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Environmental, Social and
Governance (ESG)

Muang Thai Insurance Public Company Limited is committed to
growing the business in a manner that aligns with sustainable
development principles and good corporate governance.
We recognize our responsibility towards the society and the
environment, and strive to create value and benefits for all
stakeholders in the business value chain. As part of our commitment
to the Sustainable Development Goals (SDGs), we have
developed a comprehensive social responsibility policy that aims
to create a smiling and happy society through various Corporate
Social Responsibility (CSR) activities and related operations.
We believe in corporate social responsibility for sustainability,
which involves continuously improving and adapting our activities
to meet the evolving needs of Thai society. Our goal is to
grow our company sustainably, based on ESG principles that
encompass environmental, social, and governance dimensions.
We aim to engage all sectors and stakeholders, including
customers, partners, agents, business partners, employees, and
the general public, in our efforts towards sustainable growth.

Good governance Business ethics
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Policy and goal of sustainability management

The Company’s sustainable business policy encompasses
all stakeholders and is rooted in principles of good corporate
governance, business ethics, and compliance with various laws
and regulations. The Company seeks to foster awareness and
understanding of stakeholder needs and expectations, and strives
for balance in economic, social, and environmental aspects.
In 2022, the Company therefore has made sustainability a top
priority, with a focus on environmental, social, and governance
issues. The Company has established an Environmental, Social,
and Governance Committee (ESG Committee) to manage
sustainability across all dimensions, and encourages employee
participation in the implementation of Board-approved policies.
This was announced on August 2, 2022.

Muang Thai Insurance Public Company Limited is dedicated to
support the Sustainable Development Goals (SDGs), by the

Employee
development

Employee
engagement

Employee care
and welfare
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to society
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United Nation (UN). We have been conducting our business in
line with 13 of 17 SDGs as follows:

QUALITY GENDER
EDUCATION EQUALITY

M| &

INDUSTRY, INNOVATION 1 0 REDUGED
ANDINFRASTRUCTURE INEQUALITIES
V' N

& (=)

15 LIFE 16 PEACE, JUSTICE
ONLAND ANDSTRONG
INSTITUTIONS

|

CLEAN WATER
AND SANITATION

)

‘SUSTAINABLE CITIES
AND COMMUNITIES

ale

PARTNERSHIPS

17 FORTHE GOALS

&

DECENT WORK AND
ECONOMIC GROWTH

o

RESPONSIBLE 1 CLIMATE
CONSUMPTION ACTION
AND PRODUCTION



Whwsnensuswsianseumnnieiuuesoedns sg:ﬂzj’u@i’"n,ﬁu
QREGERHGRHIRIG %ﬁﬁmmswﬁﬁa Hoon AswanFonuaz
5938nA1a fhanisRansaniaiansuasuutasienieluuas
Menanu3En elduSTmannsasuiafuniswasuutlasly
nnanunsalaslsznalnauazvestanldadelnifuiu uaz
mmmmauné’miamwmom’ifwaﬂ%ﬁdaulﬁtﬁanﬂmﬁu ez
dlatudt 21 WOPANIEU 2565 viEnlEdnsudedenmziinen
ESG Wuamzdas 3 amg Wialinismuiiueuilanuass i
1sznaudie

o AUZYINIUAUFILINEEN WNrRIENITARRIULNEFSN
mm§ ANMNATZATN WRZAANANIZNUADTILINRDN

o AAZYINIIUAUTIAN m’jwuwmi@“wLﬁummﬁams@ummz
W neluasdnsg LLazs"g34aﬁfuaymﬁaﬂimmmimmﬂmﬁ
Mgl ULazN18UaNIANTDLNITOUA U

o AnvNOUMUIITIIALARAzIATEgNa Whrsnanseinen
WM LAZQLANITUINITIANTITNG AaanaunITatiuaun
FIUNTRINULALLATHIN AN AN 9EY

F9n331NT HUInIg LLaz‘wffﬂﬂmnﬂﬂuﬁwﬁwﬁaﬁuawmm:
UjiReuldsenadasiunisainauainulouiawazitinnang
A13U3M135ANsAINETIE L v3ENasAmuai s Las
FrTelHansnUssfinlsEAnE N e snnsFEineu WieLin

%’aaﬂalumﬁ@mmm:ﬁmmmami@i’nﬁumimu@iﬂﬂ 95

WHUILAIUFILINRON FIAN LazsTIRADE Ynglu wadls ESG
= v 4 & A A N = -
Taazuansdoyaionualu “Teuandedu U 2565” uwiulad

PNIUTEN https:/sustainability. muangthalinsurance.com/

wunvu

wunuu
agwsounU

uanlssauwsuu
gusuna:
duaulne

puagAdijou
ASOUASD

USUN IdovinaUssiuria 91ia (UAIBL) OO 8
SWOWANUELEU Us:o10 2565

ANISAUAOVBUTUDAIASUIND

nasyanNIswans:nusotidoulmdelurouldnrufveu

8snv

navldAruATvoussiY

Waslnadsziude lugweussndsziuiviais ldanud iy
AUNNTQUANTINGIY LRZI NN AN NN BINTNUIHE1 115D
afineulddnesauain iauﬁv’w@ﬂﬁaﬁﬂaLuﬁwﬁﬂmﬂumﬁm
felasins CSR “arannaninaiflaslnadsziude” aaugluiy
NMIQUAGFvIaRIUNY Tngannzatheis nslvdayaniniau
miﬂi:ﬁ’uﬁﬂﬁgﬂéﬁm ganaadasiuanIunIotiudaqtiu WAl
wiinowuazgdn danysdeiauasniaslinisguagnddisyinig
A éﬁ’gzJwﬁ@lﬁm'fﬁﬁmmm@a*uauawiamwéﬁaamimaaaﬂﬁw
lfagheasauaguaTLNNAIY figasnenisamsineinainsans
gansadnfsladne 819 nsvgsuszuUsaulat aaonaud
Hoenemstrsiiuiazaandonisliuinng

YFEN ﬁm'ﬁ@ﬁLﬁuqiﬁaLLa:m'ﬁmiﬂ"i'J’uaﬂ'wLﬁuﬁﬁm FAREEREY
URERI IR IRIGRELY FelunenilefinSouaianiusingsan
sLums@hﬁuq*aﬁa LﬁaLLaﬂLﬂﬁlwﬁaqﬂaLLazﬁi:aﬂJm'miimdNﬁ’u
Lﬁaﬁwmamammwﬁi“ﬁuﬁﬂ TuanziAganui linnEd gy
ﬂumﬁaiwmvl,ﬂmmamm Lwamammmmwmﬂmawmau
iaummawu ARDAABNIITITEUABLALEI T p8nenseaan
LLawsva@mﬂmimmunammmwm%gﬂmLﬁumlmm
”Lumﬁ@ﬁaﬂiwLﬁaymmuua:é’awim FINTIULNAD FILEIN
wazatiuauuuiuaosmlszleed e1f IR in

G0 1Husnns Ivvu
anAnogunle ¥ acenay
noWBodng 1usssu
wannrur
nnsule

da:Aon

wamaulinu
nANnghoAu



The goals of sustainable management are to commit to all
aspects of economic, social, environmental and governance
dimensions by considering internal and external change
factors. So that we can be resilient to changes in all situations
of Thailand and the world and can respond to the expectations
of all groups of stakeholders. On November 21, 2023, the ESG
Working Teams have been appointed as 3 teams to facilitate
the operation, consisting of:

» Environmental working team which aims to raise awareness

and reduce the impact on the environment.

