank continued the “Kawee Pakka Thong” (Golden Pen Poet) 
project, the art of poetry workshop, for the fourth consecutive 
year, to support and inspire university students to learn and  
improve their skills as well as to continue writing poetry, which 
is another Thai art and cultural treasure. Famous poets led by  
Mr. Naowarat Phongphaiboon, a national artist in literature, 
shared their knowledge and experience in workshops for  
students from Thailand’s five regions. The students were invited 
to submit their poetry to a contest at the end of the workshop 
and the experts selected the best works from each region.  
The winners were awarded pens with the project name engraved 
on them. More than 3,000 students have so far joined the project.

Sustainability Report 2018 | Bangkok Bank Public Company Limited Bangkok Bank Public Company Limited | Sustainability Report 2018



2018 Performance Highlights

Commitment

1 2 3

35

+	 ENVIRONMENTAL IMPACT MITIGATION

Materiality

At present, exploitation of natural resources and the environment has intensified to the level that it is impacting on public health and 
ways of life, as well as the production of goods and services, and the economic and social development of the country. If this situation 
continues, the country, the community, and eventually the Bank will not be able to thrive sustainably. The Bank realizes the importance 
of natural resources and the environment as fundamental to the needs of human lives and their sustainable development.  
The Bank also realizes its operations may have negative impacts on natural resources and the environment directly or indirectly.  
The Bank has therefore determined to preserve the environment and to consume natural resources efficiently. The Bank has also 
taken crucial steps on alleviating global climate change and towards achieving the United Nations’ Sustainable Development Goals 
(SDG). The Bank has announced policies on energy conservation which stipulate that executives and employees at all levels have 
duties and responsibilities to conserve energy, establish environmentally-friendly procurement processes and build awareness about 
energy conservation among employees and all stakeholders of the Bank. To set clear and systematic working processes, the Bank 
has appointed a Committee for Energy Conservation, to ensure that the energy conservation practices will be implemented according 
to the policy. 
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Management Approach

The Bank has been focusing on environmental management by 
setting up a project to monitor the consumption of energy, water, 
and paper and green house gas (GHG) emissions to collect 
information necessary for establishing guidelines for effective 
and efficient resource consumption management. In addition, 
the Bank has set a long-term goal for GHG emissions reduction 
by referring to the Energy Efficiency Plan (EEP) of the country, 
which aims to reduce GHG emissions by 20-25 percent by 2030. 
The Bank has implemented the project at its group of five  
Head Office building comprising: Head Office Building, Trinity 
Building, Rama 3 Building, Building 3, and Saengthong Thani 
Tower. The project will expand throughout the organization 
nationwide in the following phases.

Structure of Energy Conservation Management

In order to ensure effective energy conservation, the Bank has 
appointed an Energy Management Team to review the status of 
energy consumption, gather information on the Bank’s energy 
and GHG emissions management, report its findings to senior 
management, and organize training or activities relating to energy 
conservation for the Bank’s executives and employees. The Bank 
set aside an annual budget of not less than Baht 1 million for the 
aforementioned activities. In addition, the Bank has appointed 
an Energy Management Appraisal Team on energy management 
and a GHG Emissions and Absorption Analysis Reporting Team 
to produce reports on GHG emissions and absorption to support 
the Bank’s energy management and reduce the impact of 
operations on the environment. 

+	Energy Management Team is charged with the following 
duties and responsibilities:
+	 Managing energy use in accordance with the energy conservation 

policy of the Bank
+	 Collaborating with related departments within the Bank to seek 

cooperation with the Bank’s policy and practical guidelines  
on energy conservation, and organize training or activities on 
energy conservation suitable for each department

+	 Governance to ensure effective energy management. Its roles 
are as follows:

	 •	 Gathering energy consumption data of related departments
	 •	 Examining energy consumption of related departments
	 •	 Reviewing energy management results of each department 

from their performance reports
+	 Reporting its performance to senior executives
+	 Reviewing the energy conservation policy and energy 

management performance on a regular basis, while summarizing 
suggestions regarding the policy and energy management 
methods to present to senior executives.

+	Energy Management Appraisal Team is responsible for 
examining and evaluating the energy management methods of 
the Bank.

+	GHG Emissions and Absorption Analysis Reporting Team  
is responsible for producing and reviewing reports on GHG 
emissions and absorption, and effectively collecting information 
covering all the Bank’s operations that could have significant 
impacts on the environment.

Energy Conservation Policy

The Bank has announced an Energy Conservation Policy to 
promote the most effective and useful consumption of natural 
resources. The Energy Conservation Policy has been publicly 
disclosed on the Bank’s official website. The essence of the 
policy is to make energy conservation the responsibility of 
everyone in the Bank, from executives to staff at all levels.  
The Bank has also supported and promoted energy and 
environmental conservation both inside and outside the Bank, 
including organizing activities to create awareness among 
executives and staff at all levels.
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Monitoring, Examining, and Evaluating Energy Use  
and Environmental Conservation

The Bank has set up processes for monitoring, reviewing,  
and improving the efficiency of energy and environmental 
conservation activities continuously and systematically to  
ensure that energy management supports the nature of the 
business while achieving the environmental goals of the Bank. 
The Bank has set up a responsible body to take care of the 
energy management system, produce reports about energy 
management results for management, and perform an annual 
management review with recommendations for improvement. 
The Bank has commissioned a verification body to review the 
information regarding the management of GHG and carbon 
footprints of the Bank, for the Bank to have adequate and  
valid information to prepare correct and suitable plans for 
environmental impact reduction. The Bank has also assigned  
the Energy Management Team to examine and analyze the 
performance results according to the plan. If the results do not 
meet expectations, the team has to analyze them to find the root 
causes and provide suggestions for further improvement. 

Energy and Resource Consumption Goals 
(2018-2020)

The Bank has set goals for energy and resource consumption 
to demonstrate its commitment to alleviating global climate 
change. The Bank used data collected in 2016 as the baseline 
because it was the first year the Bank expanded the data 
collection boundary to cover the group of five Head Office 
buildings comprising Head Office, Trinity Building, Rama 3 
Building, Building 3, and Saengthong Thani Tower. However, in 
2018 the Bank expanded the data collection boundary to  
include the group of Head Office buildings and branches 
nationwide in order to cover both the Bank’s geographical 
presence and business operations. The boundary expansion  
will result in improved efficiency in the Bank’s environmental 
management planning. The Bank has planned to adjust  
the baseline year in accordance with the scope of reporting, 
which will be used in setting goals for future stages. 

GHG

SCOPE 1-2

1

2

GHG

SCOPE 3

+	Goals 2020
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Performance Highlights 

Although the Bank is in the financial business, which does not 
cause direct and significant impacts on the environment or 
natural resources, the Bank places emphasis on, and takes clear 
actions to reduce environmental impacts and improve energy 
conservation. In 2018, the Bank’s major activities were as follows:

Office Equipment Improvement for Efficient Energy 
Consumption

•	 Switching to LED bulbs. The Bank improved the office and 
branch buildings by changing light bulbs, including fire exit 
signs, and emergency lights, from fluorescent light bulbs to 
LED light bulbs to conserve energy. In 2018, the Bank improved 
17 branches, 12 located in Bangkok and its surroundings, and 
five in other provinces.

•	 Changing air-conditioning systems to VRV (Variable Refrigerant 
Volume) or VRF (Variable Refrigerant Flow) at the Bank’s 
branches or processing centers that operate in overlapping 
hours to increase energy consumption efficiency. The new 
air-conditioning systems use technology which controls the 
volume of refrigerant flow automatically, resulting in precise 
control of room temperature and reduction of energy costs by 
around 20-30 percent, when compared to other air-conditioning 
systems.

•	 Changing Main Riser Cold Water System at Rama 3 Building 
by changing the pipelines of the whole system to Polypropylene 
Random Copolymer pipes (PPR), with strength and durability 
that conforms with DIN8077/8078 industrial standards of 
Germany, to prevent water leakage from rust and corrosion 
problems.

Procurement of Environmentally-friendly Goods and 
Services

•	 Green Label, EGAT No.5 Label, and Carbon Label. The Bank 
chooses office appliances and equipment that meet 
international standards. For example, powder toners used with 
multifunction machines are certified ISO 14001 and Green 
Label, guaranteeing the environmentally-friendly quality. The 
Bank also chooses environmentally-friendly office appliances 
such as LED light bulbs, and low-volatile organic compound 
color paints.

•	 Cool Mode Label. The Bank’s new uniforms for female 
employees were designed to conform with Cool Mode Label 
requirements, as materials have special characteristics of 
ventilating heat and give users a cool feeling when wearing 
them and they are easy to clean. The uniforms help reduce 
the energy consumption of air conditioners and water 
consumption in cleaning.

•	 Design and renovation of the Bank’s office buildings.  
This has been done according to the Building Energy Code,  
energy efficiency standards for buildings set by the Ministry 
of Energy. The standards require, for example, specifications 
for color paints, and use of alternative and recycled materials. 

•	 Use of hybrid vehicles. Hybrid-engine cars emit less CO
2
 than 

internal combustion-engine cars. At present, the Bank uses 
30 hybrid-engine cars to help reduce pollution and save the 
cost of fuel at the same time.

Moreover, the Bank places an emphasis on managing the use 
of electronic equipment to reduce the impact of operations on 
the environment by replacing electronic equipment used for 
specific purposes such as fax machines, copier machines, 
scanners, and printers with multifunction machines to increase 
energy efficiency and save energy and maintenance costs.

Effluents and Waste Management

The Bank disposes of effluents and waste from its operations by 
adhering to the 3 R principles: Reduce, Reuse, and Recycle. The 
Bank has implemented several projects, namely: paper recycling, 
complete-cycle disposal method of electronic waste in 
accordance with an international standard, and reuse of treated 
waste water at the Rama 3 Building.

+	Waste Management
The Bank has set guidelines for waste disposal by type as follows:

•	 Non-hazardous waste such as toilet paper, document 
envelopes, plastic bags, or food packages used by employees, 
is separated by type at the Bank, and local government 
agencies are commissioned to dispose of the waste with 
proper land-fill methods. The Bank has organized a campaign 
to reduce the use of paper in the office. As a result, each 
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department selects used paper which can be reused, sets 
passwords on printers or the copiers to reduce wasteful 
printouts, and collects paper waste for recycling. In addition, 
the Bank has launched a paperless campaign to promote the 
reduction of paper use by encouraging employees to send 
documents, disseminate information, and present documents 
at meetings or produce meeting minutes using electronic 
channels or devices instead of paper.

•	 Hazardous waste such as fluorescent light tubes, or batteries, 
are separated at the Bank, and collected by the related party, 
to be disposed of safely. Electronic waste or old electric and 
electronic appliances are sent to a recycling process in which 
valuable minerals will be extracted to be reused. This is done 
by an outside company with expertise in electronic waste 
disposal certified by international standards.

+	Wastewater Management
Every building of the Bank is equipped with a wastewater 
treatment system, certified to legal standards. In addition,  
treated wastewater is used to water the green areas surrounding 
Rama 3 Building.

Creating Awareness

The Bank held the Bualuang Save Energy 2018 Project, inviting 
experts on energy-saving to talk on the topic of: Energy 
Management System for Buildings According to the Laws:  
Help You Save, the Country Benefits. The purpose was to give 
energy-saving tips and create awareness among employees 
regarding energy and environmental conservation. More than 
500 employees attended the lecture. In collaboration with 
partners such as the Department of Alternative Energy 
Development and Efficiency, the Ministry of Energy; the 
Metropolitan Electricity Authority; and the Metropolitan 
Waterworks Authority, to name a few, the Bank has organized 
exhibitions and activities to educate employees about energy 
saving.

Development of Data Collection

Energy and environmental management plans need complete 
data covering all areas. In 2018, the Bank expanded its scope 
of work for collecting data on the consumption of energy, water, 
and vehicle fuel consumption in operations, to cover all the 
Bank’s branches nationwide. The scope of data collection 
previously covered only the group of five Head Office buildings, 
which include Head Office, Trinity Building, Rama 3 Building, 
Building 3, and Saengthong Thani Tower. The energy consumption 
data does not cover branches located in rental spaces or 
shopping malls. The Bank has also started to collect data about 
business travel by plane to cover more categories of energy 
consumption by the Bank.

Regarding the data collection of the GHG emissions, the Bank 
first began in 2014 by setting the scope of data collection and 
evaluation for one building only, Head Office on Silom Road. 
From 2016, the Bank expanded the scope to cover  five buildings, 
and used the data collected in the year as a baseline for setting 
goals for GHG emissions in 2018. Last year the Bank expanded 
the scope to cover all main office buildings and branches 
nationwide, except for the branches located in rental spaces or 
shopping malls. This is to collect sufficient information to make 
the Bank’s environmental management plan more comprehensive. 
In setting goals for the following stages the Bank adjusted the 
baseline year in line with the changing scope of reporting. 

Nevertheless, the GHG emissions and carbon footprint evaluation 
of the Bank was conducted in accordance with evaluation 
guidelines (October 2016 version) set by Thailand Greenhouse 
Gas Management Organization (Public Organization) (TGO), 
compatible with ISO 14064-1 (2006 version). Emission factors 
referred to the standard set by the Intergovernmental Panel  
on Climate Change (IPCC), 2006, and TGO. The Bank also 
reviewed its information about GHG emissions annually with the 
reviewers licensed by TGO, with a limited level of assurance, 
and materiality set at 5 percent. The Bank has applied to register 
its GHG emissions and carbon footprint with TGO every year.
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• ปริมาณการใชพลังงานไฟฟา
คิดเปนพลังงาน 421,121 กิกะจูล 
(รอยละ 75.8)

• ปริมาณนํ้ามันดีเซลสําหรับเครื่องกําเนิด
ไฟฟาสาํรอง และเครือ่งสบูนํา้ดบัเพลิง  
คิดเปนพลงังาน 909 กิกะจลู (รอยละ 0.2)

+ GHG Emissions

GHG

SCOPE 1

GHG

SCOPE 2

GHG

SCOPE 3

Performance Highlights 

Joining the Carbon Offsetting Program to Support the Voluntary Carbon Market

The Bank joined the carbon-offsetting program to support the voluntary carbon market for the fifth year held by TGO with the objective 
to create demands for carbon credit and to drive the voluntary carbon market in the country. As a result, the Bank has offset a total 
of 4,758 tons of CO

2
 by buying carbon credits from Mitr Phol Bio-Power Co., Ltd., which is registered with the Thailand Voluntary 

Emission Reduction Program (T-VER). The offset carbon accounted for 20 percent of the GHG emissions from the operations of the 
Bank in 2017 (taking into account only the GHG emitted from the five buildings).
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• ปริมาณการใชพลังงานไฟฟา
คิดเปนพลังงาน 421,121 กิกะจูล 
(รอยละ 75.8)

• ปริมาณนํ้ามันดีเซลสําหรับเครื่องกําเนิด
ไฟฟาสาํรอง และเครือ่งสบูนํา้ดบัเพลิง  
คดิเปนพลงังาน 909 กิกะจลู (รอยละ 0.2)

+ GHG Emissions

GHG

SCOPE 1

GHG

SCOPE 2

GHG

SCOPE 3

• ปริมาณการใชพลังงานไฟฟา
คิดเปนพลังงาน 421,121 กิกะจูล 
(รอยละ 75.8)

• ปริมาณนํ้ามันดีเซลสําหรับเครื่องกําเนิด
ไฟฟาสาํรอง และเครือ่งสบูนํา้ดบัเพลิง  
คดิเปนพลงังาน 909 กิกะจลู (รอยละ 0.2)

+ GHG Emissions

GHG

SCOPE 1

GHG

SCOPE 2

GHG

SCOPE 3

unit: tons of CO2 equivalent

GHG emissions 2016 6 2018 7 2018 8

Direct (Scope 1) GHG emissions 3,712 3,427 12,189

Indirect (Scope 2) GHG emissions 21,720 19,061 68,093

Other indirect (Scope 3) GHG emissions 597 573 1,473

Remarks:	 6	Baseline data covering the five Head Office buildings
	 7	Baseline data covering the five Head Office buildings
	 8	Baseline data covering the five Head Office buildings and branches nationwide except branches in rental spaces or shopping malls
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+	 DIGITAL REVOLUTION
Focusing on innovation, preparing for digital transformation 
and future challenges
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+		 Innovation and Brand
Using modern technology to develop new products and 
services and strengthen confidence in Bangkok Bank’s 
business and brand

+	 Data Protection and Customer 
	 Confidentiality
Protecting data to give confidence to customers and service 
users

+	 Customer Satisfaction 
Giving value to customers through excellence in products  
and services
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+	 INNOVATION AND BRAND

1 2 3 4

2018 Performance Highlights
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Materiality

Technological advancement brings both opportunities and challenges for the Bank’s business operations. Modern technologies 
enable the Bank to offer customers new products and services, which better meet customers’ needs and bring in new business 
opportunities. Technological changes also intensify competition from businesses both inside and outside the financial industry. 
To capitalize on potential opportunities, while protecting its own business, the Bank needs to stay abreast of technological 
advancements and be competitive in the financial and banking industry. The Bank is therefore emphasizing innovation development 
and strengthening its corporate brand image by focusing on creative ideas that will meet customers’ needs. The Bank has created 
a wide variety of financial products and services designed to meet the needs of different groups of customers, help customers 
achieve financial stability and support the long-term competitive position of the Bank. The Bank continually improves its operational 
structure and conducts research and development to increase its capability and satisfy customers as “puan koot kit mit koo baan’’ 
(trusted partner and reliable close friend), standing by customers during times of change.

Management Approach

Rapid changes in technologies have forced the Bank to change 
its viewpoint and business approach to deal with the changes. 
The Bank established the Bangkok Bank InnoHub team, reporting 
directly to the Office of the President, to study new technologies 
and launch innovation campaigns such as Bangkok Bank 
InnoHub. In 2018, the Bank elevated the team to become an 
Innovation Department to support and drive innovation in the 
Bank by working with related parties inside and outside the Bank. 
The new department also operates as a center of innovation 
excellence at the Bank, responsible for conducting research and 
development into financial and digital technologies, initiating new 
business models for the Bank, seeking various types of 
cooperation with partners, and helping its people adapt to ever-
changing situations by providing them with appropriate skills. 
The Bank expects the center of innovation excellence to be a 
hub for specialists, which encourages learning, inventing, and 
innovating through experiential practices, using a modern and 
innovative process which allows for trial and error. The innovative 
activities of the department will help to create value for the Bank’s 
business units, support units, affiliates, alliances, customers, and 
Thai society as a whole. 

