DRIVING A SUSTAINABLE FUTURE
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Sustainability

Driving Towards Bein
Financial planning advis

Driving Towards Being... An org
places importance on sustainable i

Driving Towards Being... An organization
which cares for its employees

Driving Towards Being... An organization which is
responsible for society and environment

Good Corporate Governance

Risk Management

Data Security and Digital Operating System
Anti-Corruption and Anti-Bribery

Prevention and Suppression of Money Laundering

Market Conduct
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To make people realize the benefits of
the life insurance and choose insurance
coverage which is suitable for their
financial position and value of life.
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The Company is determined to be a leader
in establishing financial security for all
groups of people and protecting their
value of life by offering financial advice
and impressive service through its sincere
agents, partners, and employees who are
experts in the field.

BANGKOK LIFE ASSURANCE PCL.
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Dr. Siri Ganjarerndee
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Komkai Thusaranon
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Uszsunssunis
Chairman of the Board of Directors

Bangkok Life Assurance PCL has been
operating our business for 68 years. The
Company dedicated and determined to be
a leader in establishing financial security
for all groups of people by focusing on
providing comprehensive financial advice
for all age ranges through our life insurance
products, investment products and others.

However, under the changed environments
of competing amidst challenging economic
conditions together with changes in
technology and behaviors of consumers
who have increasing tendency to use
services through online channels, whether
it be to redeem privileges through Mobile
Application, to pay life insurance premiums
through Internet Banking or to choose
to obtain policies electronically in the
form of E-policy, the Company therefore
needs to adjust ourselves and develop
the format of our business operations
on various aspects to be in line with
consumers’ requirements and expectation
more efficiently in order to be steadfast in

providing service to Thai people sustainably.

In 2019 the Company had specified
our business operation policy of Driving a
Sustainable Future with a view to creating
balance in our management which covers
all dimensions of development, our
responsibility towards the environment,
and creation of security for society
through enhancing services and embracing
innovation technologies. We have developed
Happy Life which is a mobile application
that provides more convenience to
the Insured in requesting for special
service, making premium payment, viewing
insurance policy information. We also
developed a data management system to
support the analytical study necessary for
product designs and services enhancement
in the future. We build security for
society by providing financial planning
knowledge to our agents with the goal
that they can transfer the same knowledge
to the public as it is a foundation to
help create security for people in the
society. We also support human resources

development through scholarship project by

Chairman of Executive Board of
Directors and

Chairman of the Good Corporate
Governance Committee

awarding scholarships at Bachelor’s and
Master’s degrees levels both nationally
and internationally so that students and
the general public may have a chance to
develop their potentials. In addition, the
Company fosters awareness in loving and
caring for the environment to our employees
as well as customers and the general
public through various projects which are
organized continually throughout the year.

The Company would like to thank all
our stakeholders for their continuous
support to the Company and we would
like to assure you that the Company
will continue to push for further
development in services as well as place
importance on social and environmental

development continuously and sustainably.

BANGKOK LIFE ASSURANCE PCL.
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LET'S GET TO KNOW
BANGKOK LIFE
ASSURANCE PCL
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Company’s
Main Products

and Services




AL : UN World Population
Prospects (2015)

Map of Thailand showing
the distribution network
of our branch offices
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Life Insurance Products
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BANGKOK LIFE ASSURANCE PCL.

e Life coverage

e Saving and endowment

e Child education

o Medical treatment coverage
e Critical illness coverage

e Disability coverage

e Accident coverage

e Retirement planning

wannNouAweNsainu
Investment Product

o NBNYIUIIN
e Mutual Fund
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Other Services
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e Mortage Insurance
e Property insurance




THE 3RP BEST

LIFE INSURANCE COMPANY AWARD
FOR OUTSTANDING MANAGEMENT

OF THE YEAR 2018
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Bangkok Life Assurance was awarded The 3" Best Life Insurance
Company Award in 2018 for Outstanding Management from the
Office of Insurance Commission (OIC). The award aims to promote
be trust belief and acceptance in life insurance industry among the
public, with the selection criteria that take into account insurance
companies with professional management, operational potential,

stable financial status, and good governance.
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A LIFE INSURANCE
COMPANY WITH A
DRIVE FOR A

SUSTAINABLE FUTURE
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YEAR

It is more than 68 years that Bangkok Life Assurance has been
driven to create financial security for the people, and even in this
Disruptive Era, Bangkok Life Assurance is still moving forward
and always adjusting ourselves in preparation, as we believe that
security is something which must be continuously created so all our
customers can be confident that we are moving towards sustainable
growth together.