» Social working team which aims to supervise and develop
the organization and supports CSR activities both internal

and external activities.

« Governance and economic working team which focuses
on good governance and support sustainable investment

and economy.

The responsibility of supporting and adhering to the sustainability
management policy and goals falls upon all directors, executives,
and employees. The Company will establish specific targets
and metrics to assess operational performance and use the
resulting information to monitor and enhance said performance.
The Company’s environmental, social, and governance policy
is available on the “Sustainability Report 2022” section on the

website: https://sustainability.muangthaiinsurance.com/.
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Sustainability mangement regarding governance

dimension

Impact management regarding the stakeholders due

to business value chain

Business value chain

As a non-life insurance company, Muang Thai Insurance prioritizes
the well-being and professional development of our employees,
fostering a culture of kindness throughout the organization
through its CSR program “MTI New Volunteer. “We also support
the business partners or intermediaries, especially to provide
accurate and up-to-date insurance information to ensure that
the employees and business partners are equipped to provide
outstanding service to the customers. We offers the products
that are designed to meet the diverse needs of the customers
and can be easily accessed through various channels, including
online sales channel with convenient payment options.

The Company upholds the principles of fairness and transparency.
We maintain open communication with the competitors through
constructive discussions and shared experiences, the Company
views competitors as joint partners in the industry, with a collective
goal of driving progress and innovation in the insurance
industry. The Company also prioritizes generating profits for all
stakeholders, including shareholders, while ensuring timely
payments to creditors. To further contribute to society, the
Company allocates a portion of the operating income towards
organizing activities that benefit the Thai community and

Tailor-made
products and
fair competition

Customer Competitor

Serve
customers with
kindness and honesty

Shareholder

generate
good returns
for shareholders.
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society, such as improving the quality of life for disadvantaged
individuals, supporting children and youth, promoting sports,

and aiding victims in times of need.

Analysis of stakeholders in the business value chain

The Company analyzes and identifies significant stakeholders
who are affected both positively and negatively by the Company’s
operations, and establishes channels to listen to their needs,
opinions, expectations, suggestions, both formally and informally,

to prioritize issues that matter to stakeholders and develop

Communication channels/
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appropriate actions to reduce negative impacts from business
operations and promote sustainable business development.
The Company considers the importance level of stakeholders
and material topics through data analysis from the internal
departments that contact those stakeholders, including
1) employees, 2) business partners, 3) customers, 4) competitors,
5) shareholders/investors, 6) creditors, 7) communities/society,
and 8) government agencies and/or regulators. The communication
channels/methods of communication, stakeholder interests and

expectations and responding to stakeholder expectations are

detailed as follows:

Stakeholder interests and

Responding to stakeholder

Stakeholders
methods of communication expectations expectations
1. Employees 1) Orientation for employees at all 1) Fair compensation and welfare 1) Establishing policies and procedures
levels 2) Developing potential employees of HR and labor law
2) Management of communication in line with the Company’s 2) Establishing human rights policy
to create understanding in strategy for job advancement. and guidelines for diversity
business operations and promote 3) Development of knowledge, management
engagement in the organization abilities and skills in work 3) Organizing training courses that are
through various communication and life in line with the needs of employees
channels, both online and offline, 4) Opportunity for employees at various levels.
to reach all groups of employees to set aside time to balance 4) Answer/clarify the employee’s
thoroughly, such as Office365, work and personal life. inquiry, follow the prescribed
Line OA, Facebook. 5) Retaining potential employees guidelines when receiving
3) Health promotion and welfare 6) Equal treatment complaints from employees.
activities for employees 5) Improve welfare and organize
4) CEO Talk activities to build relationships
5) Joint activities between and bond with the Company.
management and employees 6) Survey employee satisfaction
6) Meetings within the department and engagement with the
organization and evaluate
employee performance annually.
7) Maintain and improve the working
environment regularly.
2. Business 1) Channel to talk, communicate 1) Procurement process that is clear, 1) Transparent and auditable
Partners information and listen to comments, fair, transparent and verifiable. procurement system
suggestions, complaints via phone,  2) Complying with established 2) Clear and fair terms of
email, meetings, website and so on. agreements and trade transparently, employment, contracts and
2) Attend monthly/quarterly visits or without discrimination. terms
joint meetings with business 3) Products that meet with customer 3) Code of Conduct, equitable
partners to improve performance, groups and compete in the market. treatment of business partners,
improve product or service quality. Getting fast and convenient service and anti-corruption
3) Key partner relationship building 4) Able to find solutions to problems 4) Various product designs
activities for business partners/allies. 5) Increase channels to exchange

information and knowledge to
improve product or service
quality, as well as establish
business cooperation to
coordinate and solve problems
quickly.
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Responding to stakeholder

expectations

3. Customers 1) Providing customer relationship 1) Responsible and fair customer 1) Establishing basic principles and
care to facilitate customer needs, service standards of responsible and fair
such as customer relationship 2) The price of a wide range of customer service.
activities, etc. products and services, quality, 2) Offer products and services that

2) Production of public relations meet the needs of customers meet customer needs and lifestyles.
materials to provide information fairly and appropriately. 3) Creating a channel to communicate
about products and services 3) Ease of receiving after-sales with a variety of customers to
accurately, completely, clearly service and prompt and attentive quickly meet customer needs,
and transparently. response to problems including egular surveys of

3) Provide communication channels for or complaints. customer opinions and satisfaction.
customers to express their opinions, 4) The delivery of quality products 4) Cyber risk management
suggestions and complaints via and services is subject to 5) Training of employees’ skills,
phone, website, Line mobile the contract terms. knowledge, expertise, instilling
application, employees contact 5) Presentation of product information, organizational values and business
center. recommendations or consultations ethics in their operations to

4) Regular customer satisfaction with knowledge, expertise and enhance management efficiency.
surveys responsibility.

5) Meeting or visiting customers

4. Competitors 1) Meetings, discussions, exchanges 1) Conduct business and compete 1) The Company adheres to the
of ideas and cooperation according with transparency, fairness, and in business competition framework
to various agendas, such as at the accordance with the framework of in accordance with the rules and
meeting of the Thai General good competition and honesty. ethics of fair competition.
Insurance Association. 2) Do not seek the confidential

information of competitors by
dishonest means, do not damage
the reputation of competitors, which
complies with the requirements of
the law.