The Innovation Department focuses on two areas:

•	 Enhancing product and service development capability using 
modern technologies to meet customers’ needs of and provide 
them with better service experience 

•	 Providing more service channels so customers can access 
the Bank’s services more easily, conveniently, and quickly.

The department’s scope of responsibilities is as follows:

•	 Studying and monitoring technological changes, while 
developing technological solutions for the Bank’s business 
units, and coordinating knowledge and information exchanges 
with external parties such as universities, research centers, 
and innovation-based government agencies

•	 Monitoring related technologies in other industries so the Bank 
can anticipate opportunities and threats at an early stage and 
use the information to design business

•	 Driving the creation of new products and services
•	 Providing a consulting service for other departments within the 

Bank and coordinating the management of innovation projects 
such as Bangkok Bank InnoHub Accelerator

•	 Handling the department’s own operations such as governance, 
intellectual property management, laws, and administration.
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•	 Creating Unique Customer Experience
Technology that can create new customer experiences, such 
as AI and chatbots, respond to customers’ enquiries and 
present customers with appropriate products and services

•	 Digitalization and Automation
Technology that can help digitalize the Bank’s working 
processes to be automatic, simplified, fast, and efficient, such 
as AI for process automation and eliminating duplication

•	 Future SME Solution
Technology solutions that can support SME with more efficient 
business management to serve their fast-growing businesses 
such as payments, online account management and business 
management tools in various forms, including AI for lending 
and loan analysis

•	 Innovative Payment
New forms of technology for payment services, such as facial 
recognition, proximity technology, and cross-border payments

•	 Discovering Cutting Edge Technology
The Bank focuses on discovering cutting-edge technologies, 
as innovations could emerge unexpectedly at any time or in 
any form.

To avoid inconvenience to customers or others when introducing 
new kinds of products and services, the Bank tests its new 
products and services in a test group and in the Regulatory 
Sandbox of the Bank of Thailand. The Bank follows up the test 
results to make further improvements, ensuring the products and 
services of the Bank are safe to use, convenient, and truly 
beneficial for the users.

Performance Highlights

+	 Bangkok Bank InnoHub Accelerator
In 2017, Bangkok Bank InnoHub Accelerator recruited world-
class FinTech startups for a 12-week program of training and 
development. Some 119 startups from 32 countries applied to 
join the program; eight were chosen and five passed a 
technological and business proof of concept with the Bank. One 
of the startups, FundRadars (Siam Square Technology (Thailand) 
Co., Ltd.), developed a mobile application — BF Application —
which helps mutual fund investors easily access investment 
information. The application was launched in November 2017.

The Bank started Bangkok Bank InnoHub Accelerator Season 2 
around the end of 2018 and completed the project by the first 
quarter of 2019. The project attracted 128 applicants from 28 
countries around the world. The Bank focuses on five technology 
themes which can contribute to the development of its products 
and services:
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+	 Enhancement of Bangkok Bank’s Website
In the digital age, technology and communication networks play 
crucial roles due to the easy availability of information. Accordingly, 
the Bank has improved its website, www.bangkokbank.com, to  
be modern, beautiful, user-friendly and fast, under the concept 
of “Speed and Simplicity”. Customers can search for the Bank’s 
products or other information quickly and easily and the improved 
version provides an impressive customer experience whether on 
a computer screen, smartphone, or tablet.

The improvement of the Bank’s website included redesigning 
the format and graphics, and revising content to be more modern, 
attractive, concise, comprehensive, and accessible. Existing 
functions were upgraded while new functions were added 
including a search function, comparison of credit and debit 
cards, and matching of mutual fund products with each customer. 
An upgraded content management system makes it easier to 
add a variety of content. The website’s capacity for collecting 
statistical data was improved to enable more precise data 
analysis, while a centralized application programming interface 
allows people to easily access and use financial information such 
as exchange and interest rates.

+	 National Digital Identification (NDID) 
The number of financial transactions has increased dramatically, 
especially transactions via electronic channels which may be 
open to risks of identity theft or fraud. To minimize the risks and 
provide customers with convenient and speedy services, the 
Bank needs a quick and reliable customer authentication process 
which meets regulatory standards. The Bank has prepared to 
use facial recognition technology for making transactions at 
branches. The system is expected to be trialed in 2019.

+	 New Bill Payment Machine
The Bank has developed new cash deposit machines to provide 
a wider range of services such as bill payments or cash top-ups, 
and which accept both banknotes and coins. Customers can 
pay their bills or top up their electronic purse conveniently and 
easily at the cash deposit machines. This will reduce waiting time 
at the branches while providing a better customer experience.
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Materiality

In the digital age, data are essential for the banking business. As well as using data to analyze economic trends or determine corporate 
strategy, data can also be used for in-depth analysis to understand and forecast individual behavior, which will help the Bank develop 
new products and services that are different from those of competitors and beneficial to customers. At the same time, data constitutes 
a major risk to business undertakings if there are cyber threats and data security is compromised. Therefore, data protection is crucial 
for the growth of the Bank’s business.

+	 DATA PROTECTION AND CUSTOMER CONFIDENTIALITY
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Data protection is not limited to preventing loss of data or 
preventing data being rendered unusable, but also covers 
safeguarding the data from unauthorized alteration, theft or 
misuse. Failure to do so would negatively impact the Bank’s 
reputation and credibility, cause a loss of customer trust, 
potentially impact data owners, and result in legal liability on the 
part of the Bank. Therefore, the Bank has always considered 
data security as one of its top priorities. 

Management Approach

The Bank has adopted technologies to prevent data loss, 
leakage, and unauthorized alteration and access. The Bank has 
established systematic procedures to prevent data leakage by 
setting levels of users’ permission according to data categories, 
protecting data confidentiality with data encryption, detecting 
malware or encroaching software attempting to steal data inside 
the organization, and staying alert for cyber attacks, which may 
cause service disruption and data damage. In addition, the Bank 
has been developing its employees’ knowledge, skills and 
awareness of cybersecurity so they are alert to cyber attacks, 
and able to prevent efforts to phish for data from gaining access 
to the Bank’s system and individuals’ assets.

Management Structure of Data Protection 

The Bank is aware of the importance of data security management 
and has therefore established a policy for data security and 
cyber risk. It also regularly reviews the policy to keep up with  
the current situation. In addition, the Bank’s Risk Management 
Committee oversees and monitors the overall risks of the Bank, 
including setting effective measures to limit and prevent these 
risks. 

The Bank has an information technology security management 
unit to set standards for data security and cyber risk management, 
oversee operations of units in the Bank to ensure they are in line 
with the set standards, and perform annual evaluations of 
technology risk that may affect the data the Bank has stored.  
The department’s duties also include preparing plans for staff 
training to build awareness of data protection and plans for 
developing personnel in relevant units to have skills in data 
protection and cyber risk handling. 

The performance of the information technology security 
management unit is continually monitored, reviewed, and 
evaluated by an internal audit unit every year. The department 
takes on board evaluation results and recommendations to 
improve its operational plan so that it is more efficient. 

Information Security and Cybersecurity Policy

Technology is only one essential component of keeping 
information secure – another is processes for information security 
management to ensure the organization is resilient in handling 
and efficiently responding to cyber attacks. The Bank has 
established an Information Security and Cybersecurity Policy 
as a framework for managing matters covering every unit of the 
Bank in Thailand and overseas. The policy is in line with the 
Information Security Management Standard ISO/IEC 27001: 2013.

Raising Awareness on Information Security

The Bank believes that creating understanding and awareness 
of information security is essential for protecting the Bank, its 
service providers and customers. The Bank continues to 
communicate and educate employees and other parties 
involved, with an emphasis on personal information protection 
and customer information confidentiality, which is a main 
responsibility of the Bank.

In order to create awareness and understanding among staff 
about information security and cyber risks, the Bank periodically 
communicates information and knowledge in the form of short 
articles, infographics, videos, and quiz games with prizes on 
offer, via internal websites. The Bank has also set guidelines for 
information security which are communicated to new staff for 
their acknowledgement and understanding before they start 
working at the Bank. The guidelines have been disseminated 
internally with posters placed in office buildings, especially in 
highly visible spots.
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Physical and Environmental Security 
component prescribes management of 
the physical side of premises, equipment 
and environment, to protect the 
information technology assets

Operation Security component prescribes 
the operational framework for security 
control, namely anticipating threats, 
reporting, controlling changing factors, 
identifying loopholes, and managing  
the loopholes found

Communication Security component 
prescribes procedures for secure 
information reception and transmission
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Essence of the Information Security and Cybersecurity Policy

Mobile Device and Remote Access 
component prescribes procedures for 
accessing the Bank’s information and 
technology system from outside locations 
using security-controlled devices

Third-party Management component 
prescribes processes for the Bank’s 
engagement with third parties, either 
companies or individuals, who work with 
the Bank in developing or maintaining the 
security of the Bank’s technology system

System Acquisition, Development and 
Maintenance component describes the 
work of acquiring, designing, developing 
and modifying to maintain the security of 
the Bank’s technology system

Information Security and Cybersecurity 
Risk Management component details risk 
identification, risk evaluation and analysis, 
risk mitigation, as well as risk monitoring 
and reporting

Information Technology Asset Management 
component prescribes a framework for 
risk management that covers stages from 
the beginning to the termination of use of 
hardware, software, and information

Access Control component prescribes 
formats and methods for users to access 
the information, and users’ permission, 
roles and responsibilities

Incident Response and Management 
component prescribes the operational 
framework for managing security 
incidents

Information Security for Business 
Continuity Management component 
prescribes planning and always-on-alert 
measures for responding to cyberthreats 
or information security incidents

Information Security and Cybersecurity 
Training component prescribes training 
programs and building awareness of 
cyber risk among employees. 
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Collaboration with External Organizations to Create 
Cybersecurity

To efficiently anticipate and stay alert to cyber threats, cooperation 
is needed from external organizations for exchanges of 
information so that the Bank can respond promptly to a situation. 
Currently, the Bank plays a crucial role with the Thailand Banking 
Sector CERT (TB-CERT), which was established to achieve 
collaboration within the Thai banking industry to strengthen 
cybersecurity. In addition, the Bank has exchanged information 
with the Thailand Computer Emergency Response Team 
(ThaiCERT), Financial Sector Information Sharing and Analysis 
Center (FS-ISAC), which is the international center for exchanging 
information on information technology threats. The information 
is used to analyze situations and prepare for cyber threats.

1 2 3 4

5 6 7 8

9 10

Store and destroy important 
information safely

Strictly follow the rules for 
accessing the security room 
and data center

Always wear an employee 
badge when working in an 
office building

Set a password that is difficult 
to guess and do not tell it to 
anyone

Do not send inappropriate 
e-mails

Regularly follow the agreement 
on internet use 

Always lock the computer 
monitor when leaving the desk

Do not install software without 
permission

Always ask for permission to 
connect a computer or computer 
devices to the Bank’s system

Inform the Service Desk if 
noticing an unusual security 
incident. 

10 Guidelines for Information Security for Staff to Follow in their Work

Performance Highlights

The Bank adheres to recognized standards for information 
security to protect important information. It has also continually 
invested in modern security technology. In addition, the Bank 
also connects with several cyber threat watch information 
networks in order to obtain information on cyber threats, which 
the Bank analyzes and uses to detect cyber attacks as well as 
to prepare response measures. Furthermore, every online service 
of the Bank is subject to regular security inspections before and 
after the service is provided to ensure the service is always 
secure.

In 2018, the Bank received 15 complaints from customers via its 
various channels regarding breaches of customer confidentiality. 
The Bank investigated those cases and found neither leakage 
of customer information due to cyber threats, nor breaches of 
the information.
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International Certification of Information Security 
Standard

In 2018, the Bank was certified ISO/IEC 27001: 2013, a widely 
recognized international information security standard. The 
certification was granted for the Bank’s fund transfer service 
provided on the Bank of Thailand’s Automated High-value 
Transfer Network (BAHTNET), the electronic network for 
interbank fund transfers,and for Imaged Cheque Clearing and 
Archive System (ICAS), the system for interbank cheque clearing 
using electronic images of the cheques instead of physical 
cheques. The standard certification reflects the Bank’s quality 
of information security, in which the Bank takes pride. The Bank 
is determined to improve the information security management 
standards for other operating systems to give customers 
confidence while preventing any possible losses which may 
occur to customers.

Electronic Waste Management to Prevent Information 
Leakage

The Bank places importance on information security management 
throughout the lifecycle of the information, including a procedure 
to ensure that no information is left in any devices that are no 
longer in use. Since 2015, the Bank has adopted guidelines for 
disposal of electronic waste in line with the DOD 5220.22M, 
high-level standards of the United States Department of Defence. 
Data storage media, such as hard disks, will be completely 
crushed into debris to ensure the data will not leak. The debris 
will be recycled for other uses, which helps conserve the 
environment at the same time. 
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Cybersecurity Awareness Building Activities

In 2018, the Bank held activities to build awareness and 
understanding of personal information confidentiality and cyber 
threats for executives and staff in various forms and through various 
channels. The Bank plans to expand these awareness and 
understanding building activities to customers, in order to 
encourage them to protect themselves from the threats. Highlights 
of activities in 2018 are as follows: 

+	 Communications for Cybersecurity Awareness Building
The Bank communicated useful information through its internal 
website in the form of infographics that are easy to understand. 
The topics communicated focused on issues in daily life or at 
work so that staff and executives can keep up with the issues 
and prevent or handle the situations properly. The topics 
communicated were, for example, “Protect your e-mail in a few 
clicks” and “Categorizing data before use to ensure security”. In 
addition, the Bank has raised awareness of and understanding 
of IT security among all new employees on their orientation day. 
In 2018, all 1,116 new employees attended the IT security 
presentation.

+	 Internal Cyber Drill
The Bank joined a cyber threat drill with the Thailand Banking 
Sector CERT (TB-CERT) for the third consecutive year. The Bank 
has used its experience to improve its cyber threat response 
plan and adapted it for its internal drills. In 2018 the Bank 
conducted an internal test of its cyber attack response plan. The 
test helped raise the awareness of various departments in the 
Bank of the need to prepare for cyber threats. In addition, the 
Bank held a cybersecurity drill by simulating a cyber attack in 
the form of a phishing drill. The Bank sent a phishing e-mail to 
employees across the country to try and trick them into disclosing 
personal information. The test was satisfactory, with 10 percent 
of staff involved in the drill being phished.
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Materiality

Customers are of the utmost importance to the Bank. Service quality is a crucial factor in drawing customers to the Bank, especially 
given the current environment of very aggressive competition among banks. Providing services that are better, more convenient, 
faster, and better suited to customers’ needs are key to the Bank holding a competitive advantage over its competitors. The Bank 
realizes the importance of developing its services to meet its customers’ needs better and faster. To do this, the Bank relies on 
properly analyzing the true needs of its customers so that it can develop and offer quality products and services which are beneficial 
to customers and meet their needs.

+	 CUSTOMER SATISFACTION
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Customer Service Policy

The Bank places importance on cultivating and spreading a 
culture of treating all customers fairly. To demonstrate its 
commitment to responsible and fair business conduct, the Bank 
has established a market conduct policy for the fair treatment of 
customers. The market conduct policy covers all the Bank’s 
service channels and products. The policy means customers are 
provided with clear product and service information as well as 
useful advice so they can choose the most suitable products 
and services with regard to prices, conditions applied, and the 
customer’s needs and expectations. Those required to follow 
this policy are directors, executives, staff, advisors, and persons 
authorized to act on behalf of the Bank. The Bank expects them 
to understand, accept, and strictly practice this policy.

Customer Satisfaction Management Structure

The Bank has set up a Quality Service Team, and a Data Research 
and Analysis Team. They are responsible for ensuring that the 
service provided by all Bank staff meets quality standards, and 
finding new ways to improve service quality so that customers 
receive the highest level of satisfaction.

+	 Quality Service Team
To ensure that customers receive services that are fair and of 
good quality, the Bank has set up a Quality Service Team to 
ensure the service provided by the Bank’s staff nationwide meets 
prescribed standards and practical guidelines. The standards 
and practical guidelines are reviewed regularly to ensure they 
are relevant to the current social context and customer 
expectations. The team also held activities to build up positive 
attitudes among staff towards the working culture, while activities 
for staff to exchange their opinions were held. Outsourced 
consulting companies were hired to observe the service quality 
provided by branch staff throughout the country in terms of its 
responsiveness to the needs of customers. The team conducts 
opinion surveys on customers using the branch services and 
customers’ suggestions and demands will be used to improve 
the Bank’s services. 

+	 Data Research and Analysis Team 
This team has been assigned to evaluate customers’ satisfaction 
in using the Bank’s services through various channels, and to 
analyze the evaluation results to find ways to drive service 
improvements. A customer survey is conducted annually to track 
the performance of the Bank’s staff. The results are analyzed 
and benchmarked with peers to identify the Bank’s status, 
strengths and weaknesses, and are used in setting the service 
approach of the Bank.

The Bank focuses on creating customer satisfaction and 
maintaining good service standards. The Bank has continued to 
adjust its approach to customer service to keep up with changing 
customer behavior and needs and has established policies and 
practical guidelines covering all service channels for the Bank’s 
staff to follow. Customer satisfaction surveys were conducted at 
every Bank branch throughout the country. The evaluation results 
were used for service improvements as customer satisfaction is 
fundamental to the Bank’s sustainability.

Management Approach

The behavior patterns of users of the Bank’s services have 
changed considerably due to technological development and 
service innovation, enabling customers to access services 
conveniently through digital platforms. Therefore, the Bank has 
adjusted the way it serves customers to achieve faster delivery. 
In addition, the Bank has set service principles and guidelines 
by focusing on presenting products and services suitable for 
customers and maintaining good relationships, while providing 
a quality and fast service, so that Bangkok Bank continues to be 
its customers’ main bank.

