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In 2024, also known as the Year of the Dragon, there is
a cultural distinction in beliefs between the Thai and Chinese
communities. While many Thai individuals perceive it as the “Great
Snake” year, the Chinese commonly refer to it as the “Year
of the Dragon.” According to Chinese astrology, the dragon is
emblematic of power, honor, luck, and success. Consequently,
the Year of the Dragon in 2024 is deemed opportune for initiating,
revitalizing, and constructing upon the foundation of success.

In the Year of the Dragon, much like the promising trajectory
of the Thai economy, anticipations for growth are on the rise,
driven by a number of factors especially new policies from the
government that will contribute to the growth of economy. This
positive momentum will reflect in the growth of the insurance
industry. The year 2024 is prognosticated point towards a golden
era for the insurance business, spurred by key drivers, including
the growth of the automotive sector, particularly in electric
vehicles (EVs), the growth of the health insurance market driven
by a heightened awareness and increasing decisions among
individuals to secure insurance coverage, as well as travel

insurance with incentives to stimulate Thai and foreign tourists.

Nevertheless, one crucial aspect that everyone should give equal
importance to in fostering organizational growth and sales is
sustainability. This global trend has garnered widespread focus
and is an approach that Thailand’s business sector should
adopt. The insurance sector has taken a proactive stance by
announcing the Principles for Sustainable Insurance during the
United Nations Conference on Sustainable Development in 2012.
This strategic move aims to equip the insurance industry to
adeptly navigate Environmental, Social, and Governance (ESG)
opportunities and risks.

Sustainability is not only confined to the business sector, but
also it necessitates synchronous growth within the surrounding
society. Thus, the crucial task to uphold balance between the
commercial profit and the profit rooted in sentimental value.
Wishing all of you prosperity and success in this auspicious

year of the Dragon... Thank you.

(Mr. Photipong Lamsam)
Chairman
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Over the past year, we collectively embarked on a journey to
rebound from the challenges posed by the unraveling of the
Covid-19 crisis and the implementation of various governmental
economic mitigation measures across industries. Throughout this
period, the term “sustainable” gained increasing prominence in

discussions across all sectors.

Muang Thai Insurance stands as a non-life insurance enterprise
that has been growing alongside our Thai society for over 90 years.

Throughout this extensive journey, we have always been proud

Muang Thai Insurance Public Company Limited
Sustainability Report 2023
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of our role as a support and aid for individuals when disaster
strikes, according to the slogan “Face Crisis with a Smile.” In
addition to sincere responsibility to customers, partners and allies,
the Company also operates social activities to help Thai people
in all dimensions to create smiles for the community and the
surrounding society. We firmly believe that for business to thrive, the
surrounding society must be robust, of high quality, and progress
alongside us. In today’s dynamic landscape, organizational
growth is intricately linked to the cultivation of alliances and
the creation of shared value among us, our partners, and the
society. That is the approach to sustainable business operations
with ESG principle (Environmental, Social, Governance) which
is the direction that Muang Thai Insurance is steadfastly moving
towards a future where these principles are woven into every

dimension of the organization.

In 2024, Muang Thai Insurance aims to bolster the confidence of
our valued customers, partners, and allies, solidifying our identity
as a business deeply committed to environmental stewardship,

societal well-being, and specially business governance.

We prioritize the enhancement of knowledge and expertise to
employees at all levels in the organization, ensuring that our
employees are equipped with the necessary insights to provide
exceptional service. Concurrently, we have been fostering a
culture of volunteerism among them. Besides, we strive to
develop insurance products designed to afford comprehensive
protection to everyone, underpinned by a focus on ethical
principles embedded in every facet of our work. At the same
time, we aim to develop our system that is not only efficient

but also environmentally conscious.

At Muang Thai Insurance, we stand ready to be part of respon-
sible care and create a better society for everyone. Our aim is
to instill confidence and peace of mind every day, ensuring that
everyone will be able to “Face Crisis with a Smile.”

(Mrs. Nualphan Lamsam)
President and Chief Executive Officer
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Muang Thai Insurance Public Company Limited is dedicated to
fostering corporate social responsibility (CSR) activities alongside
its business endeavors, guided by a comprehensive Corporate
Social Responsibility for Sustainability Policy. The Company
has proactively adapted and refined its operational approach
in alignment with the evolving dynamics of Thai society. Our
goal is to contribute to the creation of a joyful and prosperous
community through a diverse array of CSR activities,
complemented by strategic efforts in related operational
domains. The Company aims for business sustainable growth
aligned with ESG principles (environmental, social, and
governance & economic), responding to the Sustainable
Development Goals (SDGs) while actively engaging all
stakeholders including customers, partners, representatives,

business allies, employees, and the public.

In addition, The Company has set a goal to drive ESG
operations under the “Empathy for every well-being” objective.
We will focus on developing products and services that enrich
the life and society in every day. The Board of Directors has
conducted an annual review of ESG policy to align with evolving
business conditions.

The Company has
seta goal to drive
ESG operations under the

“‘Empathy for every
well-being” opjective

Muang Thai Insurance Public Company Limited
Sustainability Report 2023
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In 2023, the Company continued to operate in line with its ESG
policy, management frameworks, and strategies consistently
from the year before. These support the achievement of the
Company’s goals and business strategies for 2023-2025. In
implementing the ESG policy and framework, the Company
will set goals and indicators to assess the effectiveness of its
operations. This information will be used for monitoring and further
development of business operations. The ESG policy is available
on the Company’s website at www.muangthaiinsurance.com

under the heading ‘Sustainability Development’.

Sustainability Policy

The Company has established the Environmental, Social
and Governance (ESG) policy and formed an ESG
Committee to oversee the organization’s sustainability
across all dimensions, including economic, social,
environmental, and governance. This committee is tasked
with promoting employee engagement at all levels in
implementing the ESG policy, as approved by the Board
of Directors on 2 August 2022.

The goal of sustainability management encompasses
economic, social, environmental, and governance dimension,
accounting for both internal and external factors of change.
This ensures the Company’s resilience in navigating various
scenarios within Thailand and globally, while meeting the
expectations of all stakeholders. To streamline operations,
the ESG Committee has been divided into three working

teams, which include:

e The environmental working team: aims to raise

awareness and reduce the impact on the environment.

e The Social working team: aims for organization
supervision and development and to support corporate
social responsibility (CSR) activities both inside and

outside the organization.

e The governance and economic working team: sets
operational targets complying with good governance
and sound management, as well as investment and
economic support for sustainability.
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Corporate Sustainability Management Goals and Results of 2023
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ESG Subject Goals for 2023-2025 Results of 2023

— Reduction in energy Reduce the electricity bill of headquarters 2,772,593 kW or 2,062.94 kW

-|CE consumption and branch offices by 5% by 2025, per person, a decrease of 0.03%

GC) compared to the cost of 2023. from 2022.

E Reduce water cost of headquarters 11,831 cubic meters, or 8.78 cubic

CC) and branch offices by 5% by 2025, meters per person, an increase of

N compared to the cost of 2023. 0.23% from 2022.

>

(- Climate Reduce greenhouse gas emissions Scope 1: 544.37 t1CO2e

LL management by 5% by 2025, Scope 2: 1,379.54 tCO2e
compared to 20283. Scope 3: 224.98 tCO2e

Waste Management Recycling waste not less A total of 6,128.71 kilograms of

than 500 kilograms by 2025, recyclable waste was taken into
compared to 2023. recycle process, including:

» Handled by a paper shredding
services & document
destruction company for
6,093 kilograms

» Handled 35.71 kg of recyclable
waste (excluding papers)

— Respect for human No complaint regarding human rights No complaints
C—D rights and fair

O

C% treatment of workers

Employee caring

and development

Engagement Score 70%

76%

Average training hours of 10 hours

per person per year

An average of 11 hours per person
per year (In 2022, an average of
13 hours per person per year)

Occupational safety Employee occupational accident rate No accident
and health is zero
Service Customer satisfaction score at least 96.07%
80%
CSR activity Conduct social activities that cover » 100 employees participated in

all groups of stakeholders.

sustainability activities.

» 1,000 people benefited from
sustainability activities.

» More than 5 partners participated,
including civil society, public and
private sectors.
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Management of stakeholder impacts in the
business value chain

Business value chain

As a non-life insurance company, Muang Thai Insurance
places great importance on taking care of its employees
and developing their potential to be able to operate in
all aspects, alongside taking good care of its partners or
agents. This includes providing accurate and up-to-date
insurance knowledge to ensure that employees, partners,
and business allies are prepared to provide customers with
excellent service with products that answer to customer
needs, is accessible through various distribution channels
such as online sales, and provide convenient payment
methods to maximize service utilization. This helps drive the
company’s business growth alongside the overall economic

system, while also creating social value.

Muang Thai Insurance Public Company Limited
Sustainability Report 2023

ESG Subject Goals for 2023-2025 Results for 2023
(;) Information Assessment of internal control system 100%
E security and adequacy is 100%
O personal information
% No complaint regarding personal information None
O processing
LL]
@) Corporate The assessment result of Corporate The assessment result of Corporate
% Governance and Governance Report for Thai Listed Governance Report for Thai Listed
D Anti-Corruption Companies (CGR) is very good. Companies (CGR) is excellent
O
(- Member of the Private Sector Collective Certified as a member of the Private
g Action Coalition against Corruption (CAC) Sector Collective Action Coalition
CT) against Corruption (CAC)
>
8 Number of zero case of the Code of No violation of the code of conduct

Conduct violation
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Furthermore, the company emphasizes in supporting
activities such as recruitment, development, and employee
retention, information technology management, risk man-
agement and internal control, data protection and security,
and stakeholder engagement. This ensures the smooth
operation of the company’s core activities.
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Main activity

Activity execution

Value creation

Stakeholders

1. Product design

. The Company requires relevant departments

and committees to develop and design the
products by analyzing research and trend to
meet the needs of the customers.

. Conduct a risk assessment and continually

monitor product performance to align with

the company’s acceptable risk levels.

. The Company is able to balance returns and

risk management appropriately and resulting
in good and sustainable performance.

. The product must serve the need of

customers without affecting the environment,
society and without contradicting the

principles of good corporate governance.

A oW

. Customers

Partners

. Shareholders
. Employees

2. Product sales

. Improve skills and potentials of sales

. Deliver the product at a reasonable price.

1. Customers
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representatives. 2. Partners
2. Adhere to the code of ethics for sales. 3. Employees
3. No exaggerated advertisement.
3. Distribution channel and 1. Apply modemn technology to the distribution . A variety of distribution channels. 1. Customers
premium payment channel management process and the . Improve internal management by adopting 2. Partners
premium payment. digital technology.
2. Reduce the use of paper, by providing the . Quick issuance of policy.
choice for the customers to choose to
receive an electronic policy instead.
4. Underwriting and 1. Educate corporate customers and other . Fast claim handling. 1. Customers
claims management groups in society on insurance and disaster . Provide excellent customer service. 2. Partners
prevention. . Fairly consideration of the claim payment
2. Consider and approve the claim payment within the SLAs.
according to the insurance policy.
5. Customer care 1. Communication and public relations on . Establish good relationships with 1. Customers
consumer and social responsibility. customers to ensure continuous service 2. Partners

. Promotional activities to build relationships

with consumers.