Bangkok Life Assurance PCL is driven to develop our business
to a sustainable growth economically, socially and environmentally,
to encourage knowledge about financial planning to people in all
walks of life, to recommend products and services which can
create security for the family as well as support access to financial
services through digital platforms which will help drive Thai society

into cashless society according to the government’s policy.

Strategies

Due to changes in consumer behaviors resulting from population,
economic, social and technological progress factors, BLA has
focused on products and services as well as platforms to connect
with customers, life insurance agents and financial advisors in order
to create integrated experience and relations for further development
which will lead to the highest benefits for every sector in society.
In 2019, the Company has announced ourselves to be a Change
Organization for a sustainable future under the project to enhance
the quality and service standard with the ultimate goal of being the
leader in creating security for our Thai people and moving towards
helping to create sustainability for the country’s economic system.

BLA believes that this strategy will strengthen the operational
process and new organizational culture where employees, life insurance
agents and financial advisors will carry out their duties and provide
services quickly and with professional efficiency in a wider circle with

the incorporation of new technologies to support their work.

BANGKOK LIFE ASSURANCE PCL.
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Company’s

Change Process

The rapid change in technological advancement, competition,
and other external environments cause the Company to regularly
develop and improve its structure and format of operations within our
organization. Our three-year operational framework (2019-2021) aims
at improving the organizational foundation together with changing
business structure which now aims at expanding our distribution

channels and diversity of products and services.
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Organizational Development
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TO SUSTAINABLY INCREASE
COMPETITIVENESS IN THE LONG RUN

e Customer-centric services

e Digital platform and automatic processes
e Good Governance and riskmanagement
e Quality and attitudes of personnel

e Flexible structure and management

e Social contribution

N1sN12gdgnaana

Entering the Digital Age

AaurnlAsIMs
‘CHANGE FOR FUTURFE’

o andunun1sliuing
o genegugnAE gl
o afvAnuNWUiUBYANT

VALUE FROM
‘CHANGE FOR FUTURFE’

e Reducing cost of service
e Expanding customer base through new channels

e Creating organizational bond
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Determined to be a leader driven in the
value of financial planning and ready to
continuously develop products and
services.

For the year 2019

BLA stipulated business
operation policies of
Driving a Sustainable Future
through the following

4 approaches:

®

Driving
Organization with
Innovation

yJuudulpdaualAnsikdannasinuyn
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Determined to drive the organization to
conform to the digital age by not ceasing
to improve ourselves, willing to acquire
new knowledge, and always opening up
to accept new things.
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Driving
Customer
Engagement
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Determined to respond to every customer’s
needs with attentive services and
additional convenience with wide-ranging
communication channels.

®

Driving
a Sustainable
Future
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Determined to create an all-round
sustainable future by creating financial
security and good health for Thai people
along with environmental friendly business
operations.

BANGKOK LIFE ASSURANCE PCL.
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SUSTAINABILITY
CONCEPT OF BANGKOK
LIFE ASSURANCE PCL
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Bangkok Life Assurance places importance on incorporating
sustainability concept as part of our business strategies, focusing
on creating a balanced, three-dimensional management approach
which includes rapid development of the organization, environmental
responsibility and creating stability for the society. Conducting
business under the sustainability concept is based on creating
economic stability for society by providing life insurance services
and financial planning suitable to people in various age ranges. We
encourage every group of Thai people to have access to insurance
products and services and have knowledge in financial planning
for themselves and their families. We add value and trust for all
stakeholders and commit to becoming “The leader in establishing