The Bank believes that customer satisfaction comes mainly from 
good quality service and customer-centricity delivered by the 
Bank’s staff. To this end, the Bank sees its staff as the most 
crucial element. All Bank staff must know and understand the 
Bank’s products while being happy with their working lives, so 
that they can provide a quality service to customers, living up to 
the Bank’s motto ‘puan koo kit mit koo baan’ (trusted partner  
and reliable close friend).

Determination to be Customers’ Main Bank

To achieve the goal of being the customers’ main bank providing 
customers with financial services which are of high quality, 
modern, and tailored to the needs of each customer group, the 
Bank has been focusing on:

•	 Providing excellent customer experience by taking a customer-
centric approach in developing the Bank’s operations in 
various aspects so as to achieve leadership in customer 
satisfaction

•	 Developing products and distribution channels to meet 
customers’ financial needs at individual and segmented levels, 
while also improving working efficiency and service networks 
to deliver an omni-channel network approach.
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Customer Satisfaction Management

Customer satisfaction management of the Bank consists of three 
major elements: feedback from customers and service evaluation, 
complaint management, and customer service competency 
development for employees.

+	 Feedback from Customers and Service Evaluation
The Bank provides various channels to listen to customers, such 
as the website www.bangkokbank.com and Bualuang Phone 
1333. The Bank conducts various types of surveys to evaluate 
customers’ satisfaction, such as feedback from customers in 
using branch services, which is done with telephone calls to 
customers with as many as 70-100 calls per branch in a year. A 
customer satisfaction survey on mutual funds is conducted by 
contacting the customers investing in a fund on the following day 
to see if they had received the service quality set by the regulatory 
body. Customer recommendation surveys are done online to 
evaluate customer satisfaction and long-term engagement with 
the Bank. This survey is conducted twice a year, interviewing 
2,000 customers all over the country in each survey.

Customer feedback and service evaluation are very important 
tools for the Bank to learn about and understand problems 
regarding service quality, enabling the Bank to identify and 
correct issues so that customer satisfaction and impressions can 
truly be improved.

+	 Handling of a Complaint
In terms of the Bank’s guidelines on how to handle customers’ 
complaints, branch managers must contact customers to provide 
assistance and help solve problems as quickly as possible. 
Branch managers must set plans to improve the services of their 
branches and to prevent repetition of problems. In addition, the 
Bank has set up a central team to follow up with customers, ask 
for their feedback, and assess if they were satisfied with the 
assistance they had received. Customers can submit their 
suggestions or complaints using contact channels such as the 
Bank’s official website or Bualuang Phone 1333.

+	 Customer Service Competency Development
The Bank held various activities to enhance staff competencies 
in customer service.

‘WoW’ activity, aimed at improving staff knowledge and techniques 
for winning customers’ heart. Each year, 600-700 employees join 
the activity and share what they learn with fellow employees  at 
their branches afterwards.

Evaluation of Staff Knowledge of Mutual Fund and Insurance 
Products (Voice of Staff) The Voice of Staff activity was held with 
an objective of encouraging staff to enhance their knowledge of 
the mutual fund and insurance products of the Bank. The Quality 
Service Team sends a set of questions along with information 
about the mutual fund and insurance products, including any 
‘hot issues’ at that time, for staff to study in advance. Then the 
central team will contact the staff licensed to offer mutual fund 
or insurance products at branches throughout the country, to 
check how well they understand the products. Staff who 
misunderstand certain points will receive clarification from the 
central team to ensure staff will be able to provide customers 
with the right information. 

Mystery Shopping Service quality evaluation by way of mystery 
shopping is conducted to evaluate branch services four times a 
year. Mystery shoppers visit every branch to evaluate three 
aspects, which are readiness of customer service areas, services 
provided by staff, and telephone answering manners. Evaluation 
results will be used to set guidelines for branch staff to follow. 
The evaluation which began in 2018 and continued in 2019 
focuses on services provided in line with rapid changes in 
technologies and customers’ needs.
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Customer Satisfaction Score 

The result of the 2018 customer satisfaction and recommendation 
survey was very satisfactory. Overall customer satisfaction with 
the Bank’s service was high and they recommended the Bank 
to people close to them.

Handling of Complaints

According to an opinion survey of customers who lodged 
complaints with the Bank, the complaining customers consider 
that the overall complaint handling of the Bank was satisfactory. 
Customers were mostly satisfied with branch managers who were 
able to handle the complaints quickly by calling the customers 
(within two working days) to listen to their complaints and help 
solve the problems. Branch managers also used the complaints 
to improve the service quality of their branches. 

To accommodate growing needs of customers for making 
complaints and general inquiries, the Bank has upgraded the 
call center. The number of fixed telephone lines in Bangkok and 
its surrounding areas was increased to boost the service quality 
of Bualuang Phone 1333. A customer contact management 
measurement was set up so that staff could manage customer 
demand correctly and more quickly. 

The call center upgrade was achieved without service disruption. 
Customers living in other provinces paid as little as Baht 3 per 
call when contacting Bualuang Phone. The proportion of 
customers who made successful calls to Bualuang Phone’s 
automated service was 87 percent. Customers who contacted 
the call center rated the services ‘Satisfactory’ and ‘Very 
Satisfactory’ – a level as high as 92.5 percent.

Customer Service Competency Development

In 2018, the Bank continued to hold Voice of Staff activities to 
increase the service competency of staff. One of the activities 
was designed to enhance their skill in using the Bank’s financial 
products to start conversations with customers. The Quality 
Service Team prepared important information about selected 
products which was used to communicate with staff who acted 
as coaches for their peers to study in advance. Staff were 
informed one week in advance to allow them time to prepare for 
evaluation later via telephone calls. This activity was organized 
across all branches throughout the country and took two months 
to finish. Afterwards, the Quality Service Team prepared an 
evaluation handbook and result report to be presented to business 
unit heads, regional managers, and branch managers, as relevant. 
Awards were presented to the best-performing branches. 

In conducting the service quality evaluation by way of mystery 
shopping, the Bank set criteria relevant to a situation during the 
period. The evaluation result in 2018 was 89.72 percent, 
increased from 88.63 percent in 2017.
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+	 Value Chain 
Empowerment
Sharing financial knowledge and providing opportunities for access 
to financial services to small and medium-sized enterprise operators, 
farmers, and needy groups
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+	 Responsible Lending
Encouraging benefactors of the Bank’s financial services to 
be aware of the importance of managing businesses and 
projects with responsibility to the environment and with 
respect for human rights

+	 Supply Chain Management
Demonstrating steadfast determination in managing the  
entire supply chain of the Bank to ensure all its business 
processes support sustainable business 
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+	 RESPONSIBLE LENDING

60

Materiality

Continuous economic development over past decades has had various side effects on communities, society, and the environment. 
These impacts include illegal logging, irresponsible exploitation of natural resources, pollution emissions, global warming, violation 
of human and labor rights in order to maximize business profits, and social and business inequality. These problems have affected 
communities’ ways of life and obstructed sustainable development at the national level. Preventing, solving, or alleviating these 
problems requires the cooperation of all sectors.

As a key source of funding for business, the Bank realizes the importance of dealing with the social and environmental problems 
caused by various investment projects. The Bank embraces its duty of helping alleviate these problems in communities, society, and 
the environment by lending responsibly. Responsible lending will help prevent or cushion negative impacts that might emerge from 
large investment projects funded by the Bank, strengthen communities, and support sustainable development. It will also help 
safeguard the Bank from reputational risk and credit risk, as well as building good relationships between the Bank and communities. 
The Bank places importance on conservation of the environment, prevention of pollution, and alleviation of global warming, through 
lending to projects which produce or use alternative energy in place of energy from fossil fuel, such as solar power plants, wind 
power plants, and electric mass transit projects.
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The Bank believes that strong communities are the basis of 
sustainable development. However, community strengths have 
been lessened by household debt problems, and limited access 
to sources of funds for small businesses, which are the main 
sources of community income. Therefore, the Bank has initiated 
loans for micro entrepreneurs to help small businesses access 
funding at reasonable interest rates. The Bank has also played 
its part in solving household debt problems through the 
Government’s Debt Clinic Project.

Management Approach

+	 Credit Policy with Social and Environmental  
	 Responsibility
The Bank has established a general underwriting standard for 
scrutinizing loan applications which have no potential impacts 
on community, society, and the environment in accordance with 
its credit policy principles. The Bank requires projects that might 
have severe negative environmental impacts on communities, 
as determined by relevant government agencies, to pass an 
Environmental Impact Assessment (EIA) and/or Environmental 
and Health Impact Assessment (EHIA), according to criteria set 
forth by government agencies. 

The Bank adheres to social responsibility guidelines set forth by 
international bodies with regards to criminal violation, actions 
causing financial damage, illegal transactions, and activities 
which may cause severe negative impacts on communities 
without legitimate approval from authorities, as well as large 
investment projects which the Bank supports in collaboration 
with other financial institutions in Thailand and other countries.

The Bank reviews the general underwriting standard every year 
to make certain the standard remains relevant to changing 
situations and risks.

The Bank has always been aware of the importance of sustainable 
development. An example of this is its approach to lending to 
the textile industry, which has the potential for environmental 
impact and is highly labor intensive. The Bank has stipulated 
additional criteria for social and environmental issues the industry 
may cause, in addition to the general underwriting standard and 
governing laws. The Bank also requires standard certification  
in terms of production quality, environmental management  
and labor management, such as international standards  
on environmental management (ISO) and labor management  
(SA 8000).

In addition, the Bank is studying options for improving its 
guidelines and processes for loan approvals to ensure that 
projects funded by the Bank have appropriate and effective risk 
management and environmental impact management, as well 
as respecting human and labor rights.

Performance Highlights

+	 Lending to Environmentally-friendly Energy Projects
Use of alternative energy in place of fossil fuel plays a significant 
role in alleviating impacts on the environment and global warming, 
while strengthening energy security of the country. Although 
electricity generation using alternative energy is growing 
continually, it still falls behind the target set by the Government, 
according to the Alternative Energy Development Plan 2015-
2036. The Bank is aware of the importance of alternative energy 
and has continually supported the alternative energy industry. 
For the past several years, the portion of loans granted to the 
alternative energy industry has grown constantly. Loans granted 
to the hydropower industry in 2018 accounted for 22 percent of 
total outstanding loans to the energy industry, up from 14 percent 
in 2015.
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Over the past 10 years, the Bank has provided long-term loans 
to alternative energy-based electricity generation projects of  
Baht 47.6 billion, of which Baht 41.4 billion were provided to solar 
power plants, and Baht 6.2 billion to wind power plants. The Bank 
has also provided loans to businesses which install solar panels 
on factory rooftops and sell the electricity to the factories for lower 
prices compared to electricity prices charged by state-owned 
organizations. Solar rooftop electricity not only helps save 
electricity expenses for those factories, but also reduces the 
country’s dependency on fossil fuels. In addition, the Bank has 
also taken part in developing alternative energy in countries other 
than Thailand through loans provided to alternative energy 
projects in Japan and Vietnam.

Support for generation and use of environmentally-friendly energy 
is another way to achieve sustainable development and meet 
the country’s energy goals. Therefore, the Bank has supported 
generation and use of environmentally-friendly energy continually 
through provision of loans to various energy projects, especially 
the electric public transport system projects, resulting in a seven-
fold increase in outstanding loans from 2015 to 2018. 

Category

Portfolio Mix (percentage of total loans 
granted to energy industry)

2015 2016 2017 2018

Renewable Energy Power Plant 34% 42% 49% 46%

โรงไฟฟาพลังงาน
ทดแทน

พลังงานแสงอาทิตย พลังงานน้ำ

พลังงานลม โรงไฟฟาถานหิน

- Solar Energy 18% 22% 31% 21%

โรงไฟฟาพลังงาน
ทดแทน

พลังงานแสงอาทิตย พลังงานน้ำ

พลังงานลม โรงไฟฟาถานหิน

- Hydropower 14% 18% 16% 22%
โรงไฟฟาพลังงาน
ทดแทน

พลังงานแสงอาทิตย พลังงานน้ำ

พลังงานลม โรงไฟฟาถานหิน

- Wind Power 2% 2% 2% 3%

Fossil Fuel Power Plant 66% 58% 51% 54%

โรงไฟฟาทดแทน โรงไฟฟาปโตรเลียม

โรงไฟฟาทดแทน โรงไฟฟาปโตรเลียม
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+	 Promotion of Efficient Use of Electricity
Realizing the importance of energy conservation and efficient 
use of electricity in line with Government policy, the Bank has 
participated in a Government energy-saving campaign from the 
beginning of its first phase in 2003 through to its current sixth 
phase. Under this campaign, the Bank has extended total loans 
of Baht 12.4 billion, the full quota allocated to the Bank 
representing 15 percent of the campaign’s target. The purpose 
of the campaign is to help businesses replace equipment and 
machinery, as well as installing solar electricity systems to save 
on electricity consumption.

+	 Loans for Micro Entrepreneurs
The Bank provides loans for micro entrepreneurs to help these 
small businesses gain more access to finance. Micro 
entrepreneurs as a group are high-risk borrowers and lack the 
collateral to qualify for lending, while financial institutions have 
limited information about them. These entrepreneurs therefore 
are unable to access sufficient funding from financial institutions 
and must resort to financing from loan sharks at the expense of 
very high interest rates. The Bank has continued its loan program 
for more than three years and has helped many micro 
entrepreneurs receive loans at reasonable interest rates without 

Loan Project Phase 2 Phase 3

Year of operation 2016 - 2018 2018 - 2020

Number of borrowers 1,885
In progress with target

of 2,000 borrowers

Loans approved Baht 351 million
In progress with target 

of Baht 400 million in lending

collateral. More than 2,000 micro entrepreneurs have taken out 
total loans of more than Baht 400 million from the Bank. The loan 
program helped reduced the entrepreneurs’ interest burden by 
more than Baht 20 million.

+	 Household Debt Restructuring
Thailand’s high level of household debt has become a public 
concern and various sectors have been closely monitoring the 
matter, which may affect the long-term economic stability of the 
country. The Debt Clinic Project is an initiative implemented by 
the Bank of Thailand in collaboration with commercial banks, 
aimed at helping debtors who are honest and determined to 
solve their debt problems, and also at building financial 
disciplines among debtors. The Bank has joined the program for 
two consecutive years, with 40 debtors joining the program in 
2017 and 28 joining in 2018. Those who joined the program had 
debt from credit and cash cards and non-collateral personal 
loans, which have become non-performing loans (NPL). Their 
debts were restructured and debtors were given reasonable 
repayment periods and lower interest rates. Debtors joining the 
project are required to not take out new loans and strictly maintain 
financial discipline.
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Materiality

The Bank believes that good supply chain management will contribute to smooth and efficient business operations and the continuous 
delivery of quality services to customers. It also provides an important mechanism for building cooperation and networks to protect 
the environment and natural resource throughout the supply chain. In undertaking its business, the Bank requires large volumes of 
goods, materials, equipment, and services from suppliers and outsourced service providers. A lack of responsible supply chain 
management may adversely affect society and the environment.

To this end, the Bank has established practical guidelines for suppliers and outsourced service providers. This demonstrates the 
Bank’s expectation that suppliers and outsourced service providers take into account the importance of environmental and social 
protection, and also to prevent direct or indirect risks to the Bank’s corporate image and operations. The Bank considers it important 
to select suppliers and outsourced service providers who emphasize their readiness for doing business in line with the sustainable 
development guidelines. This is because the Bank believes that working with suppliers and outsourced service providers will help 
promote and enhance creative changes in society. It will support the sustainable growth of the Bank and its suppliers and outsourced 
service providers.

+	 SUPPLY CHAIN MANAGEMENT
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Management Approach

The Bank has categorized the concerned parties within its supply chain into three groups: suppliers, contractors, and outsourced 
service providers. Suppliers provide, through processes administered by the Bank’s Procurement Unit, materials or equipment 
necessary for the undertaking of the Bank’s business. Contractors provide repair, improvement and maintenance services for the 
Bank’s equipment or buildings. Outsourced service providers work on behalf of the Bank in specific work areas, such as premises, 
security or the transportation of cash and high-value items.

Statistics and Categories of Parties Involved in the Bank’s Supply Chain

Category Total Suppliers Contractors
Outsourced 

Service 
Providers

Number of vendors on approved vendor list

•	 Domestic vendors 2,883 1,214 1,197 472

•	 Foreign vendors 303 - - 303

Total 3,186 1,214 1,197 775

Number of vendors awarded procurement contracts in 2018 1,173 151 278 744

New vendors listed on the approved vendor list in 2018 41 2 8 31

Selection Process

+	 Suppliers and Contractors
The Bank has established a systematic selection process for new 
suppliers and contractors. The process starts with a meeting with 
prospective suppliers and contractors to help them understand 
the Bank’s practical guidelines that they need to follow. The Bank 
also invites the prospects to present their credentials, as well as 
their products or services, at the meeting, and inquires about 
the companies’ general information, quality control processes, 
good governance philosophy, and financial stability.

In 2018, the Bank required all prospective suppliers and 
contractors to complete a self-declaration form, which covers 
not only product and service quality, but also their policies and 
management approaches related to society, the environment 
and social responsibility. Prospects failing the assessment criteria 
will not be listed as approved vendors. Those having passed the 
assessment are required to submit all relevant documents for 
the Bank to consider before listing them as approved vendors. 
A company that passes the assessment for contractor status will 

need to pass another step, which is a site inspection of their 
business premises by a relevant team from the Bank. If the 
inspection is passed, the site inspection team will recommend 
the company is included on the Bank’s approved vendor list.

Risks associated with procurement include errors in quoting 
prices or submitting qualifications or specifications of products 
or services, as well as the late delivery of goods or failing to meet 
commitments on the quality of goods or services. The Bank has 
established penalty measures for vendors failing to deliver on 
the agreed terms and conditions. The penalty measures for 
breaches of contract are clearly specified in procurement 
contracts. The Bank will inform the suppliers or contractors at 
fault of any measure taken, in writing.