5. Shareholders/ 1) AGM and/or Extraordinary General 1) Stable and sustainable return 1) Right to propose agenda The right

investors Meeting of Shareholders on investment and growth of to receive a profit share as well as

2) Dissemination of news and operating results the right to receive information,
information via the Stock Exchange 2) The operation is transparent news, performance
of Thailand’s news system and and fair 2) Continuously review business
the Company’s website 3) Regular dividend payment strategies and goals to ensure

3) Meet and provide information to 4) Risk management for growth optimal growth and returns
shareholders, institutional investors, and business continuity with 3) Conduct business with transparency
analysts, media and the general prudence in accordance with good corporate
public, both individually and 5) Ethical operation and consideration governance principles
internationally. and abroad of environmental, social and 4) Disseminate important information

4) Provision of channels for nquiries, governance issues in a transparent, adequate and
comments and complaints through 6) Equitable care for shareholders’ timely manner according to the

5)

the Company’s website and the
Investor Relations Department
Questionnaire response

rights

criteria of the supervisory authority
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Responding to stakeholder

Stakeholders
methods of communication expectations expectations
6. Creditors 1) Organizing activities to strengthen 1) Payment of interest and 1) Strictly abide by the terms and
relationships and provide knowledge repayments as scheduled, conditions stipulated in the
in various forms every year complete, on time and in contracts
2) Provision of channels to listen to compliance with commitments 2) Implement effective strategy
suggestions or complaints via under legal guidelines and contexts management under good corporate
telephone, website for effective management, building governance in the management of
confidence and maximum returns accurate financial information
2) Continuous communication and
disclosure of financial information
for transparency in business
operations and verifiable under
good governance
7. Communities/ 1) Organizing community relations 1) Developing the business to grow 1) Community relations and social and
society activities, meeting and conducting with the community, economy and public benefits activities such as
activities with the community environment. MTI New Volunteer, Promotion and
through volunteer activities of 2) Responsible business conduct Improvement of the Quality of Life
employees and CSR activities of 3) Management to control, prevent of Persons with Disabilities Project,
the Company and solve the impact on society and MTI Zero Waste, Helping Victims
2) Promoting and supporting socially the environment that may arise from with Madame Pang Foundation: and
beneficial activities for various business operations Sport Support
charitable agencies 4) Supporting activities for community, 2) Supervision of strict compliance
or foundations or communities. society and environment with relevant laws and regulations
3) Communication channels, 3) Risk management and Code
information and comments, of Conduct
complaints through the website, 4) Safety, occupational health and
Facebook, telephone, email, environment management in
post mail. business operations
8. Government 1) Reporting business performance in 1) Conducting business in accordance 1) Mandating executives and
agencies and/or compliance with regulations to with the prescribed laws. employees to regularly evaluate
regulators regulatory agencies thoroughly. 2) Managing the business their job performance, covering
2) Participating in activities and transparently and fairly towards compliance with standards set by
projects of government agencies. customers, communities, society, regulatory agencies such as OIC,
3) Joining as a committee or working economy, and the environment SEC, DSI, BOT, or NESDB, with
group to promote insurance as a whole, in order to sustainably strictness.
business. and steadily grow the company. 2) Requiring regular training on
4) Monitoring laws, regulations, rules, insurance business standards and
and announcements of regulatory related knowledge for executives
agencies. and employees.
5) Providing communication channels 3) Selecting company representatives

between the company and
government agencies, such as
websites, telephone, email, letter,
social media, and other electronic
systems as specified by regulatory
agencies.

to participate as committee
members or working groups of the
Insurance Association to promote
the insurance business.
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Summary of the Company’s Key Issues in 2022

In 2022, the key issues for sustainable development, both to
the Company and to stakeholders in the value chain of the
important business, consist of the 3 dimensions of operations,
which are integrated in both environmental and internal
operations, employee care within the Company, while promoting
the society, quality around the Company, and operating
with transparency with good governance according to the
Company’s environmental, social and governance practices
according to the criteria of the relevant regulatory agencies,
as well as the guidelines of international organizations such as
the Sustainable Development Goals (SDGs).

Determining Material Topics on Sustainability

Muang Thai Insurance Public Company Limited is committed
to managing sustainable development both within and outside
the organization. To achieve this, the Company follows the
framework set forth by the Global Reporting Initiative (GRI).
This involves gathering and prioritizing business operations and
stakeholder issues, taking into account sustainability contexts and
changing external trends. The Company also considers issues
that are important to both the business and society, and
aligns its business strategy accordingly. Additionally, the Company
identifies current and future organizational risk factors that may
impact the business and engages with all stakeholder groups
to analyze and prioritize their views and opinions. Through this
process, the Company sets guidelines for responding to the

needs of stakeholders in a comprehensive and effective manner.

In 2022, the key issues for sustainable development,

both to the Company and to stakeholders in the value

which are integrated in both environmental and internal
operations, employee care within the Company

consist of the 3 dimensions of operations,
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Identification

The Company identifies key sustainability issues that impact
both the company and stakeholders across the entire
business value chain, encompassing economic, social, and
environmental dimensions. Through analysis of internal factors
such as company performance and strategy, as well as
external factors like stakeholder interests and expectations,
business conditions and trends, and sustainability issues in
related domestic and global businesses, a focus is placed on
grouping issues into material topics for effective management

by the Company.

Prioritization

The Company recognizes the significance of sustainability
concerns by evaluating the significance through the lens of
external stakeholders, encompassing the potential economic,
social, and environmental effects, along with the Company’s
assessment of the risk assessment criteria’s impact.

Validation

A working team of senior executive representatives will
consider key sustainability issues that have been prioritized
based on the level of influence on stakeholder assessment
and decision-making, as well as their significance in terms
of economic, social, and environmental impact. The team will
gather stakeholder opinions and hold internal meetings to
review information related to sustainability operations, both
internally and externally. The assessment process will inform
the Company’s sustainability report, and information will also
be disclosed in the 56-1 One Report, with details shown in the
“GRI Index Table” of this report.

chain of the important business,
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Sustainability management regarding environmental

dimension

Environmental and energy policy and practice

The Company has developed policies and practices regarding
environmental and energy management. The Company
acknowledges the significance of natural resource utilization
and its environmental implications. The environment working
committee is established to be responsible for evaluating the
Company’s energy management under the environmental,
social, and governancepolicy to oversee the Company’s
environmental efforts, focusing on efficient energy and

environmental management, as outlined below:

Environmental Guidelines
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.

3. Environmental practice monitoring

1) Setting measurable targets for reducing resource
consumption such as energy, water, paper, and
consumables.

2) Setting measurable targets 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.
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The Company has developed policies
and practices regarding environmental
and energy management.

The Company acknowledges

the significance of natural resource
utilization and its environmental
implications. The environment working
committee is established to be
responsible for evaluating

the Company’s energy management
under the environmental

4. Making a positive impact on the environment as an insurance
company
1) Offering insurance products that encourage and support
environmental sustainability.
1) Carefully selecting our business partners and suppliers
based on their commitment to environmental responsibility.

Environmental Management Goals

1. By the end of 2022, we aim to reduce electricity consumption
by 0.08% compared to the previous year.

2. By the end of 2022, we aim to reduce water consumption
by 8.9% compared to the previous year.

3. By 2023, we plan to replace all lighting fixtures in our
building with energy-efficient LED lamps.

4. We will prioritize the use of eco-friendly office equipment,
such as copiers with green labels and recycled paper.

5. By 2023, we aim to reduce greenhouse gas emissions
by 60.87%, based on a formula that calculates the impact
of replacing 500 traditional lamps with LED lamps.

6. By 2023, we aim to reduce carbon emissions by 17,365.83
kgCO2eq.

Environmental performance
1. Water management

The Company has a plan to determine the volume of water

usage for analysis and continuous control planning to reduce
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water usage and increase water use efficiency to the maximum
extent possible. In 2022, the Company has implemented water
management measures by adjusting the water flow rate of
faucets, basins, and toilets, and installing faucet sensors to save
water consumption. As a result, the Company has reduced tap
water consumption by 1,086 cubic meters per month in 2022,
resulting in a reduction of 764.87kgCO2eq in greenhouse gas
emissions.

as calculated using a formula on the greenhouse gas reduction

website.