financial stability for the people” as per our mission.
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Financial planning advisor

chosen by customers
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Being a life insurance company
which enhances agents, brokers which cares for its employees

and financial advisors’professional

Driving towards being a life insurance company
whose services are most trusted by

the people is a road to sustainability

o WuaJsAnshSudnyou WuasAnsntknuaIAtY
codIAULAFIL0ADW AuN1saJnuaEIgIEiu

Being an organization Being an organization

which is responsible for society places importance on

and environment sustainable investments

BANGKOK LIFE ASSURANCE PCL. USEN NsuNwUssALF3 A0 (urnau) 13
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Specifying significant Prioritizing significant

issues stability issues

About this Report

This is the 1% Sustainability Report produced by Bangkok Life
Assurance PCL (“the Company”) as a channel in communicating
to stakeholders the determination and performance under the
sustainability strategic framework of the Company by presenting
the overall sustainability performance covering the dimensions
of economy, society, environment and good governance of the

Company and our subsidiaries.

Process In Determining
The Contents of the Report

The Company had prepared the Report by considering both
internal and external factors concerning life assurance business
operations in order to assess major sustainability issues. We
had selected processes and steps which focus on 10 significant
factors comprising Stakeholder inclusiveness, Sustainability context,
Materiality, Completeness, Accuracy, Balance, Clarity, Comparability,
Reliability, and Timeliness. The processes and steps in assessing

the sustainability issues are as follows:

©,

N3ATINNDY
ANNYNHDY

MINUNIULLAS
WeUIaENeABLdDY
Continual review and

Verification
development
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BANGKOK LIFE ASSURANCE PCL.

®
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Identify significant issues
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The Company has reviewed sustainability issues which are
significant to the Company and the stakeholders’ business
operations by considering internal factors such as business
strategies, the Company’s goals; external factors such as the
changing world trends and direction of relevant industries,
issues which may affect stakeholders concerning economy,
society and environment which should be studied along with
trends in development of sustainability of the regional life

insurance business.

©,
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Verification
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The Company has verified the completeness and accuracy
of the priorities concerning significant sustainability and
has arranged the consistencies with the guideline of the
indicators defined together with relevant departments. These
have been submitted to the Executive Board of Directors
for consideration and approval.

®

MsInaRulsTIauAIuANEEUNEIAY
Prioritizing significant sustainability issues
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The Company’s high-level management and representatives of
various departments brainstormed to prioritize the Company’s
short-term and long-term sustainability issues by considering 2
aspects of impact, the impacts upon stakeholders and impacts
upon the Company. The Company duly listened to the opinions
of external stakeholders from various communication sharing
channels with a view to understanding the expectation of external
stakeholders on the issue of sustainability which is significant.
The Company will use these opinions to improve and sustainably

develop our Company’s operations.

®

NITNUMIBLASNISWRAILIDENNADLIDY
Continual review and development
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The Company has arranged to continually review the process
of preparing and disclosing information in the Sustainability
Report and welcome suggestions from every section
which will be used to improve the contents and format in
disclosing the performance of the Company’s sustainability

in our next Report.
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Participation with Stakeholders
and Expectation
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Manner of Engagement
with Stakeholders

® Assessing customers’engagement with
the Company

e Organizing talks on financial planning for
retirement, keeping good health,
insurance products and financial tools

e Communicating knowledge about
financial planning to customers through
social media

e Surveying customer satisfaction via
telephone channel

e Handling customer complaints and giving
services through Call Center and

branch network
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LRSUARSHINTY

Opinions and Expectations
of Stakeholders

Creating an ecosystem concerning

financial planning which covers risk
management and wealth accumulation
appropriate for each group of people and
at each age range is a major operation
prioritized by the Company with clear
work performance. This was done by
establishing business partners and using
digital technology which meets the actual
needs and serve the present-day lifestyle

of customers.
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Example of the Company’s
Ways of Meeting Needs