In addition, the Bank has adopted an online electronic auction 
(e-Auction) system to support free and transparent competition. All 
bidders can follow the auction’s progress.
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+	 Outsourced Service Providers
The Bank has awarded outsourced service providers contracts 
for performing work for the Bank, which helps the Bank manage 
its operations, reduce its operating costs, improve its efficiency 
and increase the flexibility of its business operations. The Bank 
has established an outsourcing policy in accordance with 
principles set by regulatory authorities, to demonstrate clarity 
and transparency of criteria and direction, as well as related 
processes and practical guidelines, for selecting outsourced 
service providers. The outsourcing policy was approved by the 
Bank’s Board of Directors and has been reviewed at least once 
a year or when there is an incident with significant impact. The 
Bank has communicated and enhanced understanding regarding 
the policy through a procurement handbook for departments 
within the Bank and has involved employees to properly and 
suitably put the policy into practice.

Monitoring, Review, and Evaluation Processes

+	 Suppliers and Contractors
The Bank monitors, reviews and evaluates the performance of 
suppliers and contractors in various ways, such as conducting 
a survey on the satisfaction of relevant departments with their 
vendors, or by performing random checks on the quality of 
products and services provided by vendors that meet agreed 
terms and conditions. For contractors, the Bank has assigned 
its staff to monitor and examine their work both at an ongoing 
stage and at the point prior to delivery. If the suppliers and 
contractors fail to deliver on the set standards, the Bank will take 
measures as stated in the contracts.

+	 Outsourced Service Providers
The Bank requires departments using outsourced service 
providers to control, monitor, review and evaluate their 
performance every six months. They must also prepare a 
summary report on their use of outsourced service providers for 
the Outsourcing Committee at least once a year. In the event that 
an outsourced service provider fails to deliver on the set 
standards, the Bank will enforce measures as stated in the 
contract to an appropriate and fair degree, such as fines, 
reprimands or contract termination. The Bank will inform the 
service providers at fault of every measure taken, in writing. 

Performance Highlights 

In 2018, the number of vendors and contractors of the Bank was 
429. All were local vendors, of which 10 were new vendors. The 
Bank had 775 outsourced service providers, 472 in the country, 
and 303 from outside; of the total, 31 were new service providers.

Results of the evaluation of new suppliers and contractors according 
to sustainability criteria which cover social and environmental 
aspects for sustainable supply chain management in 2018 are as 
follows:

•	 The Bank’s Procurement Unit evaluated two new vendors and 
both passed the evaluation

•	 The Bank’s Premises Department evaluated eight new 
contractors and they all passed the evaluation.

The Bank is aware of the need for suppliers, contractors and 
outsourced service providers to refrain from violations of human 
and labor rights. Such violations also run counter to the concept 
of sustainable development. To make it clear that the Bank 
disagrees with and never intends to be involved with any activities 
violating human rights in its supply chain, the Bank has added 
a statement to the procurement contract as follows:

“While performing its duties under this contract, the Contractor 
ratifies that there will be no practices that violate human rights, 
including the rights of the Contractor’s employees, and the rights 
of the Client’s employees and customers. The Contractor shall 
strictly abide by relevant laws and regulations on human rights 
protection.”
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+	 Employee Centric
Attracting, developing, and retaining capable employees 
so that they are able to cope with volatility and rapid changes
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+		 Training and Education  
Empowering employees with knowledge and skills necessary 
for their work and for supporting the Bank’s sustainable 
business growth

+	 Employee Welfare and Security
Providing an appropriate work environment, fair remuneration, 
and comprehensive benefit packages, in order to assure job 
security for employees who are vital to the Bank



+	 TRAINING AND EDUCATION

1 2 3
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Materiality

Currently, the Bank is encountering inevitable digital disruption and its way of undertaking business needs to change to keep up 
with an evolving business landscape, new technology and changing customer behavior. Shifting the mindset of employees and the 
way they work as well as human resource management are vital factors for coping with such change. The Bank places importance 
on empowering employees with the knowledge and skills necessary for achieving future business growth by providing regular training 
and development for employees in every position in every department. The Bank also places importance on developing specialized 
technology skills in line with its digital banking direction for employees with high potential. This is to ensure the Bank’s employees 
are quality personnel equipped with the skill sets, knowledge and expertise to cope with change and provide the foundation for 
sustainable growth of the Bank. 
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The Bank invited employees enrolling in every training course to 
evaluate the quality of both trainers and contents. Employees 
can easily evaluate them using the QR Code feature on their 
mobile phones. Courses for development of specific knowledge 
and skills for employees to apply to their jobs, such as credit 
processing, customer service officer, etc. require participating 
employees to sit and pass a test after the course to complete 
their training on the subject. Moreover, in 2018 the Bank improved 
the process for following up on the use of the knowledge and 
skills the employees acquired from the training in their actual 
work. To do this, the Learning and Development unit will send 
an online reflection form to supervisors and employees who have 
been trained to evaluate this aspect a few months after the 
employees complete the course. 

In 2018, the Bank focused on developing employees to be 
financial advisors capable of providing advice and 
comprehensively meeting the financial needs of customers.  
The Bank has trained employees to provide them with the 
necessary knowledge and skills to give advice on and  
recommend insurance products and services useful to  
customers. The training program has trained more than 2,400 
employees of the Bank.

Performance Highlights

Professional Living through Agile Learning: 
Comprehensive Online Learning Channel

These days, new technology, new knowledge, and new skills are 
emerging at a faster pace than ever before. The Bank’s employees 
have to apply new learning concepts to keep up with the rapid 
pace of change. The purpose of the “Professional Living through 
Agile Learning” project is to build a culture of Learning Agility 
for Bank employees through self-learning and a skills-building 
process on a digital learning platform in order to be ready for 
intensifying competition in the banking industry. The Bank has 
selected 900 employees from all functions to undergo online 
training on a digital learning platform that provides more than 
400 courses. Participants can take courses and repeat the same 
courses for better understanding as often as they want. To 
promote learning in this project, the Bank has conferred 
recognition awards on participating employees with the highest 
training hours and number of courses, and to employees who 
review their lessons, learn constantly and share the knowledge 
earned with others the most. 

The Bank recognizes and places importance on the continual 
development of various skills for employees. The Bank sees 
employees as invaluable human capital and a vital factor for 
elevating the Bank’s capabilities. The Bank has therefore planned 
to further enhance the capabilities and skills of employees so 
that they become a brain bank, which is also helpful for their 
career advancement. In addition, employees are regarded as 
key representatives of the Bank who deliver products to truly 
satisfy customers’ needs.

People Development Commitment

The Bank oversees and follows up on the competency 
development of employees from their first day at work with the 
Bank with the aim of helping them advance to managerial level. 
The Bank offers employees a broad range of training courses 
that fit all levels and all functions; for example, the newcomer 
course, core course, specific course, leadership development 
program, and special courses designed to be aligned with the 
Bank’s policy and direction.

The Bank has set up an Executive Service unit to be responsible 
for competency development of employees at managerial level, 
and a Learning and Development unit responsible for competency 
development of operational employees. In addition, the Bank has 
a policy for nurturing high-potential employees to prepare them 
for future advancement to managerial level. The Management 
Development and Succession Planning unit is in charge of the 
development of this group.

Management Approach 

In 2018, the Bank increased its learning capability for competition 
in the digital age by embracing an online channel provided by 
e-Learning platform developer SkillLane to give employees another 
learning channel for learning anywhere, anytime at their 
convenience. This technology revolution makes learning faster and 
more accessible to employees throughout the organization. In 
addition, the Bank encourages employees with knowledge and 
experience in specific areas to join an internal trainer group to share 
their knowledge and techniques with new employees. This not only 
increases capabilities and bolsters the confidence of the new 
employees, but also develops a culture of respect and establishes 
good relationships between the trainees and trainers. 
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Transformative Leadership Project

Leadership is the key characteristic of the banking business. The 
Bank has initiated the Transformative Leadership Project to 
encourage managerial employees or team leaders to initiate or try 
new things given the environment they face and the resources they 
have, while building morale, enthusiasm, and commitment to make 
changes in the team in order to achieve desired goals.  The project 
includes a variety of activities, such as training, workshops, 
presentation of projects designed to drive behavioral change in 
the team to achieve goals, coaching by experienced people, 
project monitoring, experience sharing, and giving feedback.

Knowledge Day Forum:  
Cultivate Innovative Thinking Event

The Bank organized the “Knowledge Day Forum: Cultivate 
Innovative Thinking” event for managerial and operational 
employees from all areas of the Bank. Its purpose was to learn 
about the concept of creation and how to use innovation from 
experts and successful entrepreneurs, create awareness of 

innovation, and to stimulate creative thinking and enthusiasm of 
employees in suggesting ways for improving working processes 
or creating new products and services. The event was held 
during September 13-14, 2018 at the Bank’s Head Office on 
Silom Road, with 1,365 participants. The Bank invited innovation 
experts and successful entrepreneurs to share their knowledge 
and experience. Participants also joined a gamification activity, 
a technique for learning by playing games. 

Sustainability 101 Training

The Bank organized training for 120 executives and staff to build 
awareness and understanding in sustainable development as well 
as in the Bank’s role in enhancing and supporting undertakings to 
uphold sustainable development goals set by the United Nations. 
Content from the training was further developed into an e-Learning 
curriculum so that it was widely accessible to employees.
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+	 EMPLOYEE WELFARE
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Materiality 

Human resources are invaluable assets that must be well nurtured. The Bank always considers employees as a top priority and takes 
good care of employees with regards to remuneration, benefits, occupational health, and workplace safety to ensure work safety, 
good living standards, and life security of employees. The Bank provides suitable salaries and benefits for employees to maintain 
good quality of life and good health, and to ensure the safety of all employees as a gesture of appreciation for dedicating their 
physical, mental, and creative powers to working for the Bank. Taking good care of employees also gives them a sense of pride and 
boosts their morale, which results in their dedication and high performance. Caring for employees also leads to their affection for, 
and attachment to, the Bank which provides the basis for long-time service at the Bank.

In this Sustainability Report, information on employee welfare and safety covers both permanent contract employees and temporary 
contract employees, unless otherwise specified.
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Management Approach

The Bank takes care of employees in line with its remuneration 
management policy focusing on providing fair remuneration in 
accordance with employee performance, and at a competitive 
market rate. The Human Resource Division is responsible for 
setting the policy on remuneration and benefits for employees. 
The Bank reviews its remuneration and benefits structure on a 
yearly basis, and compares it with the industry norm based on 
the results of the Banking Remuneration and Benefits Survey. 
The information obtained from the review is used in considering 
how to improve remuneration and benefits in order to retain 
capable employees, motivate and encourage them to give their 
best-effort work, and also attract capable people to join the Bank.  
The Bank has a clear and fair system for determining salary and 
bonuses regardless of gender, nationality, and religion of 
employees. Salary and bonuses are based on individual 
performance and the Bank’s performance results. 

The Bank always adheres to the philosophy of a Self-Sufficiency 
Economy and therefore encourages employees to be self-reliant 
and lead sustainable lifestyles. The Bank has set up an employee 
provident fund to ensure they have enough savings for living 
after retirement. Members of the provident fund can choose an 
investment policy that suits their expected return on investment 
at their retirement with acceptable risk levels. Employees can 
change their investment policy twice a year during specified 
periods.

The Bank has a policy to help employees live good quality lives 
by offering various types of loans to suit their needs. The loans 
offered are for house or land purchases, house construction, 
house repairs and renovations, car purchases, children’s 
education, household goods and other necessities, medical fees, 
higher education (for employees), and computer purchases.

The Bank provides employees with benefits under the principle 
of equality. The Bank has prescribed comprehensive, suitable, 
and sufficient benefits and set up a Welfare Committee to 
specifically oversee this matter. Some benefits of the Bank are 
set higher than the minimum standards specified by law. For 
example, the law requires employers to provide minimum sick 
leave of 30 days with full pay, while the Bank provides sick leave 
of 90 working days with full pay. For maternity leave, employees 
can take leave, before and after delivery, for 90 days in total, and 
there is no limit to the amount of maternity leave for employees 
throughout their tenure. For male employees, the Bank allows 
paternity leave for five days with full pay to take care of their 
wives after delivery date and during the first 15 days after delivery 
date to strengthen good relationships within the family.

The Bank provides additional benefits apart from those specified 
by law in order to lessen burdens and anxiety for employees; for 
example, an employee who has children is entitled to an 
allowance of Baht 600 per month for each of the first three 
children, until they reach their legal age or graduate with a 
Bachelor’s degree. The Bank provides a gratuity benefit equal 
to the last 15 months’ salary to an employee’s family in case of 
death or disability of employees from a cause not related to work, 
under specified terms and conditions. In case of death or 
dismissal from work due to sickness or accident from a cause 
related to work resulting in the inability to work, the Bank provides 
a gratuity benefit equal to the last 30 months’ salary, with 
specified terms and conditions, and children continue to receive 
the allowance as if the employee remained employed. In addition, 
the Bank provides a special allowance to employees working in 
high-risk areas in the southern most provinces, namely Pattani, 
Yala, Narathiwat, and Songkhla (Chana, Thepha, Nathawee, and 
Saba Yoi districts) in order to maintain their morale.
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The Bank has initiated the “Friends Help Friends” Project, under 
which the Bank collects a small donation from members to help 
the family of a deceased member. For every deceased member, 
the Bank deducts Baht 10 from the salary of each living member 
and a lump sum will be given to the family of the deceased 
member to help lessen their financial concerns. Moreover, the 
Bank has established the Cremation Association of Bangkok 
Bank to allow members to help one another with the funeral and 
help the family of the deceased member.

Occupational safety and health in the workplace is another key 
area to which the Bank gives priority. The Bank has appointed 
Committees of Occupational Safety, Health, and Working 
Environment of the Workplace to oversee the security 
management of the Bank. The Bank evaluates risks and monitors 
safety issues in office buildings every month, as well as 
inspecting safety measures to identify unsafe working conditions 
and setting preventive and corrective measures. The Bank also 
follows up on the corrective actions every month.

The Bank has appointed committees at 33 branches and office 
buildings with 50 employees or more. A committee consists of 
at least five members (except committees at Head Office and 
Rama 3 Building, which consist of 11 members) including a 
chairman, members at managerial level, and members at 
operational level. A committee has a two-year term and is 
charged with the duties of monitoring safety issues in the 
branches or office buildings and reporting to the Bank. 

Health Care for Employees

In providing healthcare services for employees, the Bank adheres 
to three principles, which are remedy, prevention, and promotion 
of good health. The Bank provides a variety of healthcare services 
as follows:  

•	 Permanent doctors or nurses to give medical treatment and 
advice to employees on working days at Health Care units on 
the fourth floor of Head Office, and the second floor at Rama 
3 Building

•	 Annual physical check-ups and quadrivalent vaccines to 
employees to prevent influenza which would cause severe 
sickness and affect employees’ ability to work

•	 Medical specialists such as cardiologists, endocrinologists, 
orthopedists, etc. to give specialized treatment to employees

•	 Reimbursement of medical or dental service expenses at a 
specified rate for employees needing treatment for sickness 
at a hospital

•	 Health-promoting recreational activities and provision of 
venues for exercise, and for practicing sport or competition

•	 Health education to employees, such as a lecture on neck, 
shoulder and back pain caused by work from Asst. Prof. Dr. 
Wisan Kantharatanakun, an expert in Rehabilitation Medicine 
at Samitivej Srinakarin Hospital; and a lecture on how to deal 
with stress from Dr. Patarawan Khankaew, a psychiatrist from 
Manarom Hospital Bangkok.
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Flexible Working Hours 

Throughout 2018, the Bank focused on preparing itself for rapid 
changes in the banking industry as well digital transformation. 
Preparation began with attracting capable new-generation 
employees to the Bank, developing employee skills to be aligned 
with the changes in business operations, and providing work 
equipment and a work environment which enables employees 
to work anywhere, anytime, including working from home. The 
Bank also encourages employees to develop themselves by 
furthering their study outside working hours. Because this might 
impact their clock-in and clock-out times, the Bank allows 
employees to work flexible hours, meaning they can start and 
finish for a day at different times provided they have permission 
from an immediate superior. With this policy, employees are able 
to manage their work and personal schedules more effectively 
and achieve better work-life balance.

Right of Employees to Join Labor Unions 

The Bank is aware of and understands the importance of 
bilateralism, and is open to employees having the freedom to 
become a member of a labor union. At present, there are three 
labor unions at the Bank and all of them are steadily determined 
to protect the rights of employees. The two unions are the 
Bangkok Bank Workers Union, founded in 1980 with members 
at operational level; and the Bangkok Bank Managerial Officers 
Union, founded in 1996 with members at managerial level. The 
Bank is open to discussions and negotiations with the labor union 
representatives on work issues in order to prevent potential labor 
relations problems. The Bank was responsive to the demands 
and suggestions of the labor unions in the past year. 

Performance Highlights

Employee Benefits

The Bank provides special loans in addition to normal loans for 
employees to help alleviate their financial concerns in times of need. 

+	 Interest-free Loan for Children’s Education
To support education of employees’ children, especially those 
with moderate income, and to lessen their financial burden during 
the beginning of the school semester, the Bank provides an 
interest-free loan to pay the school fees of employees’ children 
aged from two years and six months. In 2018, 621 employees 
took out the loan.

+	 Interest-free Loan to Alleviate the Impact of Disasters
Natural disasters occur frequently in Thailand and may cause 
damage to the properties of employees and result in unexpected 
expenses. Therefore, the Bank provides an interest-free loan for 
employees living in affected areas for repairs to damaged houses 
or properties. In 2018, 15 employees took out the loan.

+	 Loan for Settling Loans from Outside Lenders
The rising cost of living may force some employees to take out 
loans from outside lenders to close their financial gaps and, in 
some cases, run into unmanageable debt problems. Therefore, 
the Bank provides a low-interest loan to help employees solve 
their problems. To qualify for this loan, employees must not have 
used it before. In 2018, 253 employees took out the loan.