Comparison of water consumption in 2021 and 2022
1. In 2021, water consumption was 12,182 units (m3/month)

2. In 2022, water consumption is 11,096 units (m3/month)

2. Power Management

The Company emphasizes the importance of efficient energy use
and continuous energy conservation. It has a system for storing
energy usage data for analysis and control planning. Additionally,
the company promotes and encourages environmentally
friendly energy-saving practices, such as using energy-saving
LED light bulbs and using video conference, etc. In 2022, the
Company has replaced the original 36w fluorescent lamp with
500 10w steel core ballasts with 500 18w LED tube lamps for
the signage lamp on the headquarters building. This replacement
is expected to save up to 30,660 kWh/year of electricity and
reduce greenhouse gas emissions up to 17,365.83 kgCO2eq.
as calculated using a formula on the greenhouse gas reduction
website.

Various control and sensor devices have been installed to
manage the electrical system’s operations, including work
scheduling devices and energy-saving devices, which aid in

reducing energy usage.

Furthermore, the installation of LED lamps and on-grid solar
panel on office buildings is planned for 2023. A comparison
of the lights usage in 2021 and 2022 shows that the power
consumption in 2022 decreased slightly to 2,608,378 units
compared to 2,610,477 units in 2021.

Comparison of electricity consumption in 2021 and 2022

1. In 2021, electricity consumption was 2,608,378 units

2. In 2022, electricity consumption is 2,610,477 units
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3. Save paper

To reduce paper consumption, the Company started using
environmentally friendly paper with green labels in October
2022. The products with green labels indicate that they are
environmentally conscious and meet the specified standards.
By choosing products from manufacturers that prioritize
environmentally friendly technologies, we can help reduce
resource consumption, energy usage, pollution, waste emissions,
and greenhouse gas emissions generated during the production
of pulp and paper.

For used paper without confidential information, the Company
encourages employees to recycle it. If the paper has been used
on both sides, the Company installed a separate shredding
cabinet by a provider called Iron Mountain on each floor to
store and protects important documents with confidential
information. The paper is handled and destroyed using a proprietary
method. The shredding process takes place at the commercial
level, where the documents are boiled, blended, and pelletized
to make new paper.

4. Waste Management and/or Pollution Reduction
The company has implemented a waste sorting system with
designated bins for each type of waste, located in the parking
lot and in front of the customer service center. These bins are
for sorting plastic bottles, glass bottles, and aluminum cans,
allowing for effective disposal. The weekly collection report
from September to December 2022 shows the following types
of waste that were sorted into their respective bins.

» 922 plastic bottles

« 135 glass bottles

e 232 aluminum cans

In 2022, the company provided training for 35 employees such
as executives in Motor Insurance Group and bancassurance
channel, direct channel, and agent channel. The training was on
the topic of “policy on next-generation automotive technologies
in Thailand”, which emphasizes the importance of changes in the
environmentally friendly automotive industry (Green Transition)
and the use of efficient energy, such as electric vehicle (EV)
and hydrogen power. In addition, the Company provided training
for 35 executives and employees in Motor Insurance Group on
the basics of electric vehicle technology and safety, which was
organized by the Thailand Automotive Institute in the past year.
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Sustainability management regarding social dimension

Social policy and practice

The Company holds the belief that sustainable growth is only
achievable when stakeholders across the value chain accept,
trust, and have confidence in our business operations. To ensure
compliance with applicable laws and regulations, as well as
international human rights standards like the United Nations
Global Compact and the United Nations Guiding Principles on
Business and Human Rights (UNGP). Additionally, the Company
takes responsibility for the stakeholders, as outlined in its
corporate governance policy and business ethics, through
initiatives such as employee care policies, 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 and forming
CSR team to provide support for the employees both inside

and outside of the organization.

Business ethics on treatment and responsibility to

employees

The Company set the practices which are implemented to

ensure that employees are treated fairly, equally, and provided

with opportunities for growth and development:

1. Establishment of personnel management regulations that
ensure fair treatment of employees in terms of wage

adjustments and evaluation methods.
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2. Determination of appropriate and adequate salary and
remuneration for employees, taking into account the
industry standards. The Company also provides benefits
such as provident funds, health insurance, and accident
insurance beyond what is legally required.

3. Planning and providing training opportunities for employees
throughout the year to encourage continuous career
development and growth. Scholarships are also offered to
employees at all levels.

4. Implementation of guidelines for safety, occupational
health, and environmental standards within the Company.
This includes conducting fire drills and annual checks of
fire extinguishers, regular cleaning and pesticide spraying,
and providing basic medical facilities for the treatment of
febrile illnesses.

5. Establishment of a confidential channel for employees to
voice complaints or raise concerns through whistleblowing.
The Company also has measures in place to protect
employees who raise concerns, ensuring their confidentiality

and safety.

The Company’s social sustainability policies and practices,
which encompass business ethics, human rights policy, and
good corporate governance policy have been approved by the
Board of Directors. These policies are categorized under the
“Corporate Governance” and “Sustainable Development” sections

on the Company’s website at www.muangthaiinsurance.com.

The Company holds the belief that
sustainable growth is only achievable
when stakeholders across the value chain
accept, trust, and have confidence in our
business operations. To ensure
compliance with applicable laws and
regulations, as well as international

human rights standards
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Social activity result

In 2022, the Company carried out various social activities include:

1) Human Resource Management

1. Employee engagement

Throughout the year, the Company arranged a variety of internal
and external activities to foster relationships among employees.
Due to the ongoing COVID-19 situation, additional precautions
have been implemented in 2022. The Company conducted
onsite activities while strictly enforcing COVID-19 prevention
measures. Additionally, activities were conducted through online
channels, including:

» Philanthropic events on various milestones to promote
employee relationships, such as the 90th anniversary of
Muang Thai Insurance Public Company Limited’s
establishment in 2022.

» Volunteer activities such as the MTI New Volunteer
Activity, where new employees can participate in activities
to benefit society.

« Interactive online activities, games, and contests to
encourage engagement and connection between
employees and the organization.

» The Company provided various recreational activities for
employees, such as sponsoring their attendance at the
Royal Bangkok Symphony Orchestra Classic concert
and sending them to the Insurance Association’s bowling
competition to enhance unity and promote their health.

» Moreover, during the launch of new products, campaigns
or services, the Company ensures that employees are
well-informed and gives them access to the products.
Employees’ relatives also have the chance to purchase
insurance products at a discounted price, and payment
options like monthly installments are available for
profitable products like Health Me Plus and SMEs.

The Corporate Social Responsibility Department and the Human
Resource Management Department collaborate to organize the
“MTI New Volunteer Activity “As part of the new volunteer program,

new employees are encouraged to participate in volunteering

Muang Thai Insurance Public Company Limited 02 2
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2. Promoting employee volunteerism

The Corporate Social Responsibility Department and the Human
Resource Management Department collaborate to organize
the “MTI New Volunteer Activity “As part of the new volunteer
program, new employees are encouraged to participate in
volunteering activities that contribute to society. These activities
foster a culture of volunteerism and kindness among employees,
while also promoting strong relationships within the Company.
This creates a sense of affection for the organization and its
culture, resulting in employees being happy to work with the
Company in a familial and positive manner.