Continually developing innovations and
delivering products and services to meet
the needs of every group of customers
besides training employees in order to
maintain and enhance their capabilities
and service standards as well as standards
in strictly protecting customers’ privacy.
In this respect, the Company creates
operation processes and offers financial
products which are systematic and
supportive to needs, together with
giving financial advice which helps
customers build financial disciplines and
preparedness for the future after their
retirement.
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Insurance Ag
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and Financial Ad
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Manner of Engagement Opinions and Expectations Example of the Company’s
with Stakeholders of Stakeholders Ways of Meeting Needs

e Communication of policies and

information via meetings and digital
media

e Meetings with insurance agents and
financial advisors, organizing seminars
and activities for society

e Performance assessment

e Presentation of awards to insurance
agents and financial advisors

o Whistle-blowing corruption or misconducts

Adjustment of business operation direction
to digital platform has impacted the
roles and duties of insurance agents
and financial advisors. In order to create
understanding and preparedness, high-
level management in the organization has
communicated the said changes clearly
and continually together with support
of work performance so that insurance
agents may access their targets more
readily. This includes giving opportunities
to insurance agents and financial advisors
to develop their potentials and grow

alongside the Company.

Set up development plans for insurance
agents and financial advisors and organize
continual trainings for insurance agents
and financial advisors as well as look after
work environment of insurance agents and
financial advisors to render convenience,
speed and accuracy. These are also
augmented by competitive products which

correspond to customers’ needs.
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Manner of Engagement
with Stakeholders

e Communicate policies and information
via meetings and digital media

e Meetings with employees, organizing
seminars and activities for society

e Assessing the performance

e Personnel development project

e Assessing employee engagement

e Presentation of awards to employees

e Whistle-blowing of corruption or
misconduct

e Participating in electing Welfare
Committee and taking part to
volunteer opinions and advice
about various welfares

e Electing Occupational Safety, Health

and Environment Committee.
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Employees

Opinions and Expectations

of Stakeholders

Adjustment of business operation direction
to becoming digital platform has inevitably
impacted the roles and duties of some
groups of employees. In order to create
understanding and preparedness within
the organization, high-level management
of the organization has communicated
the said changes clearly and continually.
However, the Company’s employees carry
out their duties in many sections and
have different roles. Some employees
are concerned about the Company’s
workforce reduction. The Company should
create employment security together with
giving opportunities to every level of
employees to develop their capabilities

and grow alongside the Company.

A2981JUudN1J
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Example of the Company’s
Ways of Meeting Needs

There should be plans for employee
development and continual training in
order to develop employees’ capabilities
with the opportunity to grow alongside
the Company. Attention should be given
to employees’ work environment which
should be safe, sanitary and conducive

to work.
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Shareholde

Manner of Engagement Opinions and Expectations Example of the Company’s
with Stakeholders of Stakeholders Ways of Meeting Needs

e Annual General Meeting of Shareholders

e Extraordinary Meeting of Shareholders

e Annual Report 56-1

e Annual Report (Form 56-2)

e Public disclosure on important information

e Announcement of quarterly results

e Meeting individual investors

e Discussions and answering investors’
queries by phone

e Meeting securities analysts

e Organizing overseas roadshows

The Company is working on a project
to expand insurance policy productivity
by focusing on risk protection rather
than savings, enhance the service quality
through digital platform, coupled with
the preparation for enforced use of
Thailand Financial Reporting Standard
TFRS 17 which is an important turning
point for the future business operations
of the Company, as it necessitates
major improvements of the market plan.
Therefore, in order to be confident that
the resultant performance will conform
and be worthy of the investment, the
Company should have an appropriate
strategy for assessing the process and
risk management within good corporate

government framework.

Operate business under risk management
framework and good corporate governance
as well as disclose accurate, complete,

adequate and timely information.
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Society and Environment
Manner of Engagement
with Stakeholders

e Operating Company’s projects and

Magic Eyes project which focus on
reduction of plastic bag usage to reduce
environmentally harmful wastes

e Communicating, giving advice, and
knowledge on financial planning via
social media, electronics channels, and
via agent and financial advisor channels.

e Surveying the needs of community
and society

e Encouraging business partners to
participate in activities for society with
the Company.

e Carrying on Thai tradition sand cultures.

e Using technology to reduce natural

resource consumption.