+	 Loan for Medical Expenses of Family Members 
Having a sick family member would undoubtedly affect  
an employee’s morale and performance. The Bank provides  
a loan for employees to pay the medical expenses of family 
members (father, mother, spouse, and children) admitted  
to hospital to help alleviate financial concerns. In 2018, 39 
employees took out the loan.
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Occupational Health and Safety

+	 Training 
The Bank constantly enhances employees’ knowledge of 
occupational health and safety. Examples include providing 
training on the Bank’s fire safety and security system to new 
recruits as part of their orientation so they understand the process 
and basic rules of work safety. The Bank also conducts firefighting 
and evacuation drills for employees at its Head Office Buildings 
and branches.

+	 Inspection of Workplace Environment
The Bank conducts workplace environmental inspections to 
measure noise levels and indoor air quality according to 
standards stipulated by Thai laws and internationally accepted 
standards, such as Singapore Standard SS 554:2009. In areas 
where problems have occurred, the Bank has taken corrective 
actions in various ways, such as cleaning the office floor, 
changing office equipment, and installing equipment to improve 
the environment, as well as consistently monitoring outcomes to 
ensure the workplace environment is safe and will not affect 
employees’ health.

2018 Performance Results 

Nurturing employees with due care, provision of suitable and fair 
remuneration, giving comprehensive benefits, and ensuring 
occupational safety and health are essential for the Bank to retain 
capable people. In 2018, the average overall employee turnover 
rate was 7.03percent, lower than the target of not exceeding 10 
percent. This is because the Bank is consistently developing 
various methods to ensure employees are happy at work and 
able to provide improved quality services to customers and build 
sustainability for the Bank.

Injury or sickness from work of Bank employees rarely occurs, 
reflecting the nature of work and the Bank’s good occupational 
health and safety management. In 2018, no cases of sickness 
or death from work were found. Only six employees were injured 
at work.

Turnover 2015 2016 2017 2018

Bank-wide 7.69% 7.15% 7.28% 7.03%
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+	 Ethical Banking
Adhering to business ethics in undertaking the Bank’s business and 
encouraging customers and trade partners throughout the business value 
chain to realize the importance of ethics and sustainable development
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+ 	Effective Risk and Crisis Management
Controlling and managing existing and potential risks to 
protect the image, reputation and sustainability of the Bank

+	 Anti-corruption  
Tolerating no corruption of any form in any situation

+	 Building Sustainable Business Growth 
Offering expertize and resources to generate mutual growth 
for the Bank and its customers

Bangkok Bank Public Company Limited | Sustainability Report 2018



Commitment

2018 Performance Highlights

Retaining status of a certified 
company from Thailand’s Private 
Sector Collective Action Coalition 
Against Corruption (CAC)

Training and educating 
employees about the Bank's 
anti-corruption undertaking via 
e-Learning channels

Maintaining stance as a financial institution with 
a steady focus on anti-corruption efforts

1 2
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Materiality

Corruption is considered a threat to the economy and society that adversely affects and restricts the development of the country as 
well as proving a risk to the banking business (details can be found on the Bank’s website). Therefore, as a leading financial institution 
of Thailand, the Bank formulated and instituted a policy and guidelines on anti-corruption and corruption prevention to create clarity 
and confidence in the Bank’s undertaking of its business with transparency and fairness in accordance with good corporate governance 
principles, which are the bedrock of business conduct and which support the Bank and society to grow alongside each other in a 
sustainable manner. 

+	 ANTI-CORRUPTION
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Stringent compliance with the policy and the guidelines for anti-corruption and corruption prevention will promote the good image 
and reputation of the Bank and inspire confidence among stakeholders, as well as generating business opportunities and satisfactory 
performance both in the short and long terms. Compliance also supports fair competition in alignment with the code of conduct and 
business ethics that the Bank adheres to and complies with. Furthermore, practicing anti-corruption and corruption prevention 
safeguards the Bank from key risks such as reputation risk, litigation risk, and the risk of paying fines or compensation for damage. 

Anti-corruption Policy
 
The Bank stipulated its anti-corruption policy with the intention 
that directors, executives and staff understand, realize, adhere 
to and abide by the anti-corruption policy as a requirement for 
having a good organizational culture. In addition, the Bank 
encourages its subsidiaries in the financial business group to 
adopt and apply this anti-corruption policy depending on the 
context of each subsidiary. The Bank prepared the anti-corruption 
policy in writing and publicized it on the Bank’s website. The 
Bank explains, informs and communicates the anti-corruption 
practical measures with executives and staff at all levels via its 
website and internal communication channels. Violation and 
non-compliance will lead to penalties as stipulated.

The Bank imposed the following anti-corruption policy:

++ The Bank prohibits directors, executives and staff from 
engaging in any act of corruption

++ The Bank promotes values related to integrity and 
accountability in performing duties 

++ The Bank encourages all related parties to understand,  
realize and cooperate with anything that is beneficial to  
anti-corruption

++ The Bank aspires to become a transparent and corruption-free 
organization without any involvement in corruption 

++ The Bank issued a guideline on anti-corruption that is 
consistent with the context and applicable laws 

++ The Bank will treat employees fairly and put in place a process 
to punish employees who engage in corruption or violation  
of, or non-compliance with, anti-corruption measures.  
To deliberate and take disciplinary actions against employees, 
the Bank will follow stipulated steps and procedures according 
to the anti-corruption policy.

The Bank established the Anti-Money Laundering and Combating 
the Financing of Terrorism Policy (AML/CFT) that requires all 
directors, executives, and staff to strictly conform to the policy 
as their duties and responsibilities. The objective of the policy is 
to set a direction and practical framework for the operations of 
the Bank, as well as those of overseas branches and subsidiaries 
in the financial business group, in taking action regarding anti-
money laundering and combating the financing of terrorism. This 
is to ensure that the Bank has effective governing, examining, 
monitoring, and evaluating processes for anti-money laundering 
and combating the financing of terrorism.

Management Approach

Anti-corruption Guidelines 

To demonstrate its commitment to anti-corruption efforts and 
compliance, the Bank set forth clear and practical guidelines on 
anti-corruption and conducts an assessment on compliance with 
the anti-corruption policy on an annual basis using the compliance 
assessment checklist. Moreover, the Bank provides safe and 
accessible channels for whistleblowers who intend to expose 
information, file complaints or report dubious actions related to 
corruption, while employees can directly notify their executives 
or the head of compliance. The Bank has a policy to accept any 
whistleblowing with equality, transparency, attention and fairness 
to all parties. The investigation period will be appropriate  
while the whistleblowing will be kept confidential. Good-faith 
whistleblowers are protected from retaliation and harassment 
during and after the investigation. Additionally, the Bank also 
published the anti-corruption code of conduct as a practical 
guideline for employees to comply with the anti-corruption policy 
of the Bank.
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Anti-corruption is considered a common duty and responsibility 
of all related parties. As a result, the Bank places significance 
on anti-corruption and intends to make earnest and concrete 
efforts on anti-corruption in the interest of shareholders, customers 
and other stakeholders as well as society and the country. In 
2018, the Private Sector Collective Action Coalition Against 
Corruption Council (CAC) resolved to approve the Bank’s 
membership of the Private Sector Collective Action Coalition 
Against Corruption.

 Management of Corruption Risk

To prevent and control corruption risk that may negatively impact 
its image and reputation, in 2018 the Bank put in place an 
effective corruption risk management process suitable for its 
current business context as follows: 

1.	 Identification of corruption risks the Bank may be involved in 
through its operations or business activities

2.	 Assessment of risk and degree of impact 
3.	 Determination of preventive and control measures specific to 

corruption risks that are consistent with the situations and 
business contexts of each unit. The first three steps are 
executed by unit executives and supervisors relevant to each 
corruption risk. All information will be collected and stored in 
a corruption risk database for further analysis and reference 
and the information is subject to periodical updates 

4.	 Monitoring, managing and examining under the three lines of 
defense concept. The first line is that the business unit heads 
and the business unit compliance officers follow up, supervise, 
and examine the units for which they are responsible. Next, 
the risk management unit and compliance unit monitor and 
track corruption risk as the second line. For the third line, the 
audit and control unit examines and reports to responsible 
persons according to the chain of command.

 
 Whistleblowing Mechanism

The Bank has established whistleblowing channels for 
stakeholders to be able to file complaints directly to the Board 
of Directors. Stakeholders can report any trace of illegal acts, or 
violations of ethics and codes of conduct through contact 
channels provided by the Bank. The Bank has defined 
whistleblowing methods which include processes and channels 
for receiving and managing complaints from stakeholders, and 
protection of the rights of the whistleblower and related parties 
from any kind of unfair action or harassment. Interested persons 
can find more details on the Bank’s website.

All stakeholders can contact the Bank regarding whistleblowing 
or complaints at:
Corporate Secretary or Compliance Unit
333 Silom Road, Bang Rak, Bangkok 10500
Or via the Bank’s website by completing a Contact Form at 
https://www.bangkokbank.com/en/Contact-Us
Telephone: 1333 or 0-2230-2888
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Whistleblowing and Whistleblower  
Protection Measures

The Bank welcomes whistleblowing with equality, transparency, 
attention and fairness to all parties. The Bank allows suitable 
duration for investigation while the whistleblowing will be kept 
confidential. Good faith whistleblowers are protected from 
harassment, punishment, and any negative impact. The Bank 
delegated the Compliance Unit to be the center that handles 
whistleblowing in case whistleblowers are internal persons of the 
Bank or its stakeholders.

 Whistleblowing Handling Procedures

The Compliance Unit will investigate whistleblowing cases carefully 
and properly by taking steps to gather, analyze and screen facts 
and information. In cases of severe or complex issues, the 
Compliance Unit may propose for the Audit and Control Division 
to examine and investigate the issues, or an ad hoc committee to 
consider them. The Compliance Unit may also propose the issues 
to the Audit Committee for consideration as seen necessary and 
appropriate.

+	  Measures for Actions and Reporting Guidelines
The Compliance Unit will follow up on and monitor whistleblowing 
cases found to be factual. The Compliance Unit will propose 
remedial or preventive measures to the Audit Committee for 
consideration. The whistleblowers will be informed of the results 
within one month after the case is resolved and necessary action 
taken.

Performance Highlights

With regard to anti-corruption performance, there was no violation 
of or non-compliance with anti-corruption policy with significant 
impacts to the Bank in 2018. The Bank received 113 complaints, 
and the Bank completed investigations on 93 complaints. The 
completed cases can be categorized into 17 operational mistake 
cases, 25 fraud-related cases, and 51 cases were found to have 
arisen from customers’ misunderstanding of the Bank’s undertaking, 
and the Bank has cleared up these misperceptions. Regarding 
media reports about a case of embezzlement of a deposit in a 
customer’s account at a branch in Uttraradit province, the Bank 
has compensated the customer for the full amount and has 
dismissed the employee committing the fraud and taken legal 
action against the person. 

Moreover, the Bank developed an e-Learning curriculum on anti-
corruption as an additional learning channel with the purpose of 
having information widely available to all employees and allowing 
them to access the knowledge more conveniently. This is 
considered an important foundation for the Bank to build an anti-
corruption culture in the organization. 

With regards to the Bank’s collaboration with alliances, Bangkok 
Bank and other members of the Thai Banker’s Association together 
issued the Banking Industry Code of Conduct that encourages 
member banks to conduct their businesses with honesty and 
adhere to three key principles: integrity, fairness and stakeholders' 
interests. To prove its strong commitment and adherence to the 
Banking Industry Code of Conduct, the Bank and other members 
of the Thai Banker’s Association signed a joint declaration on a 
no-gift policy to promote clarity and transparency in undertaking 
business as well as good corporate governance. 

The Bank is well-accepted by external parties as a financial institution 
playing an important role in supporting anti-corruption. The Bank 
has been listed as a certified company by Thailand’s Private Sector 
Collective Action Coalition Against Corruption (CAC) since 2015, 
and in 2018 the Bank became a recertified company after the 
evaluation of membership renewal which is conducted every three 
years. In addition, the Bank’s Compliance Unit was named an 
Outstanding Cooperative Unit by the Department of Special 
Investigations (DSI) for its continuous and constant utmost cooperation 
and support for the DSI’s missions within society as a whole.
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Development of e-Learning Curriculum 
on Anti-corruption

The Bank has a strong commitment to promoting and supporting 
anti-corruption efforts through raising awareness and 
understanding of the importance of anti-corruption for the Bank’s 
employees. In 2018, the Bank developed the anti-corruption 
curriculum to educate employees through e-Learning channels 
so that employees can gain comprehensive knowledge on anti-
corruption with ease and maximum accessibility. Contents of this 
curriculum cover the anti-corruption policy, practical guidelines, 
roles and responsibilities of employees including whistleblowing 
procedures, supporting measures and penalties. Employees who 
attended this training must complete a test on their knowledge 
and understanding and they must pass the test with a minimum 
score of no less than 80 percent. 

It is mandatory for all employees to pass the anti-corruption 
course. The Bank set a target for 50 percent of all employees to 
have passed this anti-corruption training during 2018-2019, and 
all employees by 2020.  

In 2018, 301 employees began attending this e-Learning course 
on anti-corruption.

Employees Joining Anti-corruption Training on e-Learning 
Channel (December 3-31, 2018) 

Level of Employee Number

Managerial 23

Operational 278

Training on AML/CFT

The Bank organized training on Anti-Money Laundering and 
Combating the Financing of Terrorism (AML/CFT) according to 
regulations and conditions imposed by the Anti-Money Laundering 
Office. Training assessment is required to make sure that executives 
and employees have sufficient knowledge and understanding of 
anti-money laundering and combating the financing of terrorism 
and can apply these to their work accurately and effectively. The 
Bank requires that employees undergo brush-up training on AML/
CFT at least once every two years, or when there is a material 
change in regulations. In addition, for the recruitment of new 
executives and employees, the Bank requires background checks 
on criminal records and ensures that AML/CFT knowledge training 
for all new executives and employees is organized.

Training for New Recruits

Level of Employee Number

Managerial 35

Operational 1,260

 Total 1,295

Brush-up Training for Existing Employees  
(every two years via e-Learning Channel)

Level of Employee Number

 Managerial 1,414

 Operational 16,918

 Total 18,332
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Commitment

2018 Performance Highlights

Organizing training on 
environmental, social and 
governance risks (ESG 
risks) related to banking 
business for relevant 
executives and staff

Managing risks and crises with an efficient, 
transparent, and prudent approach which covers all 
relevant major risks to achieve sustainable growth

Maintaining the capital adequacy 
ratio of the Bank’s financial 
business group at 17.96 percent, 
higher than the level required 
by the Bank of Thailand 
(as of December 31, 2018) 

Working on drafting a plan 
related to the identification 
of ESG risk factor 

1 2 3
85

Materiality

As a leading bank in Thailand and one of the leading financial institutions in the region, the Bank is conscious of maintaining its role 
as a financial services provider with sturdiness and stability in order to build confidence among all stakeholders, namely shareholders, 
customers, employees, counter-parties, creditors, society, communities and the environment. The Bank places significance on risk 
management as a basis for conducting the business of financial institutions which may help prevent or alleviate impacts or damage 
from various risk factors affecting the Bank’s business operations which may be passed on to the national economic system. The 
Bank maintains its capital adequacy ratio at a level higher than the regulatory level required by the authorities as well as being at a 
level sufficient and consistent with the size, complexity and nature of the business of the Bank. In addition, the Bank continuously 
develops its risk management framework to cover its financial business group and other dimensions beyond the financial dimension, 
namely the environment, society and good governance. This is to prepare the Bank for challenges from important changes in multiple 
external factors, such as the domestic and regional economy, fast-developing technology leading to changes in lifestyles and business 
conduct, and business development trends towards sustainable supply chain management.

+	 RISK AND CRISIS MANAGEMENT
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Management Approach

According to its risk management policy, the Bank specified risk 
appetite, set forth risk management guidelines and defined risk 
management processes, including identification of key risks that 
affect the Bank’s business undertaking, assessment of each type 
of risk, risk monitoring and control within appropriate levels, and 
reporting of different types of risks to related parties so that they 
are able to manage or mitigate risks in a timely fashion with a 
structure based on the three lines of defense concept.

The Bank has set a framework for managing and governing major 
risks, including credit risk, market risk, operational risk, strategic 
risk, liquidity risk and information technology risk. Moreover, the 
Bank’s consideration covers other risks through the internal 
capital adequacy assessment process, which is a forward-
looking assessment process for significant risks to ensure that 
the Bank manages risks properly and efficiently, as well as 
maintaining a level of capital sufficient for undertaking business 
under normal scenarios and under stressed scenarios within the 
boundaries of the risk appetite. The purpose of risk management 
is to deliver appropriate returns for shareholders and build 
confidence among stakeholders, including customers, creditors 
and regulatory agencies.

Risk Management Structure

The risk management structure of the Bank consists of the Board 
of Directors, which has the highest responsibility in overseeing 
all risks and formulating risk management policy for all kinds of 
risks, and the Risk Management Committee, which has duties of 
assisting the Board of Directors in supervising risk management 
to be in line with imposed policies through identification, review 
and monitoring of the status of various risks as well as evaluating 
the efficiency of risk management on a regular basis. The Risk 
Management Committee holds a meeting monthly to deliberate 
on relevant risk management matters. Lastly, the Bank also 
established committees to be responsible for managing specific 
types of risks, namely the Asset and Liability Management 
Committee (ALCO) and Operational Risk Management Committee 
(ORMC) to assist the Risk Management Committee with highly 
important risk management issues. 

Credit Management

President

Board of Executive Directors

Board of Directors

Risk Management

Risk Management Committee

Asset and Liability Management Committee

Operational Risk Management Committee

Compliance

Audit Committee

Audit and Control

Risk Management Organization
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Risk Management Principles 

The Bank adopted risk management principles to manage 
various risks within specified limits in order to undertake business 
to deliver a proper rate of return. The Bank set forth the risk 
management policy and the risk identification and assessment 
as well as conducting a review of suitability of the risk management 
policy and systems at least once a year or immediately in the 
case of significant changes. The Bank also carefully monitors 
and manages risks to be within acceptable levels according to 
its risk management guidelines. In addition, the Bank formulated 
a business continuity management policy that includes a 
business contingency plan in case of a crisis by considering the 
nature of the business, economic environment and the culture 
within the organization.