3. Listening to comments and suggestions

At the Company, employees are encouraged to share their
feedback, suggestions, and even complaints through various
channels such as the company’s website, Line and Facebook.
Starting in 2022, the Company introduced a new channel called
“Share Box... Share with CEQ”, which allows all employees to
directly share their opinions and suggestions with the CEO. This
fosters the development of the organization in several ways,
including improving internal and external services, streamlining
work processes, and enhancing product development, ultimately

leading to a stronger organization.

4. Employee welfare and care

At the company, executives and employees alike are recognized
as important drivers of organizational success. The Company
takes care to promote, develop, and manage employee welfare
at all levels with appropriate measures. The Company has
policies and practices that fairly cover employment matters
such as hiring and termination, compensation and benefits, and
various employee welfare programs. It also has a policy for
continuous employee development and promotes the well-being
of its employees by ensuring their quality of life and workplace
safety. The company recognizes and provides benefits for its
employees, as follows:

activities that contribute to society
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The following table shows the number of employees classified according to GRI criteria.

Total Employees (As of 31 December 2022) 1,264 persons

Employee statistics by age group

Less than 30 years old
30 - 50 years old
Over 50 years old.

Employee statistics by level

Operation level

Management level

Senior executive level

Statistics of employees by domicile

Bangkok and vicinity
North

Central Region
Northeastern Region
Southern Region

Eastern Region

Number of employees, persons with disabilities and/or elderly

Male Female
206 53 153
903 389 514
155 81 74
Male Female
967 401 566
285 115 170
12 7 5
Male Female
1,110 433 677
22 10 12
21 13 8
34 17 17
53 36 17
24 14 10

Career path: The Company upholds human rights protection
without discrimination in accordance with the Constitution
of Thailand, providing equal opportunities with morality for
employment, appointment, and transfer based on knowledge,
ability, suitability for job characteristics. The Company does
not discriminate against any person based on race, color,
religion, gender, age, disability, or any other irrelevant
status. Additionally, the Company provides fair and
non-discriminatory opportunities for advancement in the
workplace by considering employees’ performance, work
achievements, and potential with clear KPIs and competency
indicators. The Company encourages regular skill and
knowledge development for employees to progress in
their work

Salary and Remuneration: The Company ensures that
the salary and remuneration of executives and employees
is determined and administered equitably and suitably,
based on their knowledge, competence, accountability, and
performance, following the remuneration management policy.
The Company mandates semi-annual performance
evaluations of executives and employees in January-June
and July-December using key performance indicators (KPIs)
as metrics of accomplishment in specific job duties, taking
into account the evaluation of knowledge, skills, conduct, and
contribution to social responsibility initiatives. The assessment
results affect fair remuneration and career advancement
based on aptitude and proficiency. In 2022, the Company
paid the remuneration to the employees a total of 819,218,357
Baht, with a gender pay ratio of 736 for female employees
to 516 for male employees, excluding senior executives.
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Lost Time Injury
Injury/iliness Severity Rate: SR
Frequency Rate: LTIFR

Total

- 1 person

Employee welfare benefit

Health: The Company offers various employee welfares and
benefits, including a focus on employee health. The Company
has a team of health consultants available for employees
in case of illnesses, and provides health insurance covering
both outpatient and inpatient medical treatments, as well as
personal accident insurance and dental treatment. Additionally,
the Company provides annual vaccinations for diseases such
as influenza and offers employees the opportunity to bring
relatives to the annual health checkup at a special rate. In 2022,
the Company also provided voluntary MRNA vaccinations
(Moderna) to increase immunity and reduce the severity of
COVID-19 infections.

Moreover, the Company organized an event in 2022 for the
World Breast Cancer Day, where the participants can listen
to useful information and get breast cancer diagnosis, in
partnership with medical professionals from Chulalongkorn
Hospital and the Faculty of Medicine at Khon Kaen University,
focused on raising awareness and preventing breast cancer

among female employees over 35 years old.

Saving: the Company provides a provident fund for employees.
Employees accumulate a portion of the Company’s
contribution to promote savings for employees. As of December
31, 2565, the number of employees who participated in the
provident fund was 1,072 people, which accounted for 85.55%

of all employees participating in the provident fund.

Safety: The Company places great importance on safety,
occupational health, and the working environment of all
employees at every level. The Company has committed to
reducing work-related accidents to zero. The Company has
policies and practices related to occupational health and safety
and environmental management in the workplace to ensure
that employees have good health and working conditions that
are suitable for their work. In 2022, the Company organized
activities to promote safety, such as fire evacuation training,
occupational health and safety training, and environmental

training, on an ongoing basis every year.

Working hours: the Company has an alternative welfare
policy for employees to choose a suitable time for themselves.
Because some employees may have the necessity to be
unable to come to work at the time specified by the
Company. It is divided into 3 periods

1. The original working hours between 8.30 am - 5.00 pm.
2. Working hours between 9.00 am and 5.30 pm.

3. Working hours between 9.30 am - 6.00 pm.

By allowing employees to choose their own suitable time
to work, employees can manage their personal lives well.
By providing this option, employees can better manage their
personal lives and avoid the stress of commuting during
rush hour. As a result, employees are better prepared to

work efficiently and with a clear mind.

The Company has created a sense of unity among its
employees by providing them with blue shirts bearing the
message “Let’'s Save The Earth.” These shirts are made
from fabrics derived from recycled plastic bottles, which not
only contributes to energy savings, but also reduces waste
and pollution in waste disposal. This demonstrates the
Company’s commitment to sustainable environmental
protection.

Moreover, the Company understands the importance of
promoting the physical health and happiness of the employees,
as well as fostering a stable work environment. By doing so,
employees are better equipped to effectively carry out their
duties, resulting in the overall achievement of the Company’s

goals.

5. Employee Development

The Company prioritizes the development of its human resources,
recognizing it as the foremost objective of sound corporate
governance. Effective people management not only boosts
organizational efficiency but also contributes to its overall success.
Consequently, the Company has implemented a policy aimed
at training and enhancing the skills, knowledge, and abilities
of personnel at all levels, with the goal of fostering continuous
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growth and development. This policy is designed to improve
the quality of work and life of employees, and align them with
the current business competition and situation. In 2022, with the
COVID-19 pandemic still ongoing, the Company has shifted to
an online platform for employee development, providing various
opportunities for employees to improve their knowledge and
skills across different areas. Through this approach, the Company
remains committed to developing its personnel and empowering

them to reach their full potential.