Through the roles and duties of giving
insurance service and financial planning,
the Company plays a part in raising the
level of financial security to the Thai
society alongside management of social
and environmental impacts arising from
the Company’s operations. Furthermore,
the Company should promote access to
the Company’s financial management
thoroughly and efficiently.

Opinions and Expectations Example of the Company’s
of Stakeholders Ways of Meeting Needs

Promoting and carrying out activities which
benefit the communities, society, and the
environment. Encouraging employees
to volunteer and regularly participate in
activities as well as introducing products
and services and giving financial knowledge
to the community systematically through
social media and electronics channels
which help the public access and
understand better how to manage their

money.
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Regulatory Agencies

Manner of Engagement Opinions and Expectations Example of the Company’s
with Stakeholders of Stakeholders Ways of Meeting Needs

e Continuously collaborate with public

sector’s regulatory agencies

e Attend meetings to hear policies of
the agencies supervising the business
and of other government agencies

e Be subject to examinations from
government agencies

e Participate and express opinions
concerning guidelines and regulations
which are being developed and improved

e Express opinions through various

opinion-giving platforms.

The Company improves and develops
its business operation in every aspect
to conform to regulations and intentions
of relevant legal rules concerning its
business continually within the time span

as stipulated by law.

Define the organization’s risk-management
framework in accordance with international
standards under the level of the capital
which supports the risk appropriately as
per the principles of risk assessment and
financial stability so that operations of
the entire organization are according to
the policy of risk management guidelines
as well as systematically reinforcing the

mechanism of risk management.
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Assessment
of Sustainabilit
Aspects

f— & o
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AuLATHEN .
1. @hevandssiuiwansan X X
iU Aging Society
2. myvannslduinmslay X
fignAnduguednans
3. mIvSuiiingaa Digital X X X X
4. msmfuguafiansiin X X X X X X X X
5. mIuimIemnaLaes X X X X X X X X
6. ANNUapAduYavTDYya X X X X X
warssuuUiAng Digital
7. mIdamsdeyaduyAna X X X X
MIUNITLAUNYANTINNN X X X X
MIARATDIGINRLTEE
fusann
9. Temadumsneunmy X X X X X
mMsNuLasgsiTseiEn
10. nsidlalamaniadiivins X X X
UsziuFinathiie
1. doaSugonmyszsnau X X X
12. aUUAYUENIDU X
13. MINARNFNBMNUAZAUA X X
N YAIINTVDIBNANT
frudeunndon
14. m3¥amsdeindon X
15. a5 vanaiindnuazqua X X X X X
Snndvnnden
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Prioritizing the Sustainability
Aspects
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Importance for Bangkok Life Assurance PCL
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Supporting the United
Nations Sustainable

Development Goals:

UN SDGs

nmisauvayudnurg
NISWaJUINgIgugalanuds:a1910

USTAINABLE ™ s
EVELOPMENT ‘44»5ALS

IERO GOOD HEALTH QUALITY GENDER
POVERTY HUNGER AND WELL-BEING EDUCATION EQUALITY

/e

AFFORDABLE AND DECENT WORK AND INDUSTRY, INNOVATION 1 REDUCED 1 SUSTAINABLE CITIES
CLEAN ENERGY ECONOMIC GROWTH AND INFRASTRUCTURE INEQUALITIES AND COMMUNITIES

i/ :
O < faits

1 CLIMATE 1 LIFE 15 LIFE 1 PEACE, JUSTICE 1 PARTNERSHIPS
ACTION BELOW WATER ON LAND AND STRONG FOR THE GOALS
INSTITUTIONS

CLEAN WATER
AND SANITATION

1 RESPONSIBLE
CONSUMPTION
AND PRODUCTION

V3 nymwlseiudin e (o) I#3mh  Bangkok Life Assurance PCL has started to

SDGs infudiuniiveaenszuiumsmifiuuaey  incorporate SDGs in the Company’s business
U3 Teedl 10 dhvsne niewue 17 Wi operations, employing 10 goals out of a total of 17

v

fil goals, as follows:
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Bangkok Life Assurance PCL
supports the United Nations