. Collaborate with internal and external

agencies to ensure efficient handling of
customer inquiries and requests.

and prompt complaint handling.

3. Employees
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Supporting Activities

1. Ensure accuracy, transparency and financial stability in accounting and finance for sustainable business operations

2. Implement socially and environmentally responsible procurement practices and ensure transparency, fairness and

equity in contracts

o 0 &~ W

Support sustainability initiatives in the organization

Focus on human resource development and strengthening organizational culture
Adhere to ethical principles and good governance practices
Effectively communicate the value of products and services
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Analysis of stakeholders in the business value chain

The Board of Directors places a significant emphasis
on nurturing and valuing the interests of all stakehold-
ers, both internal and external parties. This commitment
extends to social and environmental responsibility, as
well as safeguarding the rights of stakeholders. The
Company pledges not to engage in any actions that
infringe upon the rights of stakeholders. Consequently,
it upholds practices that foster equality among all parties,
namely: 1) employees, 2) business partners, 3) customers,
4) competitors, 5) shareholders, 6) creditors,
7) communities/society and 8) Government agencies

and/or regulators.

Muang Thai Insurance Public Company Limited
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The Company has conducted analysis and identified key
stakeholders who have been significantly impacted, both
positively and negatively, by the Company’s business
operations. We have established channels for receiving
feedback, opinions, expectations, and suggestions from
all stakeholder groups to summarize issues which are
considered highly important by stakeholders. These
summaries are used to guide the Company’s practices
towards stakeholders, aiming to mitigate negative impacts
from business operations and develop the Company’s
business sustainably. Data from all internal departments of
the Company are analyzed to assess the importance level of
stakeholders and summarize key issues of all stakeholders.
The details are as follows:

Stakeholders

Communication channels/

methods of communication

Stakeholder interests and
expectations

Responding to stakeholder
expectations

1. Employees

1) Orientation for employees at all levels.

2) Management of communication

to create understanding in business
operations and promote engagement
in the organization through various
communication channels, both online
and offline, to reach all groups of
employees thoroughly, such as
Office365, Line OA, Facebook.
Health promotion and welfare

activities for employees.

1) Fair compensation and welfare

2) Developing potential employees in
line with the Company’s strategy
for job advancement.

3) Development of knowledge, abilities
and skills in work and life

4) Opportunity for employees to
set aside time to balance work
and personal life.

1) Establishing policies and procedures

of HR and labor law.

2) Establishing human rights policy and

guidelines for diversity management.

3) Organizing training courses that are

in line with the needs of employees

at various levels.
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2. Business

partners

1

)

Channel to talk, communicate
information and listen to comments,
suggestions, complaints via phone,

email, meetings, website and so on.

2) Attending monthly/quarterly visits or

joint meetings with business partners
to improve performance, improve

product or service quality.

3) Key partner relationship building

activities.

1) Products that meet with customer
groups and compete in the market.
2) Receiving fast and convenient

services.

3) Be able to find solutions to problems

for business partners/allies.

1) Various product designs

2) Increasing numbers of channel for

business cooperation to coordinate

and solve problems quickly.

3. Customers

1) Providing customer relationship care

to facilitate customer needs.

2) Production of public relations

materials to provide information about
products and services accurately,

completely, clearly and transparently.

3) Providing communication channels

for customers to express their

opinions, suggestions and complaints.

4) Conducting regular customer

satisfaction surveys.

1) Responsible and fair customer
services.

2) Products and services have
a quality that meet the needs of
customers fairly and appropriately.

3) Ease of receiving services.

1) Establishing basic principles and

standards of responsible and fair
customer service.

2) Offer products and services that

meet customer needs and lifestyles.

3) Creating a channel to communicate

with a variety of customers to
quickly meet customer needs,
including regular surveys of

customer opinions and satisfaction.

4) Cyber risk management.
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Stakeholders
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Communication channels/
methods of communication

Stakeholder interests and
expectations

Responding to stakeholder
expectations

4. Competitors
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1) Meetings, discussions, exchanges

of ideas and cooperation according to

various agendas, such as at

Conducting business and compete 1) The Company adheres to the

with transparency, fairness, and in business competition framework

accordance with the framework of in accordance with the rules and
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between the company and government
agencies, such as websites, telephone,
email, letter, social media, and other
electronic systems as specified by
regulatory agencies.

=

Selecting company representatives
to participate as committee members
or working groups of the Thai General
Insurance Association to promote the
insurance business.
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Value Chain of Muang Thai Insurance
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agencies and/or regulators)
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Determining the Material Topics on Sustainability

The Company has established a systematic approach to
manage key sustainability issues and identify sustainability
topics, aligning with the preferences of both internal and
external stakeholders. This involves a comprehensive
evaluation of both external and internal factors pertinent to
business operations, including risk factors, and disclosure
of performance data based on significant sustainability
topics covering all 3 dimensions: environmental, social, and
governance and economic. This is based on the Global
Reporting Initiative (GRI) framework and establishing the
ESG Report in accordance with the SET Reporting Guide,
as well as referencing the GRI Standard at the Core level.
The company establishes the following process for selecting

material topics following the GRI Standard process.

Material topic identification process

Step 1: Identification

The identification of material topics that affect the
sustainability of the Company and the stakeholders,
as well as the business value chain, is based on the
expectations of stakeholders, addressing matters related
to the insurance industry, including emerging risks and
significant global trends. The Company will group the
material topics for proper management.

Step 2: Prioritization

The material topics are prioritized by assessing their
significance from the perspective of both internal and external
stakeholders, taking into account the opportunities and
potential impacts that may arise. This involves evaluating
impacts on the economic, social and environmental aspects,
along with the Company’s impact criteria through surveying
stakeholder opinions regarding crucial aspects from their
perspective, and organizing a workshop to collaborate with
the ESG working teams and relevant departments along
the entire business value chain that has a connection with
stakeholders.
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Step 3: Validation

By presenting the prioritized key issues, the material topics
are presented to the senior executives or top management
and Board of Directors of the company for consideration
and approval for the material topics and the scope of
information to be disclosed, including a review of the
accuracy and completeness of the data to be included in

the annual report.

Step 4: Review

The Company continuously reviews the disclosure of
information in the Integrated Sustainability Report, as well
as collecting feedback and listening to comments and/or
suggestions from relevant stakeholders. This is done to
improve the content of the data reporting in the following
years, ensuring that the Company’s material topics align
with the expectations and interests of stakeholders during

the data preparation period.
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Stakeholder Pr

niduDnssiodanondou
Environmentally friendly
products and services

conscious procurement

N1sUSHIsIAnIsieSouiSsuasuilus:uu
Systematic handling of complaints

nslinaw§Atunisus:iuse
Insurance knowledge training

AuAma:usnas

adannasnijusssu
Fair welfare

N1sINBaININ

nsivevuagnlusula
Transparent Competition

Data Governance

[

|

mslédsnnapna
Work- life balance
nisanldwagunu
Energy saying

S —

nAtvnvaIondou
Environmentally

a v,
fIINaDN

1
2

nsaaldwaee1u (Energy saving)
Fumuazusnisiiuinsradowinion

(Environmentally friendly products and services) 2 mﬂ”ﬂmm"ﬂauﬂa (Work-life balance)

o X oy Ao osoa s ¥
NI3AATDARINNA I DIFILIARON
(Environmentally conscious procurement)

2 3 4

Importance to the company

1. naldanaiiuniatsziug

(Insurance knowledge training)

e VITENALIALAIATHANA
1. nswalsduadslussla
(Transparent Competition)
555091 2. Data Governance
3. a¥adnsfiiusson (Fair welfare) 3. MsusvsTanstiosaaseu
aghadluszuy (Systematic

handling of complaint)
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The scope of reporting on the sustainability impact for 2023 and sustainability framework

The Company has focused on sustainable development and conducting business in line with the vision, mission and strategy.

As a result, a sustainability framework has been established to guide the Company in addressing sustainability issues

deemed important by stakeholders, covering environmental, social, and governance dimensions, leading towards sustainable

development aligned with the Company’s vision and contributing to global Sustainable Development Goals (SDGs).

oARIu - _ _ .
oo Usziauans:dAry wans:nu/AdwdiAry nasgns SDGs GRI
AOWEIEU '
) Msanldnaseu AINAANUNITALTAUI U TULPRBUAILATZAULELNE DR 13 « Emissions (GRI 305)
[©) 209UsENY NFanna Gy WIDHTAAIAMATYINTU L 2 « Energy (GRI 302)
) <o A 2
© NIUTZHTANR I guiunmsmuulansfsiadon
(€N
) . . o i e — -
= AUABAZLIANS FINRODNTWNANWUVYDILIBNY FuLaRaudanaszaunlaue 7t « Emissions (GRI 305)
G aduias LAZNANTZNUAIUANTALHL gﬁmiaammwﬁmﬁmaﬁ « Energy (GRI 302)
KN AaRvnnsaN FOAARDINUAINNADINTT Mdnfonguenludenniiaiuayu 1 o I 19 e « Waste (GRI 306)
) N PINANATHEN =,
YDIFHIAN MINFILINRDNTA ﬁEéﬁ QO
¥ 5% o a v a a awa .
MInTaIaIe aedimaiiauaduiiiufios  nesfifenaulone [ 1 o= « Materials (GRI 301)
fienitede FRRILINFDNNINTY Tnflvsnasaligmuiians CO g © « Procurement (GRI 204)
Fundau FOAARDINUINTUAVDILTEN FOMUUAATILIVTTHIINAY
AAANHE T NDFIWINFN
D) nslsaiund FIRANIWANHIAVDILLTUR 1NANTIT YV ILIEN « Local Community
U ]
g Funisdseiuse aﬁfmm&umﬁaaﬁumwmﬁm a%wﬂiﬂmﬂﬁﬁu%ﬁﬁmiﬁlﬁﬂ (GRI 413-1)
gyl FOAAADINUAIIHADINIG nNNaN
inng
LIN YDIFIAH
()
AIYNUULAZ NANTZNUAIUNITAIIUIIT 39T UITINDIANT « Employment (GRI 401)
mslEPanauaa INSIZWIN U EIUEATY Work Life Balance waziins « Training & Education
A
Tunsiamnasdng ANENINATIAHANHANZEN (GRI 404)
2DILARZYANR « Diversity & Equal
Opportunity (GRI 405)
« Occupational Health &
Safety (GRI 403)
avaan1smdusssn HANIZVLEUAINANRY maufdaanaulaunsfninywe « Non-discrimination
AODIANTUDINTINGIU Tudsdaasulrntnauiaiusn (GRI 406)
wazNIIURTAADWINI Tunsauasia@nissanin « Human Right Assessment
BERNVGISZIIN (GRI 412)
nTuAedn NANITNUAUTDLEES (ﬁ%ﬁuﬁqﬁﬁaaﬂwlﬂiﬂa nsyagaUle « Human Right Assessment
| ) , . . . M -
agelussla FIRDNIWANBIRVDILUTUA PIHNANYBIATIETITIATINA (GRI 412)