In 2022, e-Learning courses for all employees who have
completed the training and passed 100% of the required criteria
for each course. In 2022, the e-Learning training course was
organized for all 1,268 employees. The employees participated
4 courses: Personal Data Protection Act (PDPA), Leadership
development 2022 for executives, talent employees, functional
skills, and passed the ftraining and examination with a score
of 100%, meeting all the criteria for each course. The average
number of training or knowledge development activities per
employee per year was as high as 13 hours. List of training

courses are as follows:

Personal Data Protection Act (PDPA)
1. Cyber Security Awareness
2. IT security, PDPA Knowledge and related laws
3. Anti-Money Laundering Program (AMLO)

Online / e-Learning courses: Leadership development 2022 for
executives

1. Supervisory Skills

2. Active Listening

3. Risk Management

Muang Thai Insurance Public Company Limited
Sustainability Report 2022
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Online / e-Learning for talent employees
1. Project Management

Be Proactive & Learning Agility

Risk Management

Time Management

Story Telling and Public Speaking

Adaptability

Finance for Starting Business

© N o ok N

Active Listening

Online course on functional skills
1. Call Center Knowledge & Skill Ladder (Motor Skills)
2. Development of knowledge and skills of heavy-damage claim
3. Microsoft Power Platform
4. ISO/IEC 27001:2013 Lead Implementer

The MTI Talents Project was organized by the Company in 2022
with the objective of identifying and nurturing new leaders who
could drive the organization’s exponential growth. The project
sought to achieve this by selecting high-potential employees
from all fields and developing leaders of all dimensions through
the guidance of senior executives with extensive knowledge and
expertise of the country, such as Mrs. Nualphan Lamsam, the
Company’s President and CEO, and Asst. Prof. Dr. Thanavath
Phonvichai, Asst. Prof. Suravudh Kijkusol and Mr. Kumpol
Sontanarat, who are the directors and advisors to the Board

of Directors.

The new leaders in the project were trained and mentored in
strategic thinking through various business cases, including those
related to insurance and the overall economy. They underwent
an intensive assessment center to fully develop their potential,

Employee overview information as of December 31, 2022

1,264

523

741

New employees in 2022 are 258 people

Turnover Rate (%) Death Rat Personal Leave (Day) Sick Leave (Day)

2022 15.17%
2021 12.62%
2020 9.20%

2019 13.29%
2018 15.41%

1

2

e (Person)

B} 1,777 5,194
1,558 2,543
1,901 3,105
2,292 3,899
2,747 3,685

2

Note: The turnover rate does not include retirement, termination of employment (more than 3 days absence) and death.
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from their thought processes to their customer service skills,
including customer journey analysis and management processes.
They applied their newfound knowledge to create positive change
and sustainable benefits for the organization.

Responsibility to consumers and customers

Business ethics on treatment and responsibility to
customers

The Company upholds the value of customer satisfaction
and continuously seeks ways to respond to customer needs
effectively by establishing policies and guidelines as follows:

Providing equal and fair treatment to all customers.

2. Formulating a quality insurance policy and determining
the premium by considering the maximum benefit of the
customer. Offering an insurance policy that meets the needs
of the customer group through a sales channel suitable
for the policy’s nature.

3. Focusing on providing prompt customer service for disaster
survey, damage investigation, and compensation, strictly
adhering to the criteria, methods, and conditions for
reimbursement or compensation under the insurance
contract of the non-life insurance company of the Office
of Insurance Commission (OIC).

4. Providing a customer service department to assist customers,
including receiving complaints. The Company has prepared
a customer opinion questionnaire to evaluate and improve
the Company’s services.

5. Performing duties with integrity and ethics. Do not use customer
confidential information for personal benefit or the benefit
of others.

6. Keeping customers’ information confidential and do not
disclose it unless with customer consent or disclosure
according to legal duties. Disclosure for the benefit of the
ginsurance business or the public as a whole is an exception.

Treatment and responsibility to business partners

The Company maintains a policy and process for selecting
business partners that prioritizes fair competition and unbiased
assessment based on equal information. In the selection process,
the Company meticulously evaluates various factors, such as
product quality, financial reliability, compliance with contract
conditions, and the prevention of fraud and misconduct throughout
the procurement process in accordance with established plans
and guidelines. Furthermore, the Company fosters collaborative
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relationships with its partners to jointly develop innovative
products and services. The Company upholds the principles
of equality, integrity, and fairness in its treatment of business
partners, and adheres to the following practices:

1. The Company does not claim, receive, or offer any benefits
outside of the agreed commercial terms. If any evidence is
found of bad faith claims or benefits being offered, the
Company will collaborate with the other party to investigate
and resolve the issue promptly.

2. The selection criteria for suppliers and contractors are
transparent and impartial, and not influenced by the
Company’s interests or those of its peers.

3. The Company strictly complies with the terms and conditions
of contracts and agreements with its business partners.
In the event of any breach of agreement, the Company
informs the other party in advance to jointly consider and
promptly implement a solution.

1. Product design with diversity and accessibility

The Company’s product design and development strategy for
2022 emphasizes the creation of insurance packages tailored
to specific customer needs. The products are designed to
offer coverage that matches the relevant risks while also being
affordable for customers. Furthermore, we have incorporated
the latest technological advancements into our motor insurance

products. Notable products for 2022 include:

EV (Electric Vehicle)

As the world shifts its focus towards environmental preservation
following the COVID-19 crisis, there has been a renewed
emphasis on reducing fuel consumption. Thailand’s government
has taken measures to encourage the use of electric vehicles,
leading to the entry of American and Chinese electric car
brands in the market. The positive feedback received from
Thai car users has resulted in the product development of Type
1 motor insurance for electric vehicles. This move not only
supports the growth of the electric vehicle insurance market
where electric vehicles gain a larger share in the oil-fueled car
market in Thailand. Furthermore, it promotes the reduction of
fuel consumption and encourages Thai citizens to contribute
to the environment.
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Health Insurance “Health Tid Pao”

In recognition of the challenges facing low-income groups,
such as limited access to medical care and inadequate health
insurance coverage, the Company has taken steps to address
these issues. So, we introduce our “Health Tid Pao” insurance
product, designed specifically for low-income individuals,
including farmers, merchants, self-employed workers, and factory
workers.”Health Tid Pao “offers affordable health insurance
options, including a package with critical illness coverage, to
provide these vulnerable populations with the protection they
need in case of illness. By offering this product, we aim to
alleviate the financial burden that often accompanies a lack of
adequate health insurance coverage. Our hope is to ensure
that all individuals, regardless of income level, have access to

the healthcare they need to maintain their health and wellbeing.

Personal Accident Insurance “PA Suksan 555”

We recognize the importance of providing insurance coverage
to low-income groups to ensure they have access to necessary
protection. In response to this need, we have launched a new
accident insurance product called “PA Suksan 555,” which
provides coverage up to 100,000 Baht for accident-related
medical expenses and income compensation. To make this
product accessible to a broad range of consumers, we have set
premiums at an affordable price of only 555 Baht for a one-year
coverage period. This ensures that low-income individuals

are not burdened with high insurance costs.
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Personal Accident Insurance “Madame Care”

The Company understands the unique concerns and needs of
Thai women, and in response, we have developed an accident
insurance product specifically for them. “Madame Care” accident
insurance provides affordable, full coverage protection up to
1,000,000 Baht. To make it even more attractive, we offer
triple compensation for accidents occurring on public holidays,
including Saturdays and Sundays. This ensures that women can
fully enjoy their holiday travel with peace of mind. Moreover, in
case of hospitalization due to an accident, the policy provides
income compensation. We also recognize that beauty is an
essential aspect of a woman’s life, and accidents can often
cause damage to one’s appearance. With this in mind, “Madame
Care” offers double compensation for medical expenses related
to cosmetic surgery to return to the pre-accident state.
This accident insurance is designed to show our concern and

understanding for women’s unique needs.