Sustainable Development Goals
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United Nations Sustainable
Development Goals

NO
POVERTY

MAR:T
e 1

29AANNEINIUNNFY UULYNED LR
Goal 1: End poverty in all its forms everywhere

GOOD HEALTH
AND WELL-BEING

4

dimanen 3
midviasuganmLazmsidusyis

Goal 3: Promote healthy life and well-being

N1SOTUIIUYDIUSEN

Company’s Implementation

suasulvilszanauhyseiudinlvmanzan
fuguzmensiSulazauidia ouims
ANNLEBITBYALIBILATATEUAT LN T
Wamamanilimaity uazlianaiaums
MNUNUMIRULAgNALazTEBUR MY
NneyIUte T INEy U UTDINE1NT
Encourage people to take out insurance
coverage appropriate to their financial
status and value of life to manage
their own and their family’s risk in case
of unforeseen incident and educate
customers and people of every age range
up till retirement age on financial planning

through various channels.

SLETNANNINIINMTIEU LATITIIIURY
MINUITZHZT I TINENFVN N
Promote financial knowledge and long-term

financial planning as well as healthcare.

Anu@aulainuus:iGuAugIdundincy

Significant Connection
to Sustainability Issue

o MahiUIMIMIMIRULazM e N
WAZENLENANAFINUNNTINUHUNM IR

o MIVELNBFIUGNA

o MIsLadNaNWIIAN NN

e Access to financial services and life
insurance, and promote knowledge on
financial planning

e Expand customer database

e Enhance environment in the community

o M3lANEMeMIdu
o MIVBNUULWANTUTIIATEUARN
e Provide financial knowledge

e Design comprehensive products
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QUALITY
EDUCATION

wWhvianed 4
Suspemsfnendividisuuasiiagy
duiaiumIieuinasadinunnnau

Goal 4: Ensure equitable and lifelong

learning opportunities for everyone

DECENT WORK AND
ECONOMIC GROWTH

e 8

a A

dutasunsifinlaniasugiafidetilos
ATBUARNLATENEN MInenundiaue
Goal 8: Promote inclusive and sustainable

economic growth and decent work for all

INDUSTRY, INNOVATION
AND INFRASTRUCTURE

hmanedi 9
wanTaseadviugiufiniauiunis
wWasuwlas deiaFunisfodaliiiu
gaaMnsuoEvieiunaziingy uay
SUUEYULIANTIY

Goal 9: Build resilient infrastructure, promote

sustainable business and foster innovation

WanyAans Munuiasueniyseiu
FinuaraslaumsFeu;

Develop potentials of personnel, life
insurance agents and brokers and promote

knowledge

hisusdsziuinuarnandnsinnsasu
finsoungunnngugnAILazynEIvEin
Fonal¥iAnanuiuasnioiassgiauas
ma¥vnszmalng uananiusum
finszurunisdveruiidusssnuasd
NIZVIUNTWAIUIANUFINITOYARINT
measanwuandanlugouiiveu
fiaandouazidadonsfiquawdinia
PONWHNUNNAL ARDAIUTNTTINNIUEY
NWWRN TN

Present life insurance and comprehensive
investment products to all customer groups of
all age ranges which creates economic security
and employment nationwide. Furthermore, the
Company has a fair employee hiring process
as well as personnel development process. We
have also created a safe work environment
suitable for good quality of life for all our

employees and hire people with disabilities.

s3wasidmaluladifiansuinisfiuduh
araInTas JUstandnn Weanausuay
ANABINTTBIYARINTVDIBIANTUATTDY
gnAn Twldfinssiuayumasiesandu
UIANIIHN

Create technologies for accurate,
convenient and efficient services to meet
the needs of the organization’s personnel
and customers as well as promote

extension of innovation.