~
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LAZEDAAARIAININIATABY CGR

uae CAC

« Supplier Environmental
Assessment (GRI 308)

« Supplier Social Assessment

(GRI 414)
Data Governance NANIENUA U TaLEE MIUHUANINATTEIVTTN hag « Customer Privacy
asanuldsda uleune sufeFaansUsznauwus (GRI 418)
Tunseiiues Hagalrinauadnemis
o Y 4 4 o . “ vy )
MIuSHIsIANTT NANIENUAUTaLFe fnstlastumsiiadeZaean « Customer Privacy
v L o . . o o , -
Ha%aadau FIRDMWANHIIDIULTUR uasiszuuNIsIANTaL195IaL5) (GRI 418)
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Sustain-
ability Topic Impact/Importance Strategy SDGs GRI
dimension
C_U Energy saving Impact on the Company’s Drive from the policy level EES « Emissions (GRI 305)
E operations that focus on and form a working group to « Energy (GRI 302)
C]E) energy savings implement environmental policies.
% Environmentally Impact on the Company’s Drive from the policy level to the « Emissions (GRI 305)
= friendly products and ~ image and operation which product design stage that reach « Energy (GRI 302)
é services is in line with the needs of out to people in society that —
LL] society. support the good environment. ﬁﬁéﬁ (ee]

Environmentally Partners provide products Adhere to the policies, which = EE « Materials (GRI 301)

conscious that align with the Company’s  include promoting partner LR 2 « Procurement (GRI 204)

procurement environmental focus, offering compliance with the business
a more eco-friendly selection. partner’'s Code of Conduct.

— Insurance knowledge Forward brand image, support Utilize the company’s 11 s « Local Community
% training risk prevention in line with the  expertise for the advantage of AEQE (GRI 413-1)

O needs of society. all stakeholders.

@p)

Work-life balance Impact on the operation Create a corporate culture « Employment (GRI 401)
because employees play regarding work-life balance, and « Training & Education
an important part in the empower individuals to meet their (GRI 404)
development of the individual needs. « Diversity & Equal
organization. Opportunity (GRI 405)

« Occupational Health &
Safety (GRI 403)

Fair welfare Impact on the employee Adhere to the human rights 5 S « Forced and Compulsory
engagement and equal policy, including encouraging @’ Labor(GRI 409)
treatment of employees. employees to participate « Non-discrimination

proposing the welfares. (GRI 406)
« Human Right Assessment
(GRI 412)
O Transparent Impact on the Company’s Conduct business in « Ethics & Integrity
é Competition reputation and brand image a transparent and auditable (GRI 102-17)
(@) manner in accordance with « Supplier Environmental
% the Code of Business Conduct Assessment (GRI 308)
O and align with CGR and CAC « Supplier Social Assessment
% requirements (GRI 414)
8 Data Governance Impact on the Company’s Adhere to the Code of Conduct « Customer Privacy
% reputation and operational and policies and thoroughly (GRI 418)
E transparency communicate information
()
(>) Systematic handling Impact on the Company’s There is prevention of complaints « Customer Privacy
(D of complaints reputation and brand image and fast management system. (GRI 418)
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Sustainability management regarding environmental dimension
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Environmental policy and practice

The Company established a policy focused on environmental
conservation and energy saving, concurrently forming an
internal team tasked with managing energy and an
environmental working group. This is to align with the Company’s
environmental, social, and governance policy, aimed at advancing

its environmental efforts.

Environmental practice

1. Environmental policy for the operational process

1) The efficient and responsible use of resources is defined
to minimize environmental impact.

2) The preservation and restoration of natural resources
are promoted and practiced.

3) The use of modern technology is encouraged to
improve operational efficiency with a focus on
environmental friendliness.

4)  Compliance with environmental regulations is established.

2. Raising awareness and promoting environmental

practices throughout the organization

1) Responsibilities for environmental work are assigned
to individuals, department, and environmental working
committee.

2)  Regular communication of the Company’s environmental
policy to employees, business partners, and customers.

3) Implementation of projects, plans, and activities that
encourage employee awareness and participation in
environmental practices.



usEn Ijavineds:nune $10A (UKIBU)
s1899uAdUENEU U 2566

3. NMISARMIUNISURURAUEIDAEDU

1) fdnrsiruad v dadSanaazn1sianalunsan
ATbENSNens 1ou wasens (Lnsn Lﬂ%aﬂﬂ%ﬂmmﬁ)
i nszenw LLazifaqg‘umﬁm

2)  fAnsinuadinenededSunanaznisianalungly
NINeINIHLUIBUGIENTAANT I nsl¥tn waznns
sinauanldluad (Reduce, Reuse waz Recycle)

3)  HN1ITIBUNANITAAUOIUVBIIATINT WAZAANTTH
dne 9 intinenlddausanlunsuiiaguacnadan
pensasILaND

4. nisddoudoyaduauusnuadiondouiugiu:usun
Us=nune

'
o A

1) ﬁmﬁaaﬂwﬁmffmsﬁﬂszﬁ’uﬂwaua%ml,azaﬁ’ua%u
Tughudonndan

2) AmIRaTanAaEangAnIegInalun1TTanIaus
HATLSNITVDILIEN ﬁlﬁmmﬁwﬁ@@iaﬁﬁﬂmﬁﬂm
Fowandanadnedfoiiu

Environmental practice monitoring

1) Setting measurable targets for reducing resource
consumption such as energy (electrical appliances and
air conditioners), water, papers, and consumables.

2) Setting measurable targets and evaluation for
increasing the use of renewable resources through
the reduction, reuse, and recycling.

3) Regular reporting on the performance of projects and
activities involving employees in environmental
practices.

Making a positive impact on the environment as
an insurance company

1) Offering insurance products that encourage and support
environmental sustainability.

2) Carefully selecting our business partners and
suppliers based on their commitment to environmental

responsibility.
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Goal of environmental management and result for 2023

ESG Topic Goals for 2023-2025 Results for 2023
© Reduction in energy Reduce the electricity bill of headquarters 2,772,593 kW or 2,062.94 kW per person,
E consumption and branch offices by 5% by 2025, a decrease of 0.03% from 2022.
g compared to the cost for 2023.
C
9 Reduce water cost of headquarters 11,831 cubic meters , or 8.78 cubic meters
> and branch offices by 5% by 2025, per person, an increase of 0.23% from 2022.
|_|CJ compared to the cost for 2023.

Climate management Reduce greenhouse gas emissions by 5%
by 2025, compared to 2023.

Scope 1: 544.37 tCO2e
Scope 2: 1,379.54 tCO2e
Scope 3: 224.98 tCO2e

Waste Management Recycling waste not less than 500 kilograms
by 2025, compared to 2023.

A total of 6,128.71 kilograms of recyclable
waste was taken into recycle process, including:
» Handled by a paper shredding services
& document destruction company for
6,093 kilograms
« Handled 35.71 kg of recyclable waste
(excluding papers)




usEn Iavineds:nune $10A (UKIBU)
s1899uAdENEU U 2566

N1S9ANISA1BISOUNS:=9N

111 2566 USHNY HUSHIMNITUABLANTIDUNTZANTI 3 VOULUA
390 2,148.55 sueSuanlaseanlad (tCO2e)

Reduction in energy consumption

Reduction of greenhouse gas emissions

In 2023, the Company had a total emission of 2,148.55 tons

of carbon dioxide (tCO2e) in all 3 scopes.

Usurunisudos

- o con 1Wanuenisan 2023 GHG Emissions Target of reduction
ﬁo'u' "ﬂ ("ug:':_;:::,j;uhiz‘;ﬁm nelull 2568 Indicator (in tons of CO2 equivalent comparing to the target
ifiguIria tCo2e) (9nUg7u 2565) tCO2e) in 2025 (based on 2022)
Paulan 1 544.37 anad 10% Scope 1 544.37 Decrease by 10%
o« M3l 44313 « Fuel consumption 44313
A1 ULEUNI9 for travel
« M3 FANIOUNAY 0 « Use of fire 0
extinguishing
« Madaasd1Tdliny 101.24 substances
AINITSUY
septic tank, * Methane 101.24
wazvaiidavnds emissions from
q septic tank
2auipan 2 1,379.54 anad 10% systems and
wastewater
o mMsldluin 1,379.54
treatment ponds
YauLan 3 224.98 anad 10% Scope 2 1,379.54 Decrease by 10%
o mM3bdingszih 9.40 « Electricity 1,379.54
consumption
« M3ldnszany 215.58
Scope 3 224.98 Decrease by 10%
Total 2,148.55
» Tap water 9.40
consumption
« Paper usage 215.58
Total 2,148.55
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Energy and water management

The Company prioritizes the efficient use of resources for
business operations while continually seeking to expand
opportunities, all while striving to reduce greenhouse gas
emissions. Currently, the Company has announced the measures
and practices aimed at conserving energy and minimizing

resource usage, in alignment with its energy saving policy.

Electricity management

The Company has assigned the Environmental Working
Team to work on energy management within the office
buildings to reduce air pollution emissions. The following

initiative has been implemented in 2023.

Installed energy-saving
light bulbs, various types
of control devices and
sensor devices to control
the operation of the
electrical system

Replaced 815 bulbs with LEDs
Reduce greenhouse gas

emissions by 16,863 kgCO2eq/ year

One energy-saving elevator
has been installed

at the head office.

33.34%

energy savings

Plan to Installed on-grid solar panels

on the head office, Size: 20 kWh Energy

savings: 101,280 kilowatt-hours per year

Resulting in a reduction of greenhouse gas emissions
by 48,310.56 kgCO2eq.

Plan to change air conditioning system from

cooling water system to VRV system.
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Comparison of electricity usage

U 2564 (Year: 2021)

2,610,477

Umts / ALY

U 2566 (Year: 2023)

2,772,593

Units
/ hloY

*sounstgiwhonlsagwiod

*Include electricity from solar rooftop

U 2565 (Year: 2022)

2,608,378

Un|ts / AUy
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U 2565 (Year: 2022)

2,808.19

U 2564 (Year: 2021)

365.60

Aladne
/KW

Alternative energy used at the office building

1. Solar rooftop installation: In June 2023, the Company
completed the installation of a 20-kilowatt solar panel
on Building 2. This initiative resulted in saving 12,970
kilowatts of electricity, reducing greenhouse gas
emissions by 6,186.69 kilograms of carbon dioxide
equivalent (kgCO2eq), cutting electricity consumption
by 12,970 kilowatts, and lowering electricity bills by
77,820 Baht.