2. Creative innovations that meet the needs of society
in all dimensions
Muang Thai Insurance is committed to enhancing customer
convenience by providing easy access to our products and
services. To achieve this, we have introduced new digital
channels for our customers, including our mobile application
“Muang Thai Friend” and Line Official Account - “Muang Thai
Insurance.” Our retail customers can use these digital channels
to conveniently purchase our insurance products, renew their
policies, file claims, and even inquire about our offerings.
Furthermore, we have also established an online marketplace,
including a shop in Shopee, where customers can find a wide
range of personal insurance products. This online platform is
designed to cater to the needs of our digitally savvy customers

who value the ease of shopping and browsing online.

3. Establishing good sales standards

At Muang Thai Insurance Public Company Limited, we understand
the importance of properly training and developing our insurance
agents and brokers.
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The training program includes a training section dedicated to
examining and certifying non-life insurance agents and brokers.
This section ensures that our agents and brokers meet the
standards by the Office of Insurance Commission (OIC) and are
equipped with the necessary knowledge and skills to provide
the best possible service to our customers.

We have also sought approval from the registrar to establish
a training center for non-life insurance courses. This institute
will provide training and certification 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 exam ftraining 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 13,700 people currently enrolled.
The Company has made improvements to the program to make

it more modern and comprehensive.

4. Customer Care and Complaint Handling

(1) Customer Care

The Company places a strong emphasis on providing excellent
service to the customers, who are our stakeholders. With the
COVID-19 situation beginning to ease in 2022, the Company
has actively participated in various events and encouraged
customers and business partners to join in, fostering stronger
relationships between everyone involved. Examples of such
events include the Khon Show in 2022, episode “Hypnotize the
Army” by the Foundation for the Promotion of the Arts in Her
Majesty Queen Sirikit. Moreover, to keep customers informed,
the Company has also utilized various communication
channels, such as the Muang Thai Friends Club Application,
Line OA of the Company and agent/broker channels, and SMS.
These channels have been particularly useful for providing flood
notifications in each province, reminding customers and partners
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to remain vigilant and take precautions to protect themselves,
their families and assets in order to minimize the impact of
disasters. Additionally, the Company has revamped the format
of its magazine called ‘Sharing Smiling, Bringing Happiness’
into an e-magazine that customers can read online. During
2022, the Company conducted regular customer and business
partner satisfaction evaluations for those who used the services
at the Company’s customer service center on the annual basis.
This was done in order to improve service and continuously
develop the business. The customer satisfaction evaluation

results for 2022 had an average score of 94.94%.

(2) Complaint Handling

We place a strong emphasis on providing exceptional services
and customer care as an organization committed to meeting the
needs of the customers. The Company strives to continuously
improve the quality of products by creating added value that
aligns with our commitment to excellence and operational
efficiency. This commitment has become even more crucial as
the ongoing spread of COVID-19 continues to impact people’s
health and lifestyles. The Company recognizes the importance
of adapting a customer care strategy to respond to changing
circumstances, and remains dedicated to managing these
adjustments to ensure that it meets the evolving needs of

customers.

Complaints management is in line with the policy on customer
care. This included consumer protection in advertising through
various media, the Company complies with the principles and
conditions for offering insurance policies through advertising
media set by the OIC. The advertisement messages through
various media must be clear, easily understood, not confusing,
not exaggerated, and not misleading about important details
regarding insurance policies or payment according to insurance
contracts. Additionally, customers must be warned to study and
understand the details of the insurance policy before deciding

to purchase insurance every time.

The advertisement messages through

various media must be clear, easily

understood, not confusing, notexaggerated,

and not misleading aboutimportant
detailsregarding insurancepolicies or
payment according to insurance contracts
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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 channel supporting QR
Code 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 COVID-19 and motor
insurance 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.

The Company accepts complaints from all channels, as
complaints not only impact the complainants, but also affect
the overall insurance business and the Company as a whole.

The Company has made efforts to improve the reporting
process for complaints by optimizing channels and procedures.
The following measures have been implemented to facilitate the
reporting of complaints and coordinating with external agencies,
clarify the matter, speed up the process, build awareness and

reduce frequency:

1. QR code has been created, which can be scanned to fill
out a complaint request. The system will then contact the
complainant to inform them of the result according to the
Service Level Agreement (SLA) set by the Company.

2. 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.
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3. A channel has been established to coordinate and provide
information to the Office of Insurance Commission.

4. The Company has established channels for coordination
with external agencies such as business partners.

5. 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.

8. Regular meetings are held to address issues and complaints
and find preventative solutions with both internal and external

stakeholders, including business partners.

Complaints are reported to the management to apply to the
strategy about customer care in order to improve effectiveness.
In 2022, the Company was able to resolve complaints in an
average of 1.92 days per case.

Community and society

The Company prioritizes the establishment of Shared Values,
which entails creating shared benefits and values between the
Company and the stakeholders while also engaging employees in
community and social development efforts. To achieve positive
change within the community, the Company provides support
through various means such as employee volunteering activities,
donations, and budgetary assistance. In 2022, these efforts
resulted in significant progress towards sustainability within the
Company’s community and society as follows.

The Company prioritizes

the establishment of Shared Values,
which entails creating shared benefits
and values between the Company and
the stakeholders while also engaging
employees in community and social
development efforts
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Business ethics on social, community and environmental
responsibilities

The Company has established an Environmental, Social, and
Governance Policy (ESG) and a Corporate Social Responsibility
Policy (CSR) to guide its operations. The policies include the

following principles:

1. Commitment to the betterment of society, community, and
the environment as a whole.

2. Conducting regular activities to contribute to society, community,
and the environment, in partnership with government
agencies and communities, to enhance the quality of life
for the people of Thailand.

3. Encouraging employees and stakeholders to develop their
knowledge, understanding, and involvement in promoting
accountability to communities, society, and the environment,
which leads to sustainable organizational development.

4. Setting quantitative and measurable targets for reducing
resource consumption, such as electricity, water, and paper,

to minimize the Company’s environmental footprint.

1. Community and Social Involvement

At our insurance company, we have a rich history of over 90
years of serving our customers. We believe in the importance
of providing ongoing support for a variety of societal
initiatives. This commitment is reflected in the Company’s social
responsibility policy, which focuses on promoting sustainable
development and encouraging participation from all members of
society. Our ultimate goal is to contribute to a happy society
where individuals can maintain a positive outlook even during

challenging times, because we can “smile over trouble”.

For additional details about our environmental management
efforts as they relate to the community and society, please refer
to section 3.3.2 on Environmental Performance. In 2022, we
received no complaints from the community regarding social

or environmental issues.
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2. Corporate Social Responsibility Activities
In 2022, the Company carried out various activities aimed at
developing and improving the community and society. These

activities include:

MTI New Volunteer Program

Since 2013, the Company has organized a project that
encourages employees to collaborate and contribute to society
in innovative ways. The primary goal is to foster strong bonds
between employees and to instill a spirit of volunteerism at
every level of the organization, which has become a corporate
culture. This initiative aims to enhance the skills of giving and

create a positive impact on society at a larger scale.