Moreover, the Bank assesses risks in its business operations and 
continuously takes actions to improve its management process 
in order to create a balance between performance and good risk 
management. The Bank conducts risk assessment annually 
covering five types of risks related to the Bank’s internal functions, 
namely strategic risk, credit risk, market risk, liquidity risk and 
operational risk. In addition, the Bank also assesses its financial 
risk given the capital position and revenue generating capability 
of the Bank. Findings and issues from the Bank’s risk assessment 
will be used to develop and improve its risk management.

Three Lines of Defense

The Bank adopted the three lines of defense concept for its risk 
management. For the first line of defense, business functions 
and support functions must have a good understanding of 
existing risks and are responsible for managing these risks to be 
within specified levels and consistent with the overall risk 
management policy approved by the Board of Directors. The 
second line of defense consists of the Risk Management Division 
which has duties and responsibilities in regularly measuring, 
monitoring and controlling risks, as well as the Compliance Unit 
which is responsible for ensuring that business is undertaken 
according to laws, regulations and regulatory requirements. 
Lastly, the Audit and Control Division forms the organization’s 
third line of defense. This independent internal control and audit 
function conducts reviews and audits of operations of business 
functions, support functions, the Risk Management Division and 
other units to ensure that the internal control systems are prudent, 
adequate and appropriate. 

1st Line of Defense
Business Functions and
Support Functions

2nd Line of Defense
Risk Management Division
and Compliance Unit

3rd Line of Defense
Audit and
Control Division
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Credit Risk Management

Since credit extension is the core business of commercial banks, 
credit risk is unavoidably a major risk for the Bank’s business. 
On credit risk management, the Bank defined risk management 
structures and processes with a proper balance of power with 
the Credit Acceptance Unit in charge of assessing credit as 
proposed by business units and supervising credit extension to 
be in accordance with policies and credit underwriting standards, 
as well as having suitable credit structures. The Credit Acceptance 
Unit reviews the credit risk ratings of customers, promotes good 
credit culture, and systematic and credible credit extension 
processes. In addition, the Risk Asset Review Unit is responsible 
for auditing credit management and credit quality, evaluating the 
adequacy of loan loss reserves and compliance with policies, 
regulations and credit underwriting standards. In addition, the 
Bank determined credit policy principles to be a practical 
guideline for credit officers in managing credit to achieve a 
balance between business expansion and risk control 
within acceptable levels. Credit policy principles encompass 
consideration of social and environmental impacts as the Bank 
will neither grant credit facilities to businesses nor undertake 
transactions that are illegal such as smuggling, arms trading and 
drug trafficking, nor support credit extension to certain types of 
businesses that destroy ecosystems and the environment. For 
example, no credit will be extended to businesses that invade 
mangrove forest areas. With regard to credit consideration for 
labor-intensive businesses such as the textile business, the Bank 
also defined criteria for consideration additional to general credit 
underwriting standards such as certification of standards for 
production quality, environmental management, and labor 
management.

Crisis Management

In managing risk from situations that may impact the Bank’s 
business-as-usual, the Bank put in place a Business Continuity 
Management Policy approved by the Board of Directors as well 
as a Business Continuity Framework that covers crisis 
management. The Crisis Management Team, consisting of senior 
executives, takes charge during crises in giving directives for 
managing emergency situations in order to allow the Bank’s 
business to run smoothly and continuously. The Crisis 
Management Team also reviews the business continuity plan 
routinely to ensure that the plan is comprehensive and effectively 
responds to potential threats and situations as well as conducting 
regular drills of the plan. 

Emerging Risk 

The Bank inevitably encounters a variety of business challenges 
ranging from changes in the environment and regulatory 
requirements, economic and political uncertainties, to sudden 
technological advancements, whose potential impacts are 
difficult to forecast. This results in the need for the Bank to 
deliberate on emerging risks that may have an impact on its 
long-term business operations in order to prepare the Bank to 
effectively cope with challenges and manage the affected parts 
of its business. Emerging risks that the Bank must consider as 
impacting on its business are listed below. 

+	 International Economic Issues 
The global economy is experiencing three emerging risk factors. 
(1) Uncertainties related to the trade policies of the United States 
and China which can cause fluctuations in financial markets and 
impede global trade and investment. Impacts on emerging 
markets in Asia might intensify if more trade barriers and 
measures are imposed which will further decelerate demand 
from China. (2) Capital flows might be affected as global financial 
markets tighten and high levels of debts in many countries put 
downward pressure on economic activities. (3) An unstable 
political situation in Europe would be an obstacle to the expansion 
of the global economy. 

+	 Labor Market Dynamics 
Labor market situations are changing due to three driving forces. 
(1) Thailand becoming an aging society which may lead to labor 
shortage issues for the Bank. (2) Different work attitudes of 
employees that challenge the Bank’s ability to attract and retain 
capable individuals to join and continue working for the Bank for 
a long period of time. (3) Technological development and 
changes in customer behavior that require the Bank’s employees 
to have new skills and expertise. These factors raise concerns 
for the Bank about managing its human resources in ways that 
satisfy changing business formats and models. The Bank devised 
human resources plans for the short, medium and long terms 
that cover employee planning and people development so that 
the transition to the future business model of the Bank is smooth 
and seamless.
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+	 Cybersecurity 
Rapid technology advances provide more convenience to 
people, create safe living environments, and result in fast and 
efficient business operations. At the same time, increasing use 
of technologies may cause damage and affect the confidence 
of customers, service providers, and stakeholders of the Bank. 
It also incurs both financial and operating costs for the Bank. The 
Bank therefore places importance on cybersecurity as well as 
processes for maintaining cybersecurity, which is essential for 
building its capability for dealing with rapid changes in both the 
business landscape and technologies. Having cybersecurity in 
place also helps maintain the Bank's flexibility for adapting to 
changing situations. Consequently, information has become an 
important asset which needs to be earnestly protected. Many 
countries have enforced laws and regulations to protect 
customers’ personal information. In line with these developments, 
the Bank has implemented more measures to protect both 
customers’ personal information and that of the Bank itself.

Performance Highlights

Internal Communication and Training to Raise 
Awareness of ESG Risks

The Bank emphasizes encouraging executives and staff to 
recognize and understand the importance of sustainable 
development and the management of environmental, social and 
governance risks (ESG risks), which is a key component that 
drives the Bank towards sustainable banking. The Bank 
periodically organized activities that help develop society and 
the environment, and communicated internally with employees 
to acknowledge and/or to encourage participation in these 
activities on a regular basis. 

In 2018, the Bank organized training on ESG risks related to the 
Bank’s business operations under the topic "ESG Risks: Why 
they are important and how we can manage them" for executives 
to recognize and understand the importance of ESG risks so that 
they can apply the knowledge to relevant activities that can lead 
to the sustainable growth desired by the Bank. This training was 
attended by 35 executives from different functional areas of the 
Bank. The Bank plans to provide more training on ESG risks to 
cover all units within the Bank.
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+	 ECONOMIC PERFORMANCE

Materiality

The operations of commercial banks help generate economic growth and promote the stability of the country by attracting deposits 
and allocating capital to support investment and spending of the business and household sectors. When production, employment 
and the overall economy are expanding, the performance of the commercial banking system will grow in tandem.  

Past economic and financial system development has resulted in greater complexity in conducting business in the financial sector. 
Regulatory agencies and related authorities tended to continually impose new regulations and standards. Therefore, continuous 
growth will enable the Bank to have adequate capital to comply with new regulatory requirements and standards as well as better 
handle potential risks and fluctuations in the future. 

The Bank undertakes its business with a strong intention to deliver sustainable performance growth in alignment with Thailand’s 
economic conditions and the expectations of all stakeholders as follows.

Shareholders and Investors In conducting its business, the Bank focuses on generating sustainable growth for its performance 
and meeting the expectations of shareholders and investors on both appropriate returns and the development of technology and 
innovation to support the business in the future.
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Customers The Bank is dedicated to technology and 
innovation development and modernization of work systems 
to enhance operating efficiency and reduce the cost of 
services and product development, as well as delivering 
satisfaction and an excellent experience to customers.

Employees With continuously improving performance, 
employees will be provided with higher compensation and 
better career stability and advancement. 

Financial Creditors Better performance ensures creditors that 
the Bank will fulfill its financial obligations and agreements 
with creditors. 

Communities, Society and Environment Good performance 
allows the Bank to allocate capital to support activities that 
benefit society, community development and environmental 
preservation. Moreover, good performance means the Bank 
is better able to take proper and adequate action on climate 
change.  

Management Approach

In order to achieve sustainable performance growth, the Bank 
adheres to its motto ‘puan koo kit, mit koo baan’ ( trusted partner 
and reliable close friend) to coexist alongside customers and 
Thai society for a long period of time. The Bank values its status 
as a trusted partner for customers in doing their businesses as 
well as valuing the honest, continuous and long-lasting 
relationship the Bank has built with its customers in order to help 
them attain financial stability and solid growth. The Bank also 
puts much effort into good governance, prudent risk management 
and its responsibilities to society and the environment, which are 
the foundation for stable and sustainable growth.

Commitment to Business Undertaking 

The commitment of the Bank is "To be a bank which provides 
quality financial services in line with customers’ requirements, 
and is well equipped with qualified human resources and world-
class technology and working systems, while maintaining its 
status as a well-established international bank and a leading 
Asian bank, and a trusted partner and reliable close friend". The 
Bank devotes its capabilities and resources to developing core 
competencies in four areas listed below. 

Customer Experience The Bank put its customers at the heart of 
its business in order to become a leader in creating and delivering 
excellent experience to customers and being the customer's 
main bank.

Product and Solution Development The Bank places emphasis 
on developing leading-edge solutions suitable for the ever-
changing financial needs of both individual customers and 
customer segments.

Distribution Channels To improve work efficiency and service 
channel network development the Bank leverages the omni-
channel network model using digital media, mobile phones and 
call centers.

Risk, Pricing and Underwriting In order to generate proper returns 
as well as maintain its leadership position in financial stability, 
the Bank intends to develop skills and expertise in risk 
management and pricing and underwriting that are consistent 
with associated risks.

Business Undertaking Guidelines

The Bank provides a full range of financial services for both 
business and individual customers domestically and 
internationally. Its service channels range from its branch network 
and business centers to digital service channels. The Bank 
realizes that its broad customer base and long-term relationships 
are key factors contributing to the sustainable growth of the Bank 
and that these enable the Bank to expand its business together 
with addressing the growing financial needs of customers. 
Therefore, the Bank has set forth the following business 
undertaking guidelines in order to serve and support the different 
needs of each customer group with full force and speed as well 
as continuously delivering performance growth.

+	 Business Customers 
The Bank offers a wide variety of financial services to satisfy the 
needs of individual customers through both its nationwide branch 
network and digital channels. Advisory services for personal 
finance and asset management planning are also provided. In 
addition, the Bank emphasizes adopting advanced technology 
to develop cutting-edge financial products and services in order 
to extend services in the digital age and improve accessibility 
to financial services.
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+	 Individual Customers 
The Bank offers a wide variety of financial services to satisfy the 
needs of individual customers through both its nationwide branch 
network and digital channels. Advisory services for personal 
finance and asset management planning are also provided. In 
addition, the Bank emphasizes adopting advanced technology 
to develop cutting-edge financial products and services in order 
to extend services in the digital age and improve accessibility 
to financial services.

+	 International Business Customers 
The Bank provides support for customers who are interested in 
expanding their businesses abroad as well as facilitating business 
network building and business matching. To assist international 
business customers, the Bank shares knowledge and expertise and 
offers consultation on trade and international investment to these 
customers, leveraging its extensive foreign branch network and 
knowledgeable and capable local staff. The Bank also organizes 
various activities to educate interested entrepreneurs on investment 
in foreign markets. 

+	 Investment Banking Customers  
The Bank’s Investment Banking Division cooperates with the 
Corporate Banking Division, Bualuang Securities Public Company 
Limited and BBL Asset Management Company Limited in offering 
innovations and a complete range of applicable financial 
services. The Bank plays an important role in funding for both 
the government and private sectors. 

Planning, Monitoring and Assessment 

The Bank has delegated the Corporate Planning Department to 
cooperate with other functions in monitoring, controlling and 
assessing business performance to ensure alignment with plans 
and overall policies previously set. Moreover, the Corporate 
Planning Department has a duty to collect and consolidate plans 
and initiatives from business functions and support functions to 
synthesize and prepare as an overall operating plan of the Bank 
and propose this plan to the Board of Directors for approval. The 
Bank monitors, manages and assesses operating performance 

according to the plan on a quarterly basis. The Bank then 
analyzes the results and evaluates situations in order to make its 
operations more efficient and effective. 

With regard to monitoring the progress of both business projects 
and social projects, the Bank put in place a tracking mechanism 
to monitor projects regularly through the Project Steering 
Committee with a senior executive as the chairman. To ensure 
that projects will be completed in a timely manner and achieve 
objectives, reporting on progress to different committees is 
undertaken routinely. 

Performance Highlights

In 2018, the Bank faced challenges on all fronts such as the 
volatility of both the Thai and global economies, intensifying 
competition in the financial business sector, abrupt technological 
changes and development, as well as behavioral changes of 
customers in using financial services. Despite the unfavorable 
backdrop, the Bank managed to deliver outstanding performance 
with a recorded net profit for the Bank totaling Baht 35.3 billion, 
equivalent to 7 percent growth from 2017. The Bank’s loans rose 
by 4 percent while deposits rose slightly by 0.7 percent compared 
to the previous year. In addition, the economic value retained by 
the Bank increased by 13.5 percent from last year whereas the 
direct economic value generated rose by 7.8 percent. The 
economic value distributed – comprising operating cost, personnel 
expenses, payments to suppliers of capital (shareholders), taxes 
and duties paid to government, donations and social and 
environmental support – grew by 5.4 percent from 2017.
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Unit: thousand Baht

Detail Consolidated The Bank

รายได

มูลคาเศษฐกิจสะสมเงินบริจาคและสนับสนุน
สิ่งแวดลอม

เงินชำระภาษีแกรัฐ

ตนทุนในการดำเนิน คาใชจายพนักงาน เงินที่ชำระใหแกเจาของทุน

Income 160,805,432 154,175,893

รายได

มูลคาเศษฐกิจสะสมเงินบริจาคและสนับสนุน
สิ่งแวดลอม

เงินชำระภาษีแกรัฐ

ตนทุนในการดำเนิน คาใชจายพนักงาน เงินที่ชำระใหแกเจาของทุน

Operating Costs                     22,406,407                    20,215,590 

รายได

มูลคาเศษฐกิจสะสมเงินบริจาคและสนับสนุน
สิ่งแวดลอม

เงินชำระภาษีแกรัฐ

ตนทุนในการดำเนิน คาใชจายพนักงาน เงินที่ชำระใหแกเจาของทุน

Personnel Expenses                     28,773,505                    26,094,945 

รายได

มูลคาเศษฐกิจสะสมเงินบริจาคและสนับสนุน
สิ่งแวดลอม

เงินชำระภาษีแกรัฐ

ตนทุนในการดำเนิน คาใชจายพนักงาน เงินที่ชำระใหแกเจาของทุน

Payments to Suppliers of Capital                     41,874,380                    39,972,701 รายได

มูลคาเศษฐกิจสะสมเงินบริจาคและสนับสนุน
สิ่งแวดลอม

เงินชำระภาษีแกรัฐ

ตนทุนในการดำเนิน คาใชจายพนักงาน เงินที่ชำระใหแกเจาของทุน

Taxes and Duties Paid to Government                     21,518,262                    19,811,290 
รายได

มูลคาเศษฐกิจสะสมเงินบริจาคและสนับสนุน
สิ่งแวดลอม

เงินชำระภาษีแกรัฐ

ตนทุนในการดำเนิน คาใชจายพนักงาน เงินที่ชำระใหแกเจาของทุน

Cash Donations and Social and Environmental Support                          617,665                         604,290 
รายได

มูลคาเศษฐกิจสะสมเงินบริจาคและสนับสนุน
สิ่งแวดลอม

เงินชำระภาษีแกรัฐ

ตนทุนในการดำเนิน คาใชจายพนักงาน เงินที่ชำระใหแกเจาของทุน

Economic Value Retained  45,615,213  47,477,077

Note:
-	 Income consists of net operating income excluding interest expenses.
-	 Operating costs consist of directors’ remuneration, premises and equipment expenses and other expenses excluding personnel expenses and expenses 

on donations and social and environmental support.
-	 Personnel expenses consist of all expenses paid to employees including benefits and welfare payments. 
-	 Payments to suppliers of capital consist of dividends paid to shareholders and interest expenses. 
-	 Taxes and duties paid to government consist of income tax, duties and contributions to the Financial Institutions Development Fund (FIDF).
-	 Donations and social and environmental support consist of donations for public charities/public interest, donations for education/sports, scholarships for 

external parties, support for activities of local communities, and expense support for social interest. 

Direct Economic Value Generated and Economic Value Distributed of the Bank
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The Bank believes that a strong community and society are essential factors which enable the Bank to generate good and sustainable 
performance results. The Bank invested in supporting the community, society, and environment at a total of Baht 604.3 million, 
consisting of donations for public charities and public interest, donations for education and sports, scholarships for external parties, 
support for activities of local communities, and expense support for social interest. The amount accounted for 0.4 percent of net 
operating income not including interest expenses.

(Unit: Thousand Baht)

Donations for Public Charities /
Public Interest

207,695

Support for Activities 
of Local Communities

43,102

Expense Support 
for Social Interest

196,694

Donations for Education /
Sports and Scholaships

170,174 thousand
Baht

thousand
Baht

thousand
Baht

thousand
Baht

Total Donations and Social and Environmental Support 
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The United Nations set Sustainable Development Goals (SDGs) in 2015 comprises a collection of 17 global goals that cover social, 
economic and environmental development aspects. The Bank recognizes that its stakeholders and society have a high regard for 
sustainability and expect the Bank to participate in sustainable development efforts. The Bank adopted the United Nations Sustainable 
Development Goals in formulating business undertaking guidelines as reflected in the 12 materiality issues defined by the Bank as follows.