2. Electric Vehicle (EV) charger installation: Since 2021,
the Company has installed a charging station under
the project named ‘EA Anywhere’, partnering with the
Energy Mahanakhon Company Limited. This project
aims at promoting the electric vehicle charging points.
In 2023, the energy consumption for these stations
amounted to 11,341.51 kilowatts.

a 1 UV [ - qr.: L d‘l a
aﬁlﬁ?%".’lﬁ\‘iﬂ’ﬁ‘l‘ﬁwa\i\‘ﬂ%ﬂ’]\iLaﬂﬂ EV Charger UnuuINULAaLNEY

Alternative energy usage from EV charger replacing fossil fuels

U 2566 (Year: 2023)

11,341.51

nladmsi
/ KW

N -
C e

Aladns
/KW
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Tap Water Consumption Comparison

(2021) (202 2)

12,182 11,096

Units / KU0gY Units / U0y

N1s9ANISUN

U3y AnsUsudasinisinavesiniifantiignednemiin
wazlngadmnnigluaiaisvesuisny finsfnsofuimas
Ransinensansile etsmmenisananslinn aslull 2566
135y fnsldnyssisEuand 2565 S1an 735 vikag
Andu 8.78 gnunefums saau Andugasaz 023

U3HNY ﬁmﬁ@m‘;ﬁwL%ﬁﬁauﬂdaaaaﬂ;jmﬁﬁm: lae
UatifawuuLdNaInIe ﬁmﬁ@%”mﬁﬁmm@mauaﬂ
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DONFENDITS

11,831

Units / KUY

(2023)

Water management

The Company has adjusted the flow rate of water at the
faucets in the Company’s restroom sinks and sanitary ware
within the office building. Sensors have been installed on
the hand wash faucets to conserve water usage. In 2023,
the tap water usage increased from 2022 by 735 units or

8.78 cubic meters per person, equivalent to 0.23%.

The Company treats wastewater before releasing it into the
public drainages. It employs an aerated lagoon treatment
system and hires external experts to regularly inspect the
wastewater quality every quarter. This is to ensure that the
quality of the wastewater meets the standards set by the
Ministry of Natural Resources and Environment regarding
the control of wastewater discharge from buildings before
it is released into the public drainages.

Muang Thai Insurance Public Company Limited
Sustainability Report 2023
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Waste Management
Waste management in the office building

The Company has implemented waste management within
the office under the MTI No Waste Project, by campaigning
for employees to sort waste before disposing of it. There
are 2 waste separation points in the head office area.

U 2566 Usunruvy: 39.71 .
Year 2023 Waste Volume 395.71 .

\
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flanSu / kg flansu / kg
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Guidelines on salvage management

The Company prioritizes salvage management right from
the initial stages of the claim process, leveraging modern
technology to repair damaged car parts instead of opting
for new replacements. This approach aims to reducing
salvage entering the environment. Any remaining parts after
the repair process are auctioned for sale to car operators
interested in utilizing salvage and processed materials for
recycling, thus contributing to the raw material supply for
relevant industries.
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Environmentally conscious procurement

Save paper

Starting from October 2022, the Company has adopted the use
of environmentally-friendly paper, distinguished by green labels
indicating its eco-consciousness. Despite this shift, the quality
of the paper remains consistent with specified standards. The
presence of a green label signifies the product’s commitment to
environmental preservation. Opting for products endorsed with
such labels supports the reduction of resource consumption,
energy usage, pollution, and waste emissions, including those
associated with greenhouse gases produced during pulp and

paper manufacturing.

Furthermore, the Company has implemented a paper
management policy aimed at reducing paper usage. This involves
minimizing document printing by transitioning to online delivery
methods and utilizing data collection through OneDrive. Additionally,
various activities, including completing assessment forms, are

encouraged to be carried out online or through QR codes.

The Company ensured proper disposal of paper data and
facilitated its recycling by using paper destruction services,
thereby minimizing waste emissions from the destruction
process. Additionally, the project extended the recycling of paper
into production processes. By 2023, there is 6,093 kilograms
of paper were integrated into the production cycle, resulting in
a reduction of 4,478.35 kilograms of carbon dioxide equivalent
(kgCO2eq) emissions.

Furthermore, in 2023, the Company achieved a 4.56% reduction
in paper usage, equivalent to 1,970 reams compared to the

previous year.

43,120 Ream
— Paper Usage
41,150 Ream
Year : 2022 Year : 2023

SATRNNnnn
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Social policy and practice

The Company has guidelines for employee care in accordance
with employment policy and other policies related to employee
care, along with ongoing employee training and development
programs, and the establishment of safety, occupational health,
and environmental committees in the workplace. The Company
also places great emphasis on developing sustainable social
responsibility policies. In 2022, the Company has developed
environmental, social and good governance and established
CSR team to provide support for the employees within the
Company and charitable activities both inside and outside of
the organization.

In 2022, the Company
has developed

environmental,
soclal and

good governance
both inside and outside
of the organization
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Goal of social management and result for 2023

ESG Topic Goals for 2023-2025 Results for 2023
© Respect for human rights and No complaint regarding human rights No complaints
g fair treatment of workers
8]

Employee caring and

development

Engagement Score 70%

76%

Average training hours of 10 hours
per person per year

An average of 11 hours per person per year
(In 2022, an average of 13 hours per person per year)

of stakeholder.

Occupational safety and health Employee occupational accident rate is zero No accident
Service Customer satisfaction score at least 80% 96.07%
CSR activity Conduct social activities that cover all groups ¢ 100 employees participated in sustainability

activities

= 1,000 people benefited from sustainability
activities.

= More than 5 partners participated, including

civil society, public and private sectors.




usEn Ijavineds:nune $10A (UKIBU)
s1899uAdUENEU U 2566

nisufUAsnewlinyuagwIlusssy nazinsw
ansuuvssu

3Ny lRaszninieanudifyaonistlosiunisastdadns
aywarulun1IuInsdanisdiunineinsyaaatiuagionin
LﬁaemﬂLﬂuaw%%wﬁugmﬁnﬂ@uﬁﬁaﬂﬁ%’uaehuvi%ﬁwﬁu
Taovsiny Wufteaadadeduee 9 Afeadasiunsiienu
WazNITUHUAADWINITUATHNHWH I TIIUDLIILAT TN
AsRaTolulIsiAuang 9 fianaazdenanoni1sasingns
NuBaTule L msluiidadieludasmelunisinirensdnem
Tre U5y AzRa1TUINAIINAIHITARAZAIMANIZANV D
Aasiazawdunan

loau3smy ladinseanulounedniuyuerulsznidadiiataian
ez nua sz gUs 15U AN HIEHILAZHANTENUE 1Y
anSuuwaru Lﬁa'ﬁzymmmﬁ’jaqr’ﬁ’mm:awamzwmm
mmL?iméﬁmaw%mwmuﬁlumiﬁwLﬁmmmaw%ﬁm ARDA
waslsanue wazlEfinseiiunsieiloeiu UITTNMAINTULTS
PINANTZNUIUNINTING 8

U 2566

JuoUvesSouISuU
INYONUNISAzITANIIWA
1

0 1Sov

U 2566

uouUvoSadISuU
INuonuUNIsIdonUUR
1

O 1Sov

Fair welfare

Fair Treatment of Employees and Respect
for Human Rights

The Company is strongly committed to preventing human rights
violation in human resources management as these rights are
fundamental and should be equally accessible to everyone.
The Company strictly adheres to all applicable employment
and employee treatment regulations under the Labor Law. The
Company also considers various factors that may lead to human
rights violation, such as not imposing employment limitation
based on gender as the Company evaluates applicant on their

abilities and suitability for the position.

The Company has a clear human rights policy and has
established a procedure for assessing human rights risks and
impacts. This is to identify measures to prevent and mitigate
impact of human rights risk in the company’s operations
throughout the value chain. The company has also taken steps

to prevent and mitigate the severity of the overall impact.

In 2023
there was

In 2023
there was

O complaint

regarding sexual
harassment

O complaint

regarding
discrimination
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Human Rights Due Diligence (HRDD)

Policy Commitment Human Rights Policy

Human Rights Risk and Impact e Identify human right risks from business operation

Assessment Identify stakeholders or those affected by human rights violation

» Assess the severity of human rights risk

Evaluate potential impacts on human rights that may occur

Performance Tracking Establish measures to prevent and mitigate the impact of human rights risk

» Assign responsibility for human rights risk prevention and mitigation measures

Monitor the implementation of human rights risk prevention and mitigation measures and

regularly review and adjust the approach as needed

Remedy and Complaint

Channels the following disciplinary measures:

Verbal or written warning

Demotion or salary reduction
- Reduction or suspension of annual bonus

- Consideration of no salary adjustment

Establishment of whistleblowing and complaint channel for reporting human rights violation,
accordance with the whistleblowing and complaint policy

In the event of human rights violation, the Company has a fair investigation process and

n

Stakeholder Engagement » Stakeholder engagement in the value chain for human rights compliance
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Employment

The Company recruits and hires employees based on their
knowledge and capability through interviews, selecting those
whose qualifications align with the organization’s values, such
as customer driven, unity, professional, integrity and digital
driven.  This ensures that employees are suitable for their
positions within the framework of human resources management.
In 2023, the Company hired 1,344 permanent and contract
employees. The company’s hiring practices emphasize diversity

in the following areas:

In addition to general employment, the Company also
prioritizes individuals with disabilities who face social
barriers. By advocating for and supporting the employment of
individuals with disabilities, the Company exercises its right
to substitute their employment as outlined in Section 35 of
Empowerment of Persons with Disabilities Act. This entails
substituting the employment of individuals with disabilities within
our company involved in the project aimed at enhancing the
quality of life for 13 individuals with disabilities (per the ratio
of 100 employees per 1 person with disabilities or 100:1).
Additionally, the Company conducted practical training
activities such as animal husbandry, agriculture, and other

occupations.

In 2023, the career promotion initiatives are outlined as follows:
e« Conducted a workshop on raising chickens for
4 individuals with disabilities in Sisaket province.

e« Organized a workshop on raising chickens for
4 individuals with disabilities in Sakon Nakhon province.

« Facilitated a workshop for 2 individuals with
disabilities from the Boonchu Teachers’ Home
for Special Children in Sattahip District, Chonburi
Province.