Until now, there are 70 generations of volunteers, totaling 1,300
employees participated in the program. The program’s 2022
activities comprised two activities:

o “Share a Smile, Fill with Love” which involved field visits and
equipment donations to the House of Blessing Foundation.
This foundation cares for children of inmates and ex-convicts
and offers support to young people under its care.

» “Giving Kindness for Life” involved providing food, water,
medicine, and masks to homeless individuals in the Somdet
Pinklao Bridge and Ratchadamnoen Road areas. These efforts
contribute to Thai society’s well-being by addressing the

critical needs of vulnerable populations.

Furthermore, the Company aims to broaden its volunteer network
throughout Thailand to foster a culture of volunteerism within the
community. This approach will enable the Company to build
resilient and sustainable communities by addressing the unique
needs of each locality. By creating a robust volunteer network,
the Company is committed to contributing to the greater good
of society. This is because the company firmly believes that
“the sustainable development of communities is possible when
people come together to support each other”.

Enhancing the well-being of individuals with disabilities project
Since 2014, the Company has been providing hands-on training
in animal husbandry and crafts to empower individuals with
disabilities to build careers. The Company is committed to
supporting, promoting, and assisting disabled individuals in
Thailand to enhance their quality of life and thrive in society.
This project is also aligned with the Empowerment Of Persons
With Disabilities Act.
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In 2022, the Company exercised its right to replace the employment
of individuals with disabilities under Section 35 by arranging the
project to enhance the well-being of individuals with disabilities.
The Company supported 14 disabled individuals through the

following initiatives:

» A pig farming workshop for 2 disabled individuals in Sakon
Nakhon

» A workshop on laying hens for 5 disabled individuals in Amnat
Charoen

» A workshop on natural dye-fabric products for 2 disabled
individuals residing in Boonchu Teachers’ Home for Special
Children in Sattahip Province, Chonburi

» Financial assistance for 5 disabled individuals to pursue various
careers such as salad making, fish and chicken farming,
clothing and bag designing, Buddhist amulet and collecting

coin selling, and homemade food production.

Over 9 years of the project, the Company has sought out
network agencies to participate in the activities, with the goal of
expanding the project’s reach to more regions and supporting
a greater number of disabled individuals. Since 2014, the project
has aided over 300 individuals with disabilities and expanded
its network of participating companies. More than 10 companies
have organized training activities in 10 provinces, including
Sa Kaeo, Nakhon Ratchasima, Ratchaburi, Sakon Nakhon,
Chaiyaphum, Nong Bua Lamphu, Udon Thani, Chiang Mai, and

Amnat Charoen.

In 2022, the Company received the Model of Sustainable
Organization in the Thai Capital Market Award, categorized
in the empowerment of persons with disabilities from the
Securities and Exchange Commission as a company that
supports the employment of persons with disabilities and the
support of persons with disabilities under Section 35 of the
Empowerment of Persons With Disabilities Act, B.E. 2550 (2007)
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The Company believes that the profits
from such activities are limitless, providing
immeasurable “happiness” to those
involved in giving and helping,

like the Company’s slogan,

“Smile over trouble”

MTI Zero Waste Project

Muang Thai Insurance is committed to increasing awareness
about environmental issues, particularly waste management,
which is a major focus of various organizations. So, the Company
has launched the “MTIl Zero Waste Project” based on the
principles of “Zero Waste Management,” which includes the
3Rs: Reduce, Reuse, and Recycle. The project aims to promote
comprehensive waste management among employees and
extend the benefits to external communities, leading to waste
reduction, lower costs and time for waste disposal, and better

environmental preservation.

In 2022, the Company launched a public relations campaign to
promote waste sorting among employees. We also installed
waste sorting bins and encouraged donations of items that can
be reused, such as plastic bottles, staples, and expired or unused
cosmetics, which are then donated to other organizations that
can make use of them. Furthermore, the Company organized
a cloth bag exchange program, encouraging employees to
donate unused cloth bags to hospitals, where they can be used
to carry medicines for patients, reducing the need for plastic

or paper bags.

Helping victims with Madame Pang Foundation

The Company has a mission to serve society by helping and
healing the Thai people during times of crisis. This mission
aligns with the Madame Pang Foundation’s main objective.
The Company has collaborated with the foundation to carry out
social activities to aid victims in various crises across Thailand
under the theme “Paying it forward, Thai people stay together”.
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In 2022, Thailand experienced severe flooding, affecting many
people and causing widespread suffering. In response, Muang
Thai Insurance and the Madame Pang Foundation mobilized
MTI new volunteers and volunteers in that area to the flooded
areas and established “Madame Kitchen” to distribute rice
boxes and emergency survival bags to alleviate the suffering
and boost the morale of affected individuals in various
regions, including Phra Nakhon Si Ayutthaya, Nonthaburi,
Khon Kaen, Ubon Ratchathani, Sukhothai, Nong Bua Lamphu
Buriram, Chaiyaphum, Phetchabun, Roi Et, and Nakhon Sawan.
The Company believes that the profits from such activities
are limitless, providing immeasurable “happiness” to those
involved in giving and helping, like the Company’s slogan,
“Smile over trouble” highlighting the readiness to assist in times

of crisis.

Sports Support

Since 2006, Muang Thai Insurance has been actively involved
in promoting sports activities. The Company recognizes the
positive impact of sports on the development of athletes, their
families, audiences, communities, and the nation as a whole.
Additionally, sports activities provide opportunities for people
of all ages and backgrounds to engage in physical and mental

development.

The Company has become the primary sponsor of the Port F.C.,
located at the heart of Bangkok. Furthermore, the Company
understands the importance of promoting and nurturing young
talent in sports. So, we support the youth football academy

at Port F.C. and sends young football players to participate in
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the FA Thailand Youth League 22/23, starting from the ages
of 12, 14, 16, and 18, inspiring children and youth to develop
their potential and pursue their dreams of becoming professional
athletes in the future. We also extend the support to several
other Thai football clubs, such as BG Pathum United, Chamchuri
United, Muang Loei United, Custom United, Khon Kaen United,
and Ayutthaya United.

As one of the sponsors of the Football Association of Thailand
under Royal Patronage, the Company is committed to supporting
the Thai football industry and helping it achieve success at
all levels. In 2022, the Thai national football team garnered
significant recognition from various competitions, such as winning
the ASEAN Football Championship “AFC Suzuki Cup 2020”
in Singapore, participating in the AFC U-23 Asian Cup 2022
final in Uzbekistan, participating in the AFC Asian Cup 2022
qualifier in Uzbekistan, participating in the 31st SEA Games in
Vietnam, and participating in the 48th King’s Cup in Chiang Mai.
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Muang Thai Insurance recognizes football as a sport with a broad
and diverse audience spanning all age groups, including youth,
adolescents, working-age adults, and the elderly. The Company
has taken proactive measures to promote sports activities, such
as cultivating youth interest in sports, promoting athleticism and
good emotional intelligence, and encouraging creative cheering
to foster love and harmony among sports lovers. Moreover, the
Company believes that spending quality time with family while
cheering for sports can create lasting memories. Ultimately,
Muang Thai Insurance views sports as an inspiration for anyone
with dreams and aspirations to develop themselves towards

achieving their goals.
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Muang Thai Insurance views sports
as an inspiration for anyone with dreams
and aspirations to develop themselves

towards achieving their goals.
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