o MIENTINUINMIMNINMISULAZEILEINNT
FHUIMITNIUNUNT Y

e MILTHUTAIMUNITINIUNUNTIULAY
msdseiudialfmanzaniugiuzny
M3duLazAUATIn

e Access to financial services and
promotion of financial planning
knowledge

e Knowledge in financial planning and life
securing insurance appropriate for

financial status and value of life

o MaUJuAMUENE I

e MW ANNYADANY

o MsEsTUATINIYARSTTANEAW

o MIWALNFNBMWYARINT LAZNTTII N
FUNTWENNTYAAR

o MIRILEINFVNWIDILNTY

e Qur practice concerning labor rights

e Health and safety

e Hiring and retaining personnel with good
potentials

e Developing employee potentials and
planning human resources

e Fostering community health

o waluladfidvia

o wandmt M3lsns uazmsate
Uszaumaaifidsingndn

o M nlanasipvipyauarsTUUUfIRNT

e Digital technology

e Products, services, and good experiences
for customers

e Safe data and operational process
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United Nations Sustainable
Development Goals

NISalUIUYDIUSEN
Company’s Implementation

Audoulasnuls:Guncugidundifcy
Significant Connection
to Sustainability Issue

1 REDUCED
INEQUALITIES

A
(=)
v

wvnned 10
NIARANNLRRBNAN

Goal 10: Reduced inequalities

12 RESPONSIBLE
CONSUMPTION

AND PRODUCTION

wivnned 12
nmswAnuazuslnastefinnusuRasey
Goal 12: Responsible consumption and

production

13 heon

wiwanedn 13
mssufiamswasuwasanwgfiennie
Goal 13: Take urgent action to combat

climate change and its impacts

MIFILEINNSANEDDILENITU
MITILESNAUNNTDON

Promote youth education; promote saving

mMIaviasumMsiFusmsiuzasmeesulai
Tnelifpifumesnanuies i ldUsendn
NAWLNTWANU

Promotion of services through online
channels without any need to appear in

person, which saves energy resources.

sjssiufudrumidelunisussmmanseny
mﬂmuﬂﬁwuﬂaqamwgﬁmmm\hu
MsusmsiamInsnennsneluasdnsl
Windszindnwgean nasnausaiasulv
WHNNUATEATINTNANNEIATYVDIHANTIND
LAZTINAULTIINHANTENUAINETINUNTH
AIUTINAINTINEG

Determined to be a part in reducing
impacts from climate change through the
most efficient handling of resources within
the organization as well as encouraging
employees’ awareness of the significance
of the impacts and jointly reduce these
impacts through participation in various

activities.

o m3Ugnilspuediruiiinuazien

o NMTDDNUATRIN UK IUNAAAUTINY
NINUFANG

e |nstill good values in children and youth

e Saving and investing through various

financial products

o szuuppuladieliuinssthnsaungu

e Online system for inclusive services

o MIvSnsiammiwennsmeluavdng

o MnTTuidvANLAZAYIINEN

o duidBumsiamssnutaemediinnsaiing
wazmissnianasshglugluuudidin-
n90find Wioaamsdasulivihaethie
NI

o dulaiumIaansldgonwanafin

o Management of resources within the
organization

e Social and environmental activities

e Encourage communication through
electronics channels and issuance of
important documents in electronics form
to reduce trees being cut down to make
papers

e Drive to reduce plastic bag usage.
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wWiwned 15
FAnuuiumu
Goal 15: Life on Land

1 PARTNERSHIPS
FOR THE GOALS

whusned 17
Wusfinaganuaiia
Goal 17: Partnerships for the Goals

nsaamsldvdathiagndusnldviviams
Tdnsnennasssenfetedueuazivianzas
Wiaawansznuluszeze

Reducing the use of or recycling materials
in order to use natural resources worthily
and appropriately to reduce long-term

impacts

Swiuiusiastumsaiwmsdhfowingdued
nenaSuzeengiidvane waznsli
vinsiiigunwiineulandynemasasnis
Collaborating with partners in creating
access to financial products by target
group and providing quality services which

meet the needs in every aspect.

sfiulasmsaiaSunmsyssngandenu
i i wazaansldnazas

Proceed with the project to save electric
power and water and to reduce paper

usage.