«  Provided funding for 3 individuals to engage in various
activities such as on-demand food services, online
sales of local products, and raising chickens, eggs,

and catfish in a mortar pond.
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Work- life balance

Employee Care and Retention

Every executive and employee plays an important part in driving
the organization towards success. The Company has taken
care of, advocated, developed and administered the welfare of

employees of all levels appropriately.
Career Advancement

The company supports human rights protection without
discrimination, aligning with the provisions of the
Constitution.  Equal opportunities are provided in hiring,
appointment, and transfer decisions based on knowledge,
abilities, and suitability for the job. Integrity is maintained,
and no one is discriminated against based on race,
skin color, religion, gender, age, disability, or any
other irrelevant factors. The Company also ensures
equal opportunities for career advancement based on
fair and unbiased assessments of job performance,
task accomplishments, and employee potential. Clear key
performance indicators (KPIs) and competencies are used
as measurable criteria, and continuous skill and knowledge
development is promoted to ensure consistent progress in

the workplace.
Remuneration Setting and Management

The Company fairly establishes remuneration for executives
and employees in accordance with their knowledge,
capabilities, responsibilities and performance, following
the remuneration management policy. The Company
conducts performance evaluation for executives and
employees twice a year, coinciding with the company’s
business cycles, from January to June and from July
to December, by using KPIs as a concrete measure
of success to achieve performance efficiency while
knowledge, skills, work behavior and collaboration in CSR
activities are also assessed. The results are used as
criteria in the remuneration adjustment and career

progression based on competence and capabilities.
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Employee Welfares and Benefits

Health: The Company prioritizes the health of its employees
by providing a dedicated health consultation team available
for employees who come to work and are sick. The Company
also provides health insurance, which entitles them to
outpatient and inpatient treatment, personal accident
insurance in case of unexpected accidents, and dental
care. The insurance also covers the cost of treatment for
6 critical illnesses including cancer and tumor, heart disease,
brain disease, high blood pressure, diabetes, and severe
hepatitis. These benefits extend beyond the social security
benefits that employees are already entitled to. Moreover,
the Company also organizes annual vaccinations, such as
influenza, and gives employees the opportunity to bring
their relatives for annual health check-ups at a special rate.
Furthermore, the Company also arranges regular health
check-ups for employees to assess their physical condition,
enabling them to be proactive in maintaining good health,
preventing diseases, reducing pain, and potentially lowering
long-term healthcare expenses. This initiative aims to ensure

the well-being of employees in the long run.

Savings: The Company provides a provident fund for
employee, where they contribute a portion of their salary
and the Company matches a portion of it. In 2023, the
Company collaborated with Kasikorn Asset Management
Co., Ltd. to invite the fund manager responsible to the
provident fund to give a lecture to employees. The lecture
covered summary of the investment economy and
investment trend in 2023, performance of the provident
fund, and tax benefits that employees are entitled to as
members of the fund. This initiative aims to raise awareness
among employees about the importance of saving and to
encourage them to be disciplined intheir savings.
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Working Hours: The Company offers an alternative welfare
policy that allows employees to select a convenient
time for them. This flexibility is provided to accommodate
situations where some employees may have constraints
preventing them from adhering to the company’s specified
work hours. It is divided into 3 periods. The original working
hours is between 8.30 am. - 5.00 pm.

1. Working hours between 9.00 am. - 5.30 pm.

2. Working hours between 9.30 am. - 6.00 pm.

Providing employees the flexibility to set their own work
hours enables them to effectively balance their personal
lives. This option helps them eliminate the stress
associated with commuting during peak hours. Consequently,
employees are better equipped to work efficiently and
maintain a focused and clear mindset.

Furthermore, the company recognizes the significance
of enhancing the physical well-being and happiness
of its employees, while also cultivating a stable work
environment.  This approach ensures that employees
are well-prepared to perform their responsibilities
effectively, contributing to the overall attainment of the

company’s objectives.

Employee Participation

The Company organizes various activities, both on-site and
online, throughout the year to promote employee relations,

including:

»  Employee bonding activities such as merit-making
activities on important occasions.

»  Volunteer activities that encourage employees to
voluntarily participate in charitable activities such as
MTI New Volunteer Program where new employees
get the opportunity to give back to society.

e Online games or quiz during festival or on special
occasions to create a sense of participation and
strengthen the bond between employees and the

organization.
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»  Recreational activities such as providing employees
with tickets to Khon Performance sponsored by the
Company and encouraging employees to participate
in futsal, 7-a-side football, and bowling tournaments
organized by the Thai General Insurance Association
to promote unity and importance of health.

e Publicizing new products, campaigns, or services to
ensure employees are well-informed. The company
also provides opportunities for employees and their
relatives to purchase insurance products at special
prices, with the option of monthly installments. This
includes products like “Health Me Plus” and
“profitable SMEs”.

Employee Volunteerism

The Company organizes a joint activity between
Corporate Social Responsibility Department and Human
Resources Department called “MTI New Volunteer Program”
where new employees of the Company get to be a part
of in order to instill a sense of volunteerism and
compassion for society. These senses will shape the
employees to be dedicated volunteers and strengthen
the bond between employees, creating a “Smiling
Family” environment where employees can find joy and
satisfaction in their work and feel a sense of admiration in

the organization and its culture.

Employee Feedback and Suggestion

The Company provides employees with various channels
to express their opinions, suggestions and complaints,
including the Company’s internal website, Line OA,
Facebook and Share Box... Share with CEO. These
channels allow all employees to share their opinions and
suggestions on any matter directly with the CEO. This
initiative plays a crucial role in the organizations
development across multiple dimensions, such as
improving internal and external services, refining work
processes, and enhancing product development to

strengthen the organization as a whole.
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Employee Engagement

The Company conducts an employee engagement
survey every years via Microsoft 365 to provide
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In 2023, 204 employees voluntarily resigned, accounting
for 15.18% of the total workforce and a turnover rate of
15.18% (the turnover rate in 2022 was 15.22%).
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Occupational Health and Workplace Safety

The Company is well are that wellbeing and workplace safety
are of utmost importance. Recognizing this, the Company has
implemented measures to care for and protect employees
while on duty, thus, the Company has undertaken the following

initiatives in multiple aspects to ensure workplace safety:

1) Establishing the Occupational Health, Safety and
Workplace Environment Committee tasked with
establishing policies and plans related to workplace
safety, along with duties to provide reports and
propose measures or approaches to improve safety
as mandated by the law.

2) Training and appointing safety officers at the
“executive” and “supervisor” levels and notify the
Department of Labour Protection and Welfare under
the Ministry of Labour as mandated by the law.

3) Organizing the basic firefighting training and fire
evacuation drills, with results reported to Department
of Labour Protection and Welfare under the Ministry

of Labour as mandated by the law.

In 2023

there were

fatality from
accident.
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Note: The turnover rate includes retirement, termination

of employment (more than 3 days absence) and death.

Safety Standards and Preventive Measures in
Pandemic Situation

Flu Vaccination Activity

The Company recognizes the importance of healthcare
and is aware of the dangers of the spread and severity
of influenza. Therefore, the Company has arranged for
the vaccination of 4 strains of the virus for employees
working at the head office as well as employees working
at 20 branch offices nationwide. A total of 585 employees
of the company received the 4-strain influenza vaccine.
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Insurance knowledge training

People Development

Throughout 2023, the Company has continuously promoted and
supported the development of its employees to ensure readiness
in various skill areas through upskilling and reskilling initiatives,
both in functional competency and leadership competency.
This is conducted through diverse development formats, such
as classroom sessions, workshops, e-Learning, job rotation,
and project assignments. Additionally, all employees have the
opportunity to learn anytime, anywhere through the digital
platform called “MTI Learn D>, providing unlimited learning
opportunities for employees at all levels to enhance their work
capabilities, with a dedicated focus on fostering employee

growth alongside the Company.

To prepare new employees to adapt to the working environment
and organizational culture, Muang Thai Insurance has organized
an orientation program. This program aims to ensure that all
new employees are informed about the benefits, privileges,
system usage, work ethics, core values, and IT security policies

regarding information systems.

Essential training courses focusing on practical work skills have
been provided to enhance process workflow and customer
service. For example, knowledge courses on engine systems,
gears, chassis repair systems for the appraisal and insurance
support departments, insurance business interruption knowledge
for sales, and Show & tell effective presentation courses for

executives.

To ensure customer confidence in the secure handling of their
data, the Company has educated its employees on the Personal
Data Protection Act (PDPA) through continuous communication
and provided PDPA training annually, along with testing their
knowledge. Furthermore, employees are trained in money
laundering prevention and detection (AML) specific to insurance

businesses, with everyone required to pass the knowledge test.

Muang Thai Insurance Public Company Limited
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To increase awareness and mitigate risks associated with
internet usage and technology, all employees have undergone
cyber security training to enhance knowledge on data
protection against hacking, data breaches, or any events that
may affect operations, equipment, and services used. This
training, conducted twice annually, aims to prevent potential

damages to the organization and its reputation.

Muang Thai Insurance is developing digital capabilities to
prepare for the digital era by enhancing the skills of the
Talent Group to learn coding and process development through
Robotic Process Automation (RPA) learning, hands-on
exercises, showcases, and project assignments. There are
more than 10 projects utilizing RPA to increase efficiency

and reduce working time.

The training courses are divided into the following categories:

1. Mandatory courses required by law
»  Anti-Money Laundering for Insurance Business
e Personal Data Protection Act
e Cyber Security Awareness
Employees must attend and pass 100% of the test
criteria.

2. Courses required for general practice, such as
business interruption insurance courses, basic
insurance courses, etc.

3. Courses for Executive, such as Show and Tell
Effective Presentation, enhancing professionalism
and internal empowerment for insurers, etc.

4. Courses for Talents, such as Power Automate Cloud
(RPA), Project Management

In 2023, the Company emphasized sustainable development.
Executives were mandated to participate in the ESG training
program offered by the Stock Exchange of Thailand, ensuring
they met all program requirements and received a 100%
certification. Moving forward into 2024, the Company plans to
extend this training opportunity to all employees, aiming for
a 100% participation rate.
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(Number of employees trained)

1,344
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“MTI Learn D”

Muang Thai Insurance supported continuous development
for employees with the concept of Learn Anytime
Anywhere. In 2023, the Company developed a digital
platform named MTI Learn D Application, led by
the New Generation team of the Company. The MTI Learn D
is an easy-to-use bad convenient platform for learning
anytime, anywhere, without limitations. It is a diverse
knowledge hub offering various training courses including
functional skills, leadership skills, power skills, and
technology-related knowledge. It allows creating tests to
measure knowledge and training effectiveness. MTI Learn
D serves as a knowledge hub that consolidates knowledge
in various formats such as knowledge sharing, podcasts,

and book briefings, etc.

Quantitative benefits to the business operation

1. Reduce training expenses by more than 50%
compared to conventional training methods.

2. Enable employees to develop their skills by participating
in training or acquiring knowledge through MTI Learn D
platform, with a total of 1,344 people.

Quantitative benefits to society and environment

1. Encourage the employee to learn anytime, anywhere,
24 hours a day.

2. Reduce paper consumption from online learmning by
100%.
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Products and services for sustainability

Customer

Insurance Accessibility for people

In 2023, the marketing strategy focuses on expanding the retail
customer base by employing various strategies to attract this
group, including data analysis to understand customer needs
and behaviors. This allows the company to develop products

such as:

“Smile Motor Insurance”, which is available in type 1, 2+, 3

and 3+, targeting the automotive market in the regions.