+	 SUSTAINABILITY PERFORMANCE

United Nations Sustainable 
Development Goals

The Bank’s Materiality 
Issues

Actions/Initiatives of the Bank

Goal 1: 
Zero poverty

•	 Community development •	 Development of basic banking account for state 
welfare card holders or individuals aged 65 years 
and over

Goal 3: 
Good health and  

well-being for people

•	 Employee welfare •	 Provision of healthcare service, knowledge of 
maintaining good health, and oversight of 
occupational health and safety in the workplace

Goal 4: 
Quality education

•	 Community development •	 Training program offering basic business skills for 
high-school students in cooperation with Junior 
Achievement Thailand Foundation 
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United Nations Sustainable 
Development Goals

The Bank’s Materiality 
Issues

Actions/Initiatives of the Bank

Goal 6: 
Clean water and sanitation

•	 Community development
•	 Environmental impact 

mitigation 

•	 ‘Improving Khlong Pipat’ project to restore the Pipat 
community and the Lalaisap shopping market in 
Silom with the Utokapat Foundation under the Royal  
patronage of His Majesty the King Bhumibol Adulyadej

•	 Recycling of waste water from the Rama 3 Building 
through waste water treatment 

Goal 7: 
Affordable and clean energy

•	 Responsible lending •	 Financial support for renewable energy businesses 
and energy conservation projects

Goal 8: 
Decent work and economic 

growth

•	 Economic performance
•	 Training and education
•	 Employee welfare
•	 Responsible lending

•	 Good performance resulting in stable careers
•	 Employee capability development to support career 

advancement and stability
•	 Equitable and fair employment and oversight of 

occupational health and safety
•	 Employment promotion through business lending

Goal 9: 
Industry, innovation and 

infrastructure

•	 Customer satisfaction
•	 Innovation and brand
•	 Economic performance
•	 Responsible lending 

•	 Financial innovation creation for customer 
satisfaction 

•	 Service channel development to accommodate  
and address customers’ needs

•	 Support on development and application of 
technology through the Bangkok Bank InnoHub 
Accelerator

•	 Providing financial support to infrastructure and 
industrial development

•	 Financial support for Bangkok’s electric train mass 
transit projects
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United Nations Sustainable 
Development Goals

The Bank’s Materiality 
Issues

Actions/Initiatives of the Bank

Goal 10: 
Reducing inequalities

•	 Innovation and brand
•	 Community development
•	 Responsible lending 

•	 Extension of financial service accessibility through 
digital channels

•	 Development of basic banking account 
•	 Credit program for small businesses  

Goal 12:  
Responsible consumption  

and production

•	 Supply chain management
•	 Environmental impact 

mitigation  

•	 Social and environmental impact conscious 
procurement

•	 Procurement of materials and equipment with  
eco labelling

Goal 13: 
Climate action

•	 Responsible lending
•	 Environmental impact 

mitigation 

•	 Financial support for renewable energy businesses 
and electric train mass transit projects

•	 Participation in a voluntary carbon offsetting 
program

•	 Building awareness on mitigation of impacts from 
climate change

Goal 16: 
Peace, justice and  
strong institutions

•	 Anti-corruption
•	 Data protection and 

customer confidentiality
•	 Supply chain management 

•	 Participation in anti-corruption programs and 
certification of membership from CAC

•	 Compliance with high standards of information 
security and investments in information security 
technologies

•	 Taking into account human rights and labor  
rights when selecting  new vendors
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+	 Inclusion in the MSCI AC ASEAN
	 ESG Universal Index

+	 Inclusion in the 2018 SET THSI Index

+	 ‘Very Good’ CG Scoring (4 stars) for 2018 
	 Corporate Governance Report of 
	 Thai Listed Companies (CGR)

+	 2018 Thailand Sustainability  
	 Investment (THSI) Listing (three consecutive years)

+	 Certificate from the Thai Institute of Directors 		
	 (IOD) for 2018 Sustainability Report Award

+	 Awards and 
	 Achievements
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+	PERFORMANCE DATA

Economic Dimension

Direct Economic Value Generated and Distributed

(Unit: thousand Baht)

Description
CONSOLIDATED THE BANK

2015 2016 2017 2018 2015 2016 2017 2018

Income 149,032,004 144,302,847 151,319,145 160,805,432 135,580,108 133,339,270 143,002,742 154,175,893

Operating costs 16,821,503 21,360,974 19,474,381 22,406,407 15,373,673 19,871,431 18,113,352 20,215,590

Personnel expenses 24,227,178 25,247,253 25,540,525 28,773,505 21,894,582 22,829,785 23,067,692 26,094,945

Payments to suppliers  
of capital

49,598,474 41,613,047 41,533,584 41,874,380 47,271,795 39,972,749 39,710,796 39,972,701

Taxes and duties paid  
to government

21,017,333 19,833,198 20,567,400 21,518,262 19,394,136 18,610,291 19,734,470 19,811,290

Cash donations and social and 
environmental support

441,544 509,413 575,750 617,665 422,770 494,127 558,454 604,290

-	 Cash donations for public 
charities and public interest

108,625 177,354 221,560 207,695 91,806 163,450 206,777 196,703

-	 Cash donations for education, 
sports and scholarships

137,703 137,908 147,362 170,174 136,763 137,226 146,209 169,105

-	 Support for community 
activities

35,089 34,898 37,176 43,102 34,907 34,772 36,932 42,866

-	 Expense support for societal 
interest

160,127 159,254 169,652 196,694 159,294 158,679 168,536 195,616

Economic Value Retained 36,925,972 35,738,962 43,627,505 45,615,213 31,223,152 31,560,887 41,817,978 47,477,077

Note:	-	 Income consists of net operating income, excluding interest expenses. 
	 -	 Operating costs consist of directors’ remuneration, premises and equipment expenses and other expenses, excluding personnel expenses and 

expenses on donations and social and environmental support.
	 -	 Personnel expenses consist of all expenses paid to employees including benefits and welfare payments.
	 -	 Payments to suppliers of capital consist of dividends paid to shareholders and interest expenses. 
	 -	 Taxes and duties paid to government consist of income tax, duties and contributions to the Financial Institutions Development Fund (FIDF).
	 -	 Donations and social and environmental support consist of donations for public charities or public interest, donations for education and sports, 

scholarships for external parties, support for activities of local communities, and expense support for social interests. 
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Service Network Statistics  

Description Total number of branches Number of new branches Number of branches closed

2015 1,138 24 1

2016 1,157 20 1

2017 1,166 14 5

2018 1,161 2 7

Customer Satisfaction Survey 

Description 2015 2016 2017 2018

Branch service satisfaction (Total of 10 points) 9.23 9.32 9.32 9.33

Customer recommendation survey (Total of 10 points)
Bangkok Bank recommendation score
-	 Branch recommendation score
-	 Mobile banking recommendation score

- n.a.
- n.a.
- n.a.

- n.a.
- n.a.
- n.a.-

7.22
7.74
8.00

7.21
7.76
8.13

Note:	All survey results above are based on a 95-percent statistical confidence level with a ±2-percent margin of error
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Social Dimension

Employees

Description
2015 2016 2017 2018

Male Female Total Male Female Total Male Female Total Male Female Total

Total number of employees 8,448 16,670 25,118 8,287 16,535 24,822 7,941 15,861 23,802 7,674 15,380 23,054

Percentage of total employees 33.6 66.4 100.0 33.4 66.6 100.0 33.4 66.6 100.0 33.3 66.7 100.0

Number of Employees by Location of Work

Head Office and Metropolitan 
area

5,401 11,033 16,434 5,264 10,776 16,040 5,025 10,105 15,130 4,916 9,863 14,779

Percentage of total employees 21.5 43.9 65.4 21.2 43.4 64.6 21.1 42.5 63.7 21.3 42.8 64.1

Head Office 3,910 5,589 9,499 3,782 5,387 9,169 3,618 5,038 8,656 3,580 5,051 8,631

Metropolitan area 1,491 5,444 6,935 1,482 5,389 6,871 1,407 5,067 6,474 1,336 4,812 6,148

Other provinces 3,047 5,637 8,684 3,023 5,759 8,782 2,916 5,756 8,672 2,758 5,517 8,275

Percentage of total employees 12.1 22.5 34.6 12.2 23.2 35.4 12.2 24.2 36.4 12.0 23.9 35.9

Number of Employees by Type of Employment

Permanent contract 
employees

8,393 16,635 25,028 8,233 16,500 24,733 7,871 15,799 23,670 7,583 15,315 22,898

Percentage of total employees 33.5 66.2 99.6 33.2 66.5 99.6 33.1 66.3 99.4 32.9 66.4 99.3

Temporary contract 
employees

55 35 90 54 35 89 70 62 132 91 65 156

Percentage of total employees 0.2 0.1 0.4 0.2 0.1 0.4 0.3 0.3 0.6 0.4 0.3 0.7

Number of Employees by Nationality

Thai nationality 25,069 24,771 23,747 23,000

Percentage of total employees 99.8 99.8 99.8 99.8

Other nationalities 49 51 55 54

Percentage of total employees 0.2 0.2 0.2 0.2

Note:	Information refers to employees working in Thailand, not including employees working outside Thailand.
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Employees

Description
2015 2016 2017 2018

Male Female Total Male Female Total Male Female Total Male Female Total

Number of Employees by Age

Top management 40 22 62 41 22 63 42 22 64 43 21 64

Percentage of total employees 0.2 0.1 0.2 0.2 0.1 0.3 0.2 0.1 0.3 0.2 0.1 0.3

Age over 50 34 15 49 33 16 49 35 17 52 38 18 56

Percentage of total employees 0.1 0.1 0.2 0.1 0.1 0.2 0.1 0.1 0.2 0.2 0.1 0.2

Age 30-50 6 7 13 8 6 14 7 5 12 5 3 8

Percentage of total employees 0.0 0.0 0.1 0.0 0.0 0.1 0.0 0.0 0.1 0.0 0.0 0.0

Age under 30 0 0 0 0 0 0 0 0 0 0 0 0

Percentage of total employees 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0

Middle management 256 217 473 274 224 498 264 231 495 257 227 484

Percentage of total employees 1.0 0.9 1.9 1.1 0.9 2.0 1.1 1.0 2.1 1.1 1.0 2.1

Age over 50 137 91 228 150 95 245 148 107 255 146 118 264

Percentage of total employees 0.5 0.4 0.9 0.6 0.4 1.0 0.6 0.4 1.1 0.6 0.5 1.1

Age 30-50 119 126 245 124 129 253 116 124 240 111 109 220

Percentage of total employees 0.5 0.5 1.0 0.5 0.5 1.0 0.5 0.5 1.0 0.5 0.5 1.0

Age under 30 0 0 0 0 0 0 0 0 0 0 0 0

Percentage of total employees 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0

Low-level management 406 480 886 419 513 932 424 522 946 417 508 925

Percentage of total employees 1.6 1.9 3.5 1.7 2.1 3.8 1.8 2.2 4.0 1.8 2.2 4.0

Age over 50 166 124 290 165 138 303 165 144 309 176 164 340

Percentage of total employees 0.7 0.5 1.2 0.7 0.6 1.2 0.7 0.6 1.3 0.8 0.7 1.5

Age 30-50 239 356 595 252 375 627 256 378 634 240 344 584

Percentage of total employees 1.0 1.4 2.4 1.0 1.5 2.5 1.1 1.6 2.7 1.0 1.5 2.5

Age under 30 1 0 1 2 0 2 3 0 3 1 0 1

Percentage of total employees 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0
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Employees

Description
2015 2016 2017 2018

Male Female Total Male Female Total Male Female Total Male Female Total

Operational-level employees 7,691 15,916 23,607 7,499 15,741 23,240 7,141 15,024 22,165 6,866 14,559 21,425

Percentage of total employees 30.6 63.4 94.0 30.2 63.4 93.6 30.0 63.1 93.1 29.8 63.2 92.9

Age over 50 2,179 1,914 4,093 2,212 1,928 4,140 2,252 2,010 4,262 2,303 2,140 4,443

Percentage of total employees 8.7 7.6 16.3 8.9 7.8 16.7 9.5 8.4 17.9 10.0 9.3 19.3

Age 30-50 3,515 6,007 9,522 3,405 6,302 9,707 3,261 6,544 9,805 3,094 6,929 10,023

Percentage of total employees 14.0 23.9 37.9 13.7 25.4 39.1 13.7 27.5 41.2 13.4 30.1 43.5

Age under 30 1,997 7,995 9,992 1,882 7,511 9,393 1,628 6,470 8,098 1,469 5,490 6,959

Percentage of total employees 8.0 31.8 39.8 7.6 30.3 37.8 6.8 27.2 34.0 6.4 23.8 30.2

Temporary contract 
employees (management)

32 12 44 33 14 47 37 15 52 39 19 54

Percentage of total employees 0.1 0.0 0.2 0.1 0.1 0.2 0.2 0.1 0.2 0.2 0.1 0.2

Age over 50 28 10 38 30 12 42 31 14 45 34 14 48

Percentage of total employees 0.1 0.0 0.2 0.1 0.0 0.2 0.1 0.1 0.2 0.1 0.1 0.2

Age 30-50 4 2 6 3 2 5 6 1 7 5 1 6

Percentage of total employees 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0

Age under 30 0 0 0 0 0 0 0 0 0 0 0 0

Percentage of total employees 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0

Temporary contract 
employees (operational)

23 23 46 21 21 42 33 47 80 52 50 102

Percentage of total employees 0.1 0.1 0.2 0.1 0.1 0.2 0.1 0.2 0.3 0.2 0.2 0.4

Age over 50 4 9 13 5 4 9 7 2 9 8 3 11

Percentage of total employees 0.0 0.0 0.1 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0

Age 30-50 15 4 19 12 5 17 14 4 18 15 10 25

Percentage of total employees 0.1 0.0 0.1 0.0 0.0 0.1 0.1 0.0 0.1 0.1 0.0 0.1

Age under 30 4 10 14 4 12 16 12 41 53 29 37 66

Percentage of total employees 0.0 0.0 0.1 0.0 0.0 0.1 0.1 0.2 0.2 0.1 0.2 0.3
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New Employees (Permanent and Temporary)

Description
2015 2016 2017 2018

Male Female Total Male Female Total Male Female Total Male Female Total

Total number of new employees 789 2,615 3,404 599 1,504 2,103 434 1,088 1,522 546 968 1,514 

Percentage of total employees 3.1 10.4 13.6 2.4 6.1 8.5 1.8 4.6 6.4 2.4 4.2 6.6

New permanent contract 
employees

3,318 2,020 1,364 1,316 

New temporary contract 
employees

86 83 158 198 

Expense for new employee 
recruitment per head (THB) 

5,817 9,049 15,140 19,565 

Number of New Employees by Age

Age over 50 26 25 51 28 15 43 36 16 52 35 22 57

Percentage of total employees 0.1 0.1 0.2 0.1 0.1 0.2 0.2 0.1 0.2 0.2 0.1 0.2

Age 30-50 105 142 247 103 109 212 83 117 200 102 146 248

Percentage of total employees 0.4 0.6 1.0 0.4 0.4 0.9 0.3 0.5 0.8 0.4 0.6 1.1

Age under 30 658 2,448 3106 468 1,380 1,848 315 955 1,270 409 800 1,209

Percentage of total employees 2.6 9.7 12.4 1.9  5.6 7.4 1.3 4.0 5.3 1.8 3.5 5.2

Number of New Employees by Location of Work

Head Office and Metropolitan area 720 2,563 3,283 568 1,474 2,042 416 1,041 1,457 513 899 1,412

Percentage of total employees 2.9 10.2 13.1 2.3 5.9 8.2 1.75 4.4 6.1 2.2 3.9 6.1

Head Office 570 1,580 2,150 455 934 1,389 356 731 1,087 415 654 1,069

Metropolitan area 150 983 1,133 113 540 653 60 310 370 98 245 343

Other provinces 69 52 121 31 30 61 18 47 65 33 69 102

Percentage of total employees 0.3 0.2 0.5 0.1 0.1 0.2 0.1 0.2 0.3 0.1 0.3 0.4
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Employee Terminations

Description
2015 2016 2017 2018

Male Female Total Male Female Total Male Female Total Male Female Total

Total Number of Employee Terminations 2,409 2,347 2,378 2,228

Total number of permanent contract 
employee terminations

2,324 2,263 2,263 2,058

Total number of temporary contract 
employee terminations

85 84 115 170

Percentage of total employees 9.6 9.5 10.0 9.7

Type of Employee Termination

Total voluntary resignations 470 1,416 1,886 476 1,340 1,816 447 1,380 1,827 508 1,160 1,668

Voluntary resignations of permanent 
contract employees

467 1,408 1,875 472 1,331 1,803 441 1,357 1,798 500 1,115 1,615

Voluntary resignations of temporary 
contract employees

3 8 11 4 9 13 6 23 29 8 45 53

Percentage of total employees 1.9 5.6 7.5 1.9 5.4 7.3 1.9 5.8 7.7 2.2 5.0 7.2

Voluntary Resignations by Age

Age over 50 98 373 471 18 26 44 59 196 255 31 25 56

Percentage of total employees 0.4 1.5 1.9 0.1 0.1 0.2 0.2 0.8 1.1 0.1 0.1 0.2

Age 30-50 104 189 293 115 259 374 111 255 366 169 360 529

Percentage of total employees 0.4 0.8 1.2 0.5 1.0 1.5 0.5 1.1 1.5 0.7 1.6 2.3

Age under 30 268 854 1,122 343 1,055 1,398 277 929 1,206 308 775 1,083

Percentage of total employees 1.1 3.4 4.5 1.4 4.3 5.6 1.2 3.9 5.1 1.3 3.4 4.7

Voluntary Resignations by Location of Work

Head Office and Metropolitan area 351 1,073 1,424 387 980 1,367 328 997 1,325 400 812 1,212