“PA for Senior” designed to provide suitable coverage for the
elderly, including protection for broken bones and compensation

for the purchase of wheelchairs

“Muang Thai Ready!”, a health insurance suitable for
self-employed individuals seeking cost-effective health

coverage

“Muang Thai Jud Nak”, a health insurance suitable for those

seeking better coverage

“Muang Thai Term Sith”, a health insurance designed for those
who already have existing benefits but want to increase their

health insurance coverage.

The Company conducted marketing campaigns and promotions
to attract and target a larger audience. The Company also
embraced digital marketing strategies, including website and
application development, e-Mail marketing, and social media
platforms. The improvements aimed to provide an easy and
pleasant user experience, enabling customers to access services
and information about products quickly and easily. In addition,
the Company also engages in creative social marketing,
such as creating a community for the elderly through the
“Ten Thousand Years of Dancing: Old Gen Enjoy” event.
This project helped generate brand loyalty and awareness for

the accident insurance products among the elderly.

Muang Thai Insurance Public Company Limited
Sustainability Report 2023

Us=nuguminnsulnnylwn:zwsu

f e e e e ‘ ‘ oA .
naadmndsziugdfmasulugnneniy Budmie
gj = 1 v
AausLAaunEIen 2566 luynresnis lasaiuisnaing
Wadsznuwnasulull 2566 Uszanas 1.06 a1uuin

Y a e e e e . o X wwa
Mol WaadmUsziugifmasulrglwneniol 1asinng

o
(% !

Uszndunuiaiienisiuilunauigeangniiudasnienis
daarsinainnans seeaulativazeanlan lasianis
nsdsznduAuindadulugduuunisdafansusau
WWUAANE §0UNTTElUTLNINABNAIADS ANNTNINNID
audwaunaunwiinggeais %ﬂ“ﬂaﬂﬂ’]ﬂ%ﬁLLaZﬂ’]maﬂ“ﬁ%
lunganng uastSumma 031 10 urie wazfin1sdaaudu
10,000 T Julvigylnnzwiy ‘ﬁL?J@Iamaﬁlﬁ%gﬂmqmimwﬂ
Wwushsannules laidaenldane

aInn1sIefanssuaIna1d dfgsargidrsinfanssunia
1,000 e uazldSumanauiuainggangduad19d dona
TAAanszualaTa “6iu 10,000 T Julngilnnewiv” Tungs
Haeay s?%ﬂ‘*ﬁ"gzJLa%.ua%wmﬁfuifluwamﬁmﬁﬁizﬁuﬁwmﬁu

ot 1399 FeilummnsiazdifinAanssndonandeiiios
1T 2567 Wian § AUMTWAUINEASAT TN ZaN AL
Haemng LﬁaLﬂudmwﬁﬂumﬁa%wﬂmnww%%l,l,ﬁé}:qﬂmq
faly

PA Senior

PA Senior was launched in April 2023, available through
every channel. It earned approximately 1.06 million baht
in insurance premiums in 2023.

The product was promoted to raise awareness among
the elderly through a variety of online and offline
communication channels. In particular, the product was
promoted through dance lessons and computer program
training activities at over 10 clubs and centers for the
development of the wellbeing of the elderly Bangkok
Metropolitan Region, both public and private sectpr. There
was also a “Ten Thousand Years of Dancing: Old Gen
Enjoy” event that allowed the elderly to join in the fun of

dancing together free of charge.

More than 1,000 elderly people participated in the activities,
and the response from the elderly was very good. This
resulted in a viral trend of “Ten Thousand Years of Dancing:
Old Gen Enjoy” among the elderly, which helped increase

awareness of the insurance product.

Given the success of these activities, the company plans
to continue similar activities in 2024, accompanied with
a focus on developing insurance products tailored to the
needs of the elderly, contributing to improving their overall

quality of life.
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Plan or project or initiative to enhance and improve the
Company’s products/services/business processes in line
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Alongside technological advancements, the Company
holds the belief that human interaction remains
essential in delivering exceptional service experiences
to customers. Therefore, the Company focuses on
enhancing the knowledge, skills, and attitudes of
our employees to ensure readiness for continuous
service improvement. Additionally, a quality assurance
process is in place to consistently monitor customer
service via telephone. Over the past year, the Company
has implemented a telephone satisfaction survey system
(IVR service) which is activated after the employees
conclude the call in order to guarantee that customers

receive high-quality service meeting ourstandards.
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Customer Satisfaction in 2023
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(target is no less than 80%)
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There have been more commendations

9%
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for employees.

22.2%

Clarification, negotiations and resolutions
of complaints can be made within the SLA

(Service Level Agreement).
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Improve queuing system for visitors
who claim for motor insurance
to increase promptness and
summarize the service usage
statistics in order to analyze
and improve the efficiency in

service duration

Installation of queue ticket
machines, refining service
processes and communication
of these changes to
executives, employees and

visitors to create awareness
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Improve efficiency in the call-back
process for customers who phone
in to submit their claims. In addition
to an increase in overall workflow
efficiency, this also leads to more
systematic customer care and
consequently reduces the number of

complaints regarding claim.

Increase the call-back
workforce and establishing

communication protocols

Advise and instruct in accordance
with relevant announcements of
the OIC to ensure that internal
operations, as well as business
partner, provide proper customer

care in accordance with the

announcements.

Collaboration with relevant
agencies to publicize,
inform and exchange the
experience in complaints
handling by publishing
summary reports, meetings
and creating awareness in

various formats
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Customer Engagement

The Company recognizes the importance of building good
relationships with customers. Therefore, the company orga-
nizes activities and offers various privileges to customers
as a way of expressing gratitude, creating satisfaction,
and building customer loyalty in line with the company’s
operational goals.

ﬁanssuﬂuﬁuﬁluqzy ﬁgnﬁmﬁiﬁ'mﬁ‘:\mm 100 vi1u o4 1nzin3a uuNs
Tagaasdaruusinimszanlfoannzinie uuny3
100 customers participated in the “Sharing Smiles, Feeding the Soul” activity at Koh Kret, Nonthaburi,
by cruising along the Chao Phraya River

Movie Free Day NanssuNTNATWEUAS

Movie Free Day: free movie tickets

Muang Thai Insurance Public Company Limited
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NauliasTNNSUEnIAaULATA RBSO
aaanl 2566 m Audinusssuuvelszinalng
ﬁ'\mm 13 ﬂ%\‘l
13 shows of RBSO concert tickets at the
Thailand Cultural Center were given away
throughout 2023

NaudiasTnsuaae v
Khon performance tickets give away

Chef For a day Aanssuraunianiiiu UFM
Chef For a day: baking activity at UFM school

andwWiewannanglu Application Muang Thai Friends 311 150 31815 aaaail 2566
Over 150 exclusive privileges in Muang Thai Friends Application throughout 2023
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Community and society

Muang Thai Insurance Public Company Limited is
a long-established insurance company with over 90 years of
experience. We are a company that places great importance
on and consistently supports the social activities. This commitment
is made under a corporate social responsibility policy aimed at
sustainable development, emphasizing the active participation
of all sectors in society to create a happy and resilient
community that in line with the Company’s slogan is ‘Face
Crisis with a Smile.’

Society

1. The employees donated the old year desk calendar to
the Huai Khwang District Office to produce Braille
learning materials for the visually impaired.

2. 71% generation of MTI New Volunteer Program donated
essential Kits to the children of Ban Ram Inthra School.

3. Donate lottery tickets to Huay Mu Temple and the
Public Center for Children with Autism to produce
recycled products (sandalwood flowers and wreaths)
and generate income for them.

4. 72" generation of MTI New Volunteer Program
organized an activity “Lunch for Students” at the
Thai Red Cross Children’s Foundation.

5. Invited the employees to support the products from
the Boonchu Teachers’ Home Foundation for Special
Children.
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10.

11.

12.

Sport

74" generation of MTI New Volunteer Program in
collaboration with Madame Pang Foundation donated
essential kits at Don Mueang Emergency Home.
Invited the employees to express love to their
mothers with a garland made of tissue paper from
Koh Klang Community Enterprise, Klong Toey District.
76" generation of MTI New Volunteer Program
organized a merit-making event to clean up
Khlong Toei Nok Temple and donated dry food to
bedridden patients in the community.

77" generation of MTI New Volunteer Program and
Muang Thai Insurance employees donated consumer
goods to Rachawadee Home for Persons with
Disabilities Protection and Development (for boys).
Together with the Mirror Foundation, the employees
donated sweaters, blankets, scarves and gloves to
people who live on the mountains.

78" generation of MTI New Volunteer Program
participated in the bag painting activity “This bag
is truly one-of-a-kind” with fellow volunteers to pass
on to children in remote areas.

79" generation of MTI New Volunteer Program donated
essential kits to the Foundation for Slum Child Care.
80" generation of MTI New Volunteer Program
collaborated with Paper Ranger to create handmade
recycled paper notebooks and distributed them to
children in remote areas

The Company is primary sponsor of the Port F.C, and
we support the youth football academy at Port F.C.
This initiative aims to inspire children and youth to
nurture their potential and aspire to become professional
athletes.

Football clinic activities and “Muang Thai Madam Cup”
The Company extends its support to football clubs
in Bangkok and other provinces including BG Pathum
United F.C., Muang Loei United F.C., Khon Kaen
United F.C., Ayutthaya United F.C., Nakhon Pathom
United F.C., etc.

The Company is a proud sponsor of the Football
Association of Thailand under the Royal Patronage
of His Majesty the King, by contributing and supporting
to Thai football to success across all levels.
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Medical and Public Health

1. Employees donated blood under the project “900,000 cc

for 90 years of the Thai Chamber of Commerce.”

Environment

1. 73° generation of MTI New Volunteer Program
organized the “New Volunteer Caring for the

Environment” activity at Rommaninat Park.

2. Participated in the campaign of the Bangkok Metropolitan

Administration that encouraged everyone to turn off

the lights for 1 hour to minimize global warming.

3. Donate plastic bottles to Jakdang temple for recycling

them into monk’s robes.
Campaigned “Save water, you can do it”
Encouraged the employees to donate aluminum waste

for recycling into prosthetic legs for the poor amputees.
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Sustainability Report 2023

IAsunns “orananinuiidoving”

U3EN Waglnaysziuiy a1ia (Wnipw) Tianndanny
NTTIDWRD FIEITH LAZWAIUY Lagian1znIsneunauly
qm%ulﬁﬁqmmw%ﬁmﬁlaaﬂ'wiauéﬁm BNNTRINI AL
16 ﬁwiﬂgqumuﬁl,imLLﬁqaﬁ'Né"qﬁu Fag0nARDIAHNEN DT
A wazdlunusiagdgy fiu3ony eiiluganaadied
ANNSUAATOUADFIAN sLﬁmwﬁwé’guJLLazﬁwﬁﬁﬁﬁéLﬁIm%aﬂ
nonax leglaiiRanufianungulaisongaiiien Womelu
LAZANEUNLIENY BHFUAINANTEESNEIAL Faen13a3ne
aud ilaaa Welanalvwsinowlasiungueanluvi
Aanssu e ssaselorilududians 9 shdszmaninia

10 ¥ Tuwn “@ra@nanlvdidiasing”
wanlnsu

ARFIAN

o @39NTHAIUIINNUNTN UM UUTENY  waznd
CERLR

a o =3 % % =1 < a 1 UV

. ﬂ@lﬂa@awuﬂlwwummummmua@]mm EAGIRE RN

AHAMNTURATOUADNNTANIUINUYDIUSENY 30D

Y

€

$2)]
D
o)
2

v A YV I 1 = Aq/ d! L L
AINHIIHNAA EQﬂLLUGﬁ% mamaamagamnuua:nu

.
L Zh e

=3

fanadusniulafuanniy awAaiuanudaude
Tueedns uazdsansaly

o @azniniug waztdilalumsafiendoaas wielu o
AsiaNLssI e RagneTefiu

o Aedunuuanandlnadioding uasvsnesalUaunud
A4 9

fiddewndan

. ﬁmi’ff@ﬁamsmﬁamﬁﬂﬁéﬂLn@é’au i 4 EM
Ball fdmsiusinge MANHAZD I UIALATTHTY
WHudn L‘ﬂuﬂﬁiﬂ%ﬂﬁﬁﬁ@ﬂﬁaéﬂﬁu

daleIngna
a0 1 v L d‘ % 1

o ddwsnlunisaisyssloadinedean venangy
WAL AN

o ENFSNNNWAINHFATULUIUSG &519laMEaN19N1TeaIa
NINUU

MTI New Volunteer Program

Muang Thai Insurance Public Company Limited is committed
to helping, promoting, and developing, especially enhancing
the quality of life of those in communities in all aspects so
that they can become self-reliant and form sustainable and
solid communities. This is in line with the Company’s good
governance principles and its mission to be responsible for
the impact from its operations to the society. The company
places importance and consideration to all stakeholders
without discrimination, both inside and outside the company.
The program starts with creating compassionate people with
a volunteer spirit and providing them the opportunities to
participate in charitable activities for greater benefits of the
society, which has been ongoing for more than 10 years

under the name “MTI New Volunteer Program”.

Results

Social Dimension

« Fostered employee engagement and community
relations

e Cultivated a sense of volunteerism among employees,
encouraging them to be responsible for the Company’s
operations and customers

«  Strengthen unity, collaboration and mutualassistance
among employees, creating a more compassionate
and empathetic culture for the Company and society.

«  Raised awareness and understanding of self-sacrificing
and giving back to society for sustainable development
of the country

« Set an example for volunteering culture to expand

to new areas

Environmental Dimension

e Organized various activities for environmental
conservation, such as creating EM Ball to cleanse
polluted water and cleaning activities in temples and
communities, contributing to the improvement of

the areas

Economic Dimension

«  Contributed to social benefits, expanding the target
market

e Improved the Company’s image and created new

marketing opportunities
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MTI Zero Waste Project

The Company has environmental and energy conservation
policies in place. An Internal Energy Audit Committee has
been appointed, as well as an environmental working group
in accordance with the environmental, social, and governance
(ESG) policy, to drive the Company’s environmental
efforts, promote environmental awareness among employees,
encourage responsible resources consumption and set
targets to evidently reduce supplies consumption. The goal
for these initiatives is to raise awareness of integrated waste
management among employees in order to reduce waste
volume, time and disposal costs involved in accordance

with the ESG principles.

Results

Social Dimension

» Fostered employee participation in environmental
conservation efforts with the Company

» Raised awareness regarding responsible resources

consumption

Environmental Dimension

e Reduced resource consumption, such as energy
(electricity and air conditioner), water, paper and supplies

e Implemented renewable resource economy with the

3Rs (Reduce, Reuse, Recycle) principle

Economic Dimension

e Launched insurance products that promote and
support environmental initiatives

e Prioritized business partners who place importance
in sustainable environmental practices in the procurement

of goods and services for the company.
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Partner Management

The company has devised a strategic approach for nurturing
its partnerships, aiming for mutual growth while ensuring
the delivery of quality products and services, adhering to the
principles of good governance. This strategy emphasizes
efficient resource utilization and environmental responsibility.
Moreover, the Company prioritizes collaborations with domestic
partners and those situated in project areas, thereby fostering

community and societal benefits.
Standards and Partner Evaluation Criteria

e Product quality: Inspecting product quality to ensure
compliance with specified standards.

e Product delivery and implementation: Adhering to
scheduled timelines and locations as planned.

»  Satisfaction: Promptness in operations and effective
responsiveness to problem-solving.

. Consideration for conducting business with

ﬁq'ﬁﬁaiwﬁ’u environmental, social, and ethical responsibility to
foster sustainable business practices.
$IUDURAD wWaunasus:iou
Vun:iUsu
(AVL) nsm A INsn B Insn C Insa D InsA F
80-100 AzllUU 70-79 AzllUU 60-69 AzllUU 50-59 AzllUU 50 A=zllUU
U 35 918 32 3 0 0 0

Number of Evaluation Results
Registered
Partners (AVL) Grade A Grade B Grade C Grade D Grade F
80-100 points 70-79 points 60-69 points 50-59 points  Below 50 points
35 partners 32 3 0 0 0
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(Critical non-Tier 1)

Critical Supplier

The Company initiates its supply chain management
operations by assessing the significance of its partners,
focusing on those with trading volumes of 1 million baht

or more (Critical Tier 1).

Subsequently, a comprehensive analysis is conducted on
the subsequent tier of the supply chain or the partners
of the Company’s partners, employing the same criteria
while considering their impact on the Company’s business
operations. The aim is to identify critical non-tier 1 partners.
The findings are summarized as follows:

Type of Partners Number Number Percentage
(Partners)
All Partners 35 100
Critical Supplier 6 17.15
Critical non-Tier 1 7 20

TR T S AT SEARESTERTE P REIE: HRCIRRY SR ERTr A )
229660 %ﬂ@lﬁﬁ’mﬁ?ﬁ@ (Critical Tier 1) Tauflegavas
@:ﬁwﬁﬁmwﬁwﬁ@ (Critical non-Tier 1) lagruiansss
AUTHIIUHIFNS adumuaztazifinansiiemiodin
@’nugﬁﬁumaﬂ@:é’wﬁﬁumlﬁm:dﬂWaﬂsmmiami@ﬁLﬁu
AannspoemednuenHisiuasLEEMY anHansELinew
Humuazdszniunnnides “‘lsiwn@:ﬁﬂﬁﬁﬂ’nmémga”

Following this, the company has assessed the ESG risks of
its partners, including Critical Tier 1 and Critical non-tier 1
partners, through practical training activities. The objective
was to identify and evaluate ESG risks that could impact
the Company’s sustainable business operations. Based on
the search and risk assessment results, “no partners with
high risk were found.”

wanasaANtudu ) Result
Key Performance Indicator
nwuwu (KPI) 1nu1e . Target
U 2565 U 2566 (KP1) 2022 2023
@:ﬁwﬁs‘imiﬂsmﬁu ESG Risk 0% 50% 50% Partners assessed for ESG Risk 0% 50% 50%
1) 2567 in 2024
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Guidelines for determining payment terms to partners

Currently, the Company has not established a policy
regarding payment terms to partners. However, the
Company has specified a payment period in the PO
document according to the standard of 30 days after delivery
of products or services. This depends on the negotiations
between the Company and the partners, which may be
subject to adjustments depending on appropriateness.

From a total of 35 partners in 2023

Number
Payment term Percentage
(Partners)
Cash 7 20
30-day credit 28 80
Total 35 100
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Policy and Guideline on Governance and
Economic Dimension

The Company emphasizes the importance of the good
governance with efficiency that can be audited to protect the
interests of all stakeholders in order to instill confidence in
them, build a good reputation, reduce risks, and comply with
the law. This supports the Company conduct the business with
transparency, efficiency, and responsibility, enabling it to conduct

business to contribute to society.

The Company emphasizes
the importance of the
good governance
with efficiency
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Goal of governance and economic management and result for 2023

ESG Subject Goals for 2023-2025 Results of 2023
C_) Information Assessment of internal control system 100%
E security and adequacy is 100%
©) personal information
% No complaint regarding personal information None
O processing
LLd
@) Corporate The assessment result of Corporate The assessment result of Corporate
% Governance and Governance Report for Thai Listed Governance Report for Thai Listed
D Anti-Corruption Companies (CGR) is very good. Companies (CGR) is excellent
O
(- Member of the Private Sector Collective Certified as a member of the Private
g Action Coalition against Corruption (CAC) Sector Collective Action Coalition
CT) against Corruption (CAC)
>
8 Number of zero case of the Code of No violation of the code of conduct

Conduct violation
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Transparent Competition

Establishing Good Sales Standards

To ensure that the insurance agent and insurance broker are
qualified, they must complete the courses as determined by

the Company

Muang Thai Insurance Public Company Limited cares for
and promotes the improvement of its agent and broker who
are business partners with the Company. The Company has
established a training section for the purpose of training the
agents / brokers to obtain and renew the licenses as mandated
by the principles and conditions set by the OIC.

We have also sought approval from the registrar to establish
a training center for non-life insurance courses. This institute
will provide training and licensure exams for our agents and
brokers, in accordance with the OIC’s prescribed curriculum
and conditions. Our training program consists of 8 courses.

The OIC has approved the training section and the Company
can now conduct 10 online training courses via Zoom and
Microsoft Teams. The Company has developed a new e-Learning
program called “Learn Anywhere” for non-life insurance
agents and brokers who are partners of the Company to learn
insurance on their own. The initial course is designed for
those who wish to become licensed agents or brokers, followed
by courses on insurance products. Prospective users must
first apply for membership before accessing the system at

http://learnanywhere.muangthaiinsurance.com.

The program has received positive feedback from agents and
brokers who have used “Learn Anywhere” program to prepare
for licensure exams, with over 13,770 people currently enrolled.
The Company has made improvements to the program to make

it more modern and comprehensive.
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Protection of Personal Information

The Company places great importance on safeguarding
personal information and complies with the Personal information
Protection Act 2019 (PDPA) and the Cyber security Act 2019,
as well as other relevant regulations related to data collection,
recording, usage, storage, and disposal, with the objective to
support business operations to comply with the PDPA, which

has been enforced on June 1, 2022.