Percentage of total employees 1.4 4.3 5.7 1.6 3.9 5.5 1.38 4.2 5.6 1.7 3.5 5.3

Head Office 219 467 686 271 451 722 213 464 677 261 405 666

Metropolitan area 132 606 738 116 529 645 115 533 648 139 407 546

Other provinces 119 343 462 89 360 449 119 383 502 108 348 456

Percentage of total employees 0.5 1.4 1.8 0.4 1.5 1.8 0.5 1.6 2.1 0.5 1.5 2.0

Note:	Employee terminations include retirement, early retirement, deceased, did not fulfill probation conditions, declining contract, no show on start date, 
completing contract terms, voluntary resignation and all other termination circumstances.
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Maternity Leave or Parental Leave

Description
2015 2016 2017 2018

Male Female Total Male Female Total Male Female Total Male Female Total

Total number of employees 

eligible for maternity/parental 

leave

8,448 16,670 25,118 8,287 16,535 24,822 7,941 15,861 23,802 7,674 15,380 23,054

Percentage of total employees 33.6 66.4 100.0 33.4 66.6 100.0 33.4 66.6 100.0 33.3 66.7 100.0

Number of employees taking 

maternity/parental leave
- - - - - - 98 524 622 73 547 620

Percentage of total employees - - - - - - 0.4 2.2 2.6 0.3 2.4 2.7

Number of employees returning 

to work after maternity/parental 

leave

- - - - - - 93 499 592 73 541 614

Total number of employees 

taking maternity/parental leave in 

percentage of total employees

- - - - - - 94.9 95.2 95.2 100.0 98.9 99.0

Percentage of total employees - - - - - - 0.4 2.1 2.5 0.3 2.3 2.7

Number of employees returning 

to work after maternity/parental 

leave and continuing working for 

the next 12 months

- - - - - - 93 499 592 72 516 588

Percentage of total maternity/

parental leave
- - - - - - 94.9 95.2 95.2 98.6 94.3 94.8

Percentage of total employees - - - - - - 0.4 2.1 2.5 0.3 2.2 2.6

Percentage of retention of 

employees taking maternity/

parental leave

- - - - - - 94.9 95.2 95.2 100.0 98.9 99.0
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Employee Performance Evaluation and Compensation

Description
2015 2016 2017 2018

Male Female Total Male Female Total Male Female Total Male Female Total

Employee Performance Evaluation*

Total number of employees 

evaluated
8,393 16,635 25,028 8,233 16,500 24,733 7,871 15,799 23,670 7,583 15,315 22,898

Percentage of total employees 100.0 100.0 100.0 100.0

Employee Evaluation by Level*

Management (%) 100.0 100.0 100.0 100.0

Operational (%) 100.0 100.0 100.0 100.0

Compensation Comparison for Male to Female Employees

Top management  

(average monthly 

compensation in THB) 

1,218,908 686,295 952,602 1,130,076 713,723 921,900 1,212,050 762,905 987,477 1,291,991 834,948 1,063,469

Compensation ratio  

(male : female) 
1 : 0.56 1 : 0.63 1 : 0.63 1 : 0.65

Middle management (average 

monthly compensation in THB)
144.291 135,804 140,048 153,142 138,657 145,900 159,312 144,962 152,137 169,746 153,687 161,717 

Compensation ratio  

(male : female)
1 : 0.94 1 : 0.91 1 : 0.91 1 : 0.91

Operational staff and 

supervisors (average monthly 

compensation in THB)

43,150 34,811 38,981 42,830 34,468 38,649 44,250 36,149 40,200 46,070 37,895 41,983

Compensation ratio  

(male : female)
1 : 0.81 1 : 0.80 1 : 0.82 1 : 0.82

Note:	*	Employee performance evaluation is applied only to permanent contract employees, not including temporary contract employees.
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Employee Training

Description
2015 2016 2017 2018

Male Female Total Male Female Total Male Female Total Male Female Total

Employee Training

Total number of employees 

taking training
6,279 14,218 20,497 3,392 9,145 12,537 7,759 9,006 16,765 6,138 14,343 20,481

Percentage of total employees 25.0 56.6 81.6 13.7 36.8 50.5 32.6 37.8 70.4 26.6 62.2 88.8

Employees Taking Training by Level

Management 567 594 1,161 674 727 1,401 467 522 989 632 724 1,356

Operational 5,712 13,624 19,336 2,718 8,418 11,136 7,292 8,484 15,776 5,506 13,619 19,125

Trained Employees by Location of Work*

Head Office
3,982 9,830 13,812 4,229 3,480 7,709 2,525 5,234 7,759

2,770 4,483 7,253

Metropolitan area 1,085 4,488 5,573

Other provinces 2,390 4,295 6,685 2,050 2,778 4,828 1,224 3,502 4,726 2,283 5,372 7,655

Total training hours provided 3,134,200 743,227 615,420 169,453 532,599 702,052

Average training hours 

provided
125.2 30.1 26.0 22.00 35.00 30.45

Average training expenses  

per employee (THB)
2,522 2,547 7,821 4,136

Note:	*	During 2015-2017, the information on employees taking training from Head Office and Metropolitan area was not collected separately.
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Occupational Health Issues

Description
2015 2016 2017 2018

Male Female Total Male Female Total Male Female Total Male Female Total

Occupational Health Issues

Occupational Health Issues

Number of employees suffering 

from occupational health issues
0 0 0 0 0 0 0 0 0 0 0 0

Total occupational health issue 

rate per total working hours 
0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0

Injury Rate

Number of employees taking sick 

leave due to work-related injury 
5 1 6 1 2 3 1 2 3 3 3 6

Total work injury rate per total 

working hours**
0.11 0.02 0.13 0.02 0.04 0.07 0.02 0.05 0.07 0.07 0.07 0.14

Number of employees suffering 

work injury without working  

hours lost

0 0 0 0 0 0 0 0 0 0 0 0

Total work injury rate per total 

working hours**
0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0

Reported number of employees 

injured from work
5 1 6 1 2 3 1 2 3 3 3 6

Total work injury rate per total 

working hours**
0.11 0.02 0.13 0.02 0.04 0.07 0.02 0.05 0.07 0.07 0.07 0.14

Work-related Fatalities

Number of fatalities from 

work-related accidents
0 0 0 0 0 0 0 0 0 0 0 0

Percentage of total employees 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0

Average employee leave days* 18.5 days 8.6 days 6.44 days 6.06 days

Number of work days lost from 

non-work related sick leave 
7 days – 3 months 10 days – 3 months 7 – 15 days 1 day – 4 months

Note:	*	 Information on employee leave refers only to the Human Resource Division’s staff. Bank-wide leave information is expected to be available after the 
‘self-service’ leave application and approval system is implemented, expected by 2019.

	 **	Calculated from number of employees per 1,000,000 working hours. 
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Environment Dimension

Description Unit 2015 2016 2017 20181 20182

Energy Consumption3

Electricity Megawatt-hours 34,730 37,312 33,925 32,744 116,978

Diesel fuel for emergency power generators  

and fire pumps
Liters 10,600 26,245 27,755 23,957 24,965

Fuel for Vehicles Used in Operations4

Diesel Liters 129,380 148,709 136,921 123,331 126,598

Gasoline Liters 1,117,914 1,097,478 1,042,587 1,007,182 4,328,083

Business Travel5

Air transportation Kilometers - - - 313,214

Volume of GHG Emissions6

Type 1 Green House Gas Emissions
Tons of carbon dioxide 

equivalent
4,030 3,712 4,039 3,427 12,189

Type 2 Green House Gas Emissions
Tons of  carbon dioxide 

equivalent
20,189 21,720 19,748 19,061 68,093

Type 3 Green House Gas Emissions
Tons of carbon dioxide 

equivalent
584 597 517 573 1,473

Water Consumption7

Tap water Cubic meters 355,587 423,575 370,683 363,532 640,738

Use of Recycled Water8

Recycled water used Cubic meters 32,000 45,197 46,880 45,207

Waste Disposal9

General waste Cubic meters - - 1,053 1,053

Used paper Tons - - 506 510

Electronic equipment waste Tons - - 70.06 98.13

110

Sustainability Report 2018 | Bangkok Bank Public Company Limited



Note:	1.	Baseline data covering the five Head Office buildings - Head Office, Trinity Building, Rama 3 Building, Building 3, and Saengthong Thani Tower.
	 2.	Baseline data covering the five Head Office buildings and branches nationwide.
	 3.	Data calculated referring to meters of the Metropolitan Electricity Authority (MEA) or the Provincial Electricity Authority (PEA).
	 4.	Data retrieved from the Bank’s fuel expense database.
	 5.	Data collection started in 2018.
	 6.	The Bank’s GHG emissions reports can be classified into three scopes, which are: 
	 •	Direct (Scope 1) emissions were calculated based on fuel consumption of back-up power generators, fire pumps, and vehicles used for day-to-day 

operations. The volumes of refrigerants leaked from air-conditioning systems and fire extinguisher chemicals were evaluated from purchasing orders, 
and the volumes of methane gas from septic tanks were evaluated from the number of employees of each building. 

	 •	 Indirect (Scope 2) emissions was calculated from electricity consumption of the Bank referring to the meters of the Metropolitan Electricity Authority 
and the Provincial Electricity Authority.

	 •	Other indirect (Scope 3) emissions were calculated from water consumption of the Bank referring to the meters of the Metropolitan Waterworks 
Authority and Provincial Waterworks Authority, and the paper used evaluated from the purchased volumes.

	 7.	Data calculated referring to meters of the Metropolitan Waterworks Authority and Provincial Waterworks Authority.
	 8.	Data calculated from quantity of water recycled from the activated sludge system, and used for watering trees and lawns surrounding the Rama 3 

Building. Quantity of the recycled water, calculated from the total quantity of water consumption at Rama 3 Building deduced by the quantity of 
cooling water in air-conditioning system, was accounted represented approximately 7 percent of the Bank’s water consumption nationwide.

	 9.	General Waste is divided into two types of wastes:
	 •	Non-hazardous waste volume was calculated from fees paid in lump sum to local government agencies for disposal of general waste collected from 

five Head Office buildings; Head Office, Trinity Building, Rama 3 Building, Building 3, and Saengthong Thani Tower, and the volume of waste paper, 
including used office paper and used cheques collected from branches nationwide, sent to paper recycling plants. 

	 •	Hazardous waste volume was calculated from the volume of old electronic equipment sent to be recycled by an outside company with expertise in 
electronic waste disposal certified by international standards. The electronic waste comprises used and obsolete electronic equipment collected 
from the Bank’s operations nationwide.

		 Data boundary:
	 •	Data of energy consumption, GHG emissions and water consumption:
	 -	 In 2015, data boundary covered three buildings; Head Office, Trinity Building, and Rama 3 Building.
	 -	 In 2016- 2017, data boundary was extended to cover five Head Office Buildings; Head Office, Trinity Building, Rama 3 Building, Building 3 and 

Saengthong Thani Tower.
	 -	 In 2018, data boundary was further extended from the five Head Office Buildings to cover all branches nationwide, excluding branches in rental spaces.
	 •	Data of vehicle fuel consumption: 
	 -	 In 2016- 2017 data boundary covered five Head Office buildings; Head Office, Trinity Building, Rama 3 Building, Building 3 and Saengthong Thani Tower.
	 -	 In 2018, data boundary was further extended from the five Head Office buildings to cover all branches nationwide, excluding branches in rental spaces.
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+	GRI CONTENT INDEX

GRI 
Standard 

Disclosure Sustainability Report 
(Page / URL)

Remarks 
(Omission / Comment)

Related 
SDG

Organizational Profile

GRI 102-1 Name of the organization 8

GRI 102-2 Activities, brands, products, and services 8-11

GRI 102-3 Location of headquarters 17

GRI 102-4 Location of operations 10

GRI 102-5 Ownership and legal form 8

GRI 102-6 Markets served 9, 100 

GRI 102-7 Scale of the organization 8-11, 99-103

GRI 102-8 Information on employees and other workers 11, 101-104

GRI 102-9 Supply chain 64-67 12, 16

GRI 102-10 Significant changes to the organization and its supply chain 10-12, 99-103

GRI 102-11 Precautionary principle or approach 81-82, 86-89

GRI 102-12 External initiatives 12-13, 16, 31-34, 
40, 46, 48, 51, 83        

GRI 102-13 Membership of associations 12-13

Strategy

GRI 102-14 Statement from senior decision-maker 4-7

GRI 102-15 Key impacts, risks, and opportunities 88-89

Ethics and Integrity

GRI 102-16 Values, principles, standards, and norms of behavior  2-3, 80-82 16

GRI 102-17 Mechanisms for advice and concerns about ethics 82-83

Governance

GRI 102-18 Governance structure 14-15

GRI 102-20 Executive-level responsibility for economic, environmental, and 
social topics

15

GRI 102-22 Composition of the highest governance body and its committees 15, 102

GRI 102-24 Nominating and selecting the highest governance body 15

GRI 102-26 Role of the highest governance body in setting purpose, values, 
and strategy

15

GRI 102-30 Effectiveness of risk management process 86-88

GRI 102-31 Review of economic, environmental, and social topics 15, 22-25

GRI 102-32 Highest governance body’s roles in sustainability reporting 17, 22-24
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GRI 
Standard 

Disclosure Sustainability Report 
(Page / URL)

Remarks 
(Omission / Comment)

Related 
SDG

Stakeholder Engagement

GRI 102-40 List of stakeholder groups 18

GRI 102-41 Collective bargaining agreements 20 All employees have the right to participate in a collective 
bargaining agreements 

GRI 102-42 Identifying and selecting stakeholders 18-21

GRI 102-43 Approach to stakeholder engagement 19-21, 43, 54-55, 96

GRI 102-44 Key topics and concerns raised 18-21, 23-24

Reporting Practice

GRI 102-45 Entities included in the consolidated financial statements 12

GRI 102-46 Defining report content and topic boundaries 17, 22-27

GRI 102-47 List of material topics 24-25

GRI 102-48 Restatements of information 39

GRI 102-49 Changes in reporting 17, 22

GRI 102-50 Reporting period 17, 22

GRI 102-51 Date of most recent report 17, 22

GRI 102-52 Reporting cycle 17

GRI 102-53 Contact point for questions regarding the report 17

GRI 102-54 Claims of reporting in accordance with the GRI Standards 17

GRI 102-55 GRI content index 25, 112-115

GRI 102-56 External assurance N/A Information unavailable: this report has not been verified by 
external assurance. Bangkok Bank plans to complete this 
information by the time it publishes its 2019 Sustainability 
Report.

GRI 201: Economic Performance

GRI 103-1 Explanation of the material topic and its Boundary 90-92

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI 201-1 Direct economic value generated and distributed 93 8, 9

GRI 203: Indirect Economic Impact

GRI 103-1 Explanation of the material topic and its Boundary 44-47

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI 203-1 Infrastructure investments and services supported 44-47 9, 10

GRI 203-2 Significant indirect economic impacts 60-63 8, 10

GRI 205: Anti-corruption

GRI 103-1 Explanation of the material topic and its Boundary 80-84

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI 205-3 Confirmed incidents of corruption and actions taken 80-84 16
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GRI 
Standard 

Disclosure Sustainability Report 
(Page / URL)

Remarks 
(Omission / Comment)

Related 
SDG

GRI 302: Energy

GRI 103-1 Explanation of the material topic and its Boundary 35-37

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI 302-1 Energy consumption within the organization 36, 40,  110   13

GRI 303: Water (2016)

GRI 103-1 Explanation of the material topic and its Boundary 35-37

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI 303-1 Water withdrawal by source 39-40, 110 13

GRI 303-3 Water recycled and reused 39-40, 110 6, 13

GRI 305: Emissions

GRI 103-1 Explanation of the material topic and its Boundary 35-37

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI 305-1 Direct (Scope 1) GHG emissions 36-37, 41, 110 13

GRI 305-2 Energy indirect (Scope 2) GHG emissions 36-37, 41, 110 13

GRI 305-3 Other indirect (Scope 3) GHG emissions 36-37, 41, 110 13

GRI 306: Effluents and Waste

GRI 103-1 Explanation of the material topic and its Boundary 35-37

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI 306-2 Waste by type and disposal method 38, 41 13

GRI 308: Supplier Environmental Assessment

GRI 103-1 Explanation of the material topic and its Boundary 64-66

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI 308-1 New suppliers that were screened using environmental criteria 66 12, 16

GRI 401: Employment

GRI 103-1 Explanation of the material topic and its Boundary 73-76

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI 401-1 New employee hires and employee turnover 73, 104-105 3, 8

GRI 401-3 Parental leave 74, 106 3, 8
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GRI 
Standard 

Disclosure Sustainability Report 
(Page / URL)

Remarks 
(Omission / Comment)

Related 
SDG

GRI 403: Occupational Health and Safety (2016)

GRI 103-1 Explanation of the material topic and its Boundary 73-76

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI 403-2 Types of injury and rates of injury, occupational diseases,           
lost days, and absenteeism, and number of work-related
fatalities

73-77, 109 Information unavailable: Data  breakdown by region. 
Bangkok Bank plans to compile the information and reports 
in the Sustainability Report 2019.

3, 8

GRI 404: Training and Education

GRI 103-1 Explanation of the material topic and its Boundary 70-71

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI 404-1 Average hours of training per year per employee 108 8

GRI 414: Supplier Social Assessment

GRI 103-1 Explanation of the material topic and its Boundary 64-66

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI 414-1 New suppliers that were screened using social criteria 66 12, 16

GRI 418: Customer Privacy

GRI 103-1 Explanation of the material topic and its Boundary 48-51

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI 418-1 Substantiated complaints concerning breaches of customer 
privacy and losses of customer data

51 16

GRI G4: Product Portfolio

GRI 103-1 Explanation of the material topic and its Boundary 61-63

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI G4 
Product 
Portfolio

FS8 Monetary value of products and services designed to 
deliver a specific environmental business to each business line 
broken down by purpose

61-63 7, 8, 9, 13

GRI G4: Local Communities

GRI 103-1 Explanation of the material topic and its Boundary 31

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

GRI G4 
Local 
Communities

FS14 Initiatives to improve access to financial services for 
disadvantaged people 

31-33 1, 10
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