In 2023, the Company appointed a Data Protection Officer
(DPO) to oversee various privacy matters. The Company has
enhanced its information technology and data privacy practices
by implementing additional data governance measures. Annual
reviews of IT practices and policies are conducted to ensure
that all employees have the knowledge, skills, and appropriate
tools to protect customer information. Communication through
e-Mail emphasizes the role of employees in preventing and
reporting abnormalities to the Company, fostering employee
participation in data security. Furthermore, the Company
has installed tools and technologies to detect abnormal
behaviors. Communication measures have been established
to raise awareness of data security, data maintenance, and
anti-fraud measures, encouraging everyone’s involvement
through various internal communication channels. Additionally,
information about the Company’s Privacy Policy and Privacy
Notice can be found at https://www.muangthaiinsurance.com/th/

pagecontent/PDPA
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Anti-corruption

The Company is committed to continuously implementing
anti-corruption and corporate governance policies. The guidelines
and practices have been established for various operations in
the anti-corruption policy. This has led the Company to pass
the evaluation for the third-time certification (second renewal)
from the Thai Private Sector Collective Action against Corruption
(CAC). This certification is valid for three years (2021 - 2024).
Our dedication is to being part of the solution to corruption
issues in Thai society, mandating that all executives and
employees comply with laws, business ethics, regulations related
to corruption prevention and combating corruption, and perform
their duties with transparency. Any act of corruption or the
giving or receiving of bribes, qgifts, property, or other benefits to
related parties is strictly prohibited. This includes the prohibition
of making payments for business benefits and any operations
that may pose a risk of corruption. Therefore, the executives
and all employees must exercise with caution. Additionally, the
Company has established processes for assessing and managing
corruption risks, as well as developing control and oversight
measures to prevent and monitor risks at acceptable levels. The
guidelines have been provided for tracking the anti-corruption

policy and practice compliance.
No Gift Policy

Beginning in 2019, the no gift policy was first introduced as
part of the Company’s anti-corruption measures. This policy
prohibits the acceptance of gifts during the festive season
or on any other occasion, and has been announced to
employees, partners, and external stakeholders. The Company
is committed to promoting good governance principles, and
the no gift policy is one way to reinforce this commitment.
In 2023 the Company has campaigned and disseminated
knowledge about the no gift policy through both internal
and external media. The aim of this effort is to shift the
culture from one of gift-giving to one of offering blessings.
Both executives and employees have embraced the
policy, working together to ensure the Company’s operations
comply with good corporate governance policy. This has
helped strengthen the corporate culture of transparency,

which is an essential part of the Company’s values.

Muang Thai Insurance Public Company Limited
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Anti-corruption trainings

The Company has continuously conducted training
course to educate employees on anti-corruption through
e-Learning platform, ensuring that all executives
and employees possess the necessary knowledge,
understanding, and commitment to foster a culture of
anti-corruption.  Additionally, this initiative aims to raise
awareness and empower individuals to prevent, detect,
and respond to corruption issues, both within and outside
the organization, in accordance with this policy.
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Systematic handling of complaints

Complaint Handling

The Company’s complaint handling process is in line with the
customer care policy. By supporting those who may not feel
comfortable using the Company’s services or products, the
customers can report any problems or complaints through
multiple channels of the Company including telephone, email,
website, and Facebook. The Company has also implemented
a QR Code channel for complaint submission, and has
a specialized unit responsible for managing complaints from
start to finish. This includes searching, receiving, investigating,
coordinating, and prioritizing the matters that require attention,
taking urgent action as necessary according to the principles
outlined in the insurance conditions. Additionally, the Company
has established channels and systems for follow-up, such as the
claims tracking system, to ensure that complaints are handled
quickly, accurately, and in line with the complainant’s objectives,
as well as with relevant principles and conditions. In addition
to managing the matter, the Company aims to communicate
the accurate information to the complainants and ensures that

all parties involved have a clear understanding.

In 2023, there were 2,477 critical complaint cases, which are
752 cases lower than 2022.

VoSouiSoul 2566 (Complaints in 2023)

91udu (Number)

1. @:nitﬁt‘%‘ﬂn%mﬂ'wmﬂiﬂwﬁmnmﬂ%mLtazmit‘%ﬂn%mau"lﬂu

(Loss of use claims by a third party and compensation)
2. NIUINIIVININGIH (Employee service)

3. 5% 9 (Others)

1,511 L%E]\‘i (cases)

177 399 (cases)

789 1389 (cases)

sndadagisaunsnua (Total Complaints)

2,477 \389 (cases)
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The Company is committed to provide the customers with

convenient and efficient ways to file complaints, along with

clear and effective communication channels with external

agencies to raise awareness and reduce the numbers of

complaints as follows:

1)

10)

11)

Customers can scan a QR code to easily submit
a complaint.  Our system will automatically receive
the complaint and contact the customer to provide
updates based on the service level agreement
(SLA) set by the Company.

Complaints or difficulties regarding the Company’s
services which are appeared or reported via various
social media channels, such as Pantip, will be tracked.
This helps to ensure that complaints are handled
in accordance with the Company’s procedures.

A channel has been established to coordinate
and provide information to the Office of Insurance
Commission.

The Company has established channels for coordination
with external agencies such as business partners
The Company has implemented channels and systems
to ensure systematic and consistent follow-up of
complaints received from various agencies.

The Company has developed a complaint handling
process that is tailored to each type of complaint,
such as those received through the OIC.

Adherence to OIC announcements to align with
customer care practices and minimize potential
impacts on customers.

Dedicated complaint handling process related to
personal data breach

Dissemination of information on complaints and
relevant regulations within the insurance business
to internal units and business partners to ensure proper
customer care and compliance with set timelines.
Regular meetings are held to address issues and
complaints and find preventative solutions within
the company and with business partners.
Complaints are reported to the management to
efficiently strategize and enhance customer and

business partner care.
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The Company ensures that there is a process for
handling complaints from stakeholders, both internally
and externally.  Whistleblowing channels for fraud and
corruption are established through various means,
including disclosure on the Company’s website and in
its annual report.  Additionally, the Company is open
for suggestions for anti-corruption measures from
the business partners and stakeholders, ensuring
transparency. Complaints are systematically managed
to protect the rights of complainants and informants
acting in good faith. Disclosure of information to
unauthorized individuals is strictly prohibited, except as
required by law, court order, or relevant regulatory
authorities.

Internal and external stakeholders can report any
wrongdoings or lodge a complaint to the Company via the

following channels:

e Postal mail: Internal Audit Department
Muang Thai Insurance
Public Company Limited
252 Rachadaphisek Road,
Huaykwang, Bangkok 10310

» Telephone: Complaint Management Section
Tel. 0 2290 3299, 0 2665 4000,
0 2290 3333

o e-Mail: info@muangthaiinsurance.com

e Online: https://www.mticonnect.com

(Contact us >> Complaint/Suggestion)

For further details on Anti-Corruption Policy, please visit:
https://www.muangthaiinsurance.com/th/ir/lgovernance
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GRI Content Index
N1sSusadvoyanuIiNiuz GRI

Sustainability Relation

Report to SDGs Remark

GRI Standards Disclosure

General Disclosures

GRI 2: 2-6  Activities, value chain and other 12-20
General Disclosures 2021 business relationships
2-7  Employees 42-55
2-14 Role of the highest governance body 2-5
in sustainability reporting
2-22 Statement on sustainable 8-13 , 24-25
development strategy
2-23 Policy commitments 8-13
2-24 Embedding policy commitments 8-13
GRI 204: 204-1 Proportion of spending on local 36, 67 12,13, 16
Procurement Practices supplier

Material topics

GRI 3: 3-1  Process to determine material topics 21-22
Material topics 3-2  List of material topics 23

Anti-Corruption

GRI 205: 205-1 Operations assessed for risks related 54, 76-77
Anti-corruption 2016 to corruption
205-2 Communication and training about 76-77 16

anti-corruption policies and procedures

205-3 Confirmed incidents of corruption 72 16
and actions taken

Risk Management

GRI 3: 3-3 Management of material topics 36 12,13
Material Topics 2021




O\ ﬁ? /) usen |ﬁaanuUs:ﬁuﬁu 911A (UKBU) Muang Thai Insurance Public Company Limited /"~ @ /)
?é s189UAWGIEU U 2566 Sustainability Report 2023 \\O \> o j

Q)

Sustainability Relation Sustainability Relation

GRI Standards Disclosure Remark GRI Standards Disclosure Remark
Report to SDGs Report to SDGs
Energy, water, greenhouse gas emission, waste Customer Data Privacy Protection
GRI 301: 301-1 Materials used by weight or volume 36 12,13 GRI 418: 418-1 Substantiated complaints concerning 75 8,16
i i b h f t i d
Materials 301-2 Recycled input materials used 35-36 12,13 Customer Privacy 2016 reaches of customer privacy an
losses of customer data
301-3 Reclaimed products and their 35-36 12,13
packaging materials Employee Labor Practices, Inclusion, Diversity, and Equality
GRI 302: 302-1 Energy consumption within 30-32 7 GRI 401: 401-1 New employee hires and employee 43, 49 3,5
Energy 2016 the organization Employment 2016 turnover
302-2 Energy consumption outside 33 7 401-2 Benefits provided to full-time 44-47 3,5,10
the organization employees that are not provided
302-3 Energy intensity 32 7 to temporary or part-time employees
302-4 Reduction of energy consumption 32-33 7,8,12,13 GRI 404: 404-1 Average hours of training per year 54 4
- . |
GRI 302: 303-5 Water consumption 34 6 Training and Education per employee
Water and Effluents 2018 404-2 Programs for upgrading employee 52-55 4
305-1 Direct (S 1) GHG . 30 13 skills and transition assistance
(EER! 395, ot - irect (Scope 1) emissions orograms
missions - indi
305-2 Energy |r7d|r.ect (Scope 2) 0 13 GRI 405: 405-1 Diversity of governance bodies 43 5,10
GHG emissions . i
Diversity and Equal and employees
305-3 Other indirect (Scope 3) 30 13 Opportunity 2016 405-2 Ratio of basic salary and remuneration 43

GHG emissions

of women to men

S (Ele) e Misneiy 30 13 GRI 406: 406-1 Incidents of discrimination 40 10

305-5 Reduction of GHG emissions 31-36 13 Non-discrimination and corrective actions taken
GRI 306: 306-1 Waste generation and significant 35 12 GRI 412: 412-1 Operations that have been subject 40-41 10
Waste 2020 waste-related impacts Human Right Assessment to human rights reviews or impact

306-2 Management of significant waste 35 12 assessments

related impacts
306-3 Waste generated 35 12 I EE A
306-5 Waste directed to disposal 35 12 GRI 403: 403-1 Occupational health and safety 50-51 3
| Swpplies and Safely 2018 S
and Safety 2018 403-3 Occupational health services 50-51 3

GRI 308: 308-1:New suppliers that were screened 67 12 403-4 Worker participation, consultation, 50-51 3
Supplier environmental using environmental criteria and communication on occupational
assessment (2016) health and safety
GRI 414: 414-1 New suppliers that were screened 67 8,16, 17 403-6 Promotion of worker health 50-51 3
Supplier-social-assessment using social criteria 403-9 Work-related injuries 50-51 3
(2016) 414-2 Negative social impacts in the supply 78 8,17

chain and actions taken

Local Communities

GRI 305: 413-1 Operations with local community 62-66 9, 11,17

Emissions 2016 engagement, impact assessments,
and development programs
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