AnuNTatumuulsziudin wewrn
Useiudiin tnewthiseiBunesy uazanu
wenatsznalumsliusnsfineuauss
ANABINITBIGNAILATYAAR I UTN DY
atvThiie 3IR157 uazniaAnNAIArNE
Cooperate with life insurance agents,
life insurance brokers, non-life insurance
brokers, and clinics and nursing homes
nationwide in giving services which
meet the need of customers and
community members all over speedily

and unexpectedly.
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SUSTAINABILITY
PERFORMANCE 2019

gan1saNduIIuOIuAIWEITU

U 2562

yagniswu...

DRIVING TOWARDS
BEING...

guuzuin1saIuuu
nistunanAI@on

Financial planning advisor
chosen by customers

Audugnm >1 awnAu

« dnsmstaiulngaifiugnm
Us:nuganiwuazlsnsieuss
+8.6%

« anAlugoaIN1INISYIu NS
JoIn1IN1svngUIunSoinNY
WusOs uasgoin1ims
UedIna WUIU +8.1%
uu 2562

Ao waAunu
N1saJNuaEgIITU
Places importance
on sustainable investments

yagniswu...

DRIVING TOWARDS
BEING...

nsSweduainu 323,787 awuuin
o WusUnssivIa = 42.9%
. AS1ESHUNALNGU = 34.3%

(THSI = 50%)
o OS’IH’ISQU = 8.8%
(THSI = 66.7%)

Number of customers

>1 million people

 Growth rate of health insurance
and critical illness customers
+8.6%

« Customers derived from direct
sales channel, partner network
and through digital sales increased
by +8.1% in 2019.

Invested capital 323,787 million baht

«Government Bonds = 42.9%

« Corporate Debt Securities = 34.3%
(THSI = 50%)

«Equity Instrument = 8.8%
(THSI = 66.7%)
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DRIVING TOWARDS Being a life insurance company
BEING... which enhances agents, brokers

and financial advisors’ professional

AUou MDRT 106 AU Number of MDRT: 106  persons
TUOUTNQA 281 Au Number of TNQA: 281 persons
FIUdU 1QA 282 nAu Number of IQA: 282 persons
1udu CFP 18 AU Number of CFP: 18  persons
AUduU AFPT 95 AU Number of AFPT: 95  persons
Tuou IP/IC 1,404 Au Number of IP/IC: 1,404 persons
AUIUKANFOSDUSUSIV Total number of training courses:
673 nandas 673 courses

yagmiswu...

aJAnNsnqQuawunJu

DRIVING TOWARDS An organization which
cares for its employees
BEING...

FusuwdnIu 1,215 AU Number of employees: 1,215 persons
« 9051 Fi’llOé:EJZJE)JE)’IEJ‘J’IU 12U « Average years of service 12 years

& A A -
yianaswu... dJANSNSUUOYOU
- todiAuuazdiuoadou

DRIVING TOWARDS An organization which is responsible
BEING... for society and environment

NSWE&INSSSSUYI0 Natural Resources

« MUdUNS:0US[FIAA « Quantity of recycled paper:
41,007.60 nlansu 41,007.60 kilograms

« NuounIUA-aUNSIUSS IS « Quantity of reused cloth bags and
AUNaULNTEtMUTA 16,733 Fu food containers: 16,733 pieces
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dhvisne SDG
SDG GOALS

NO
POVERTY

ek

GOOD HEALTH
AND WELL-BEING

INDUSTRY, INNOVATION ‘I PARTNERSHIPS
AND INFRASTRUCTURE FOR THE GOALS

yagniswu...

DRIVING TOWARDS
BEING...

1 REDUCED
INEQUALITIES

A

(=)

v

4

guuzuin1saIuuU
nislunanA1@an

Financial planning advisor QUALITY

1 2 RESPONSIBLE
CONSUMPTION

AND PRODUCTION

O

EDUCATION

g

chosen by customers

lﬁﬂjﬁ:ﬁﬂ”‘i‘)ngnﬁ‘l Customer Feedback

“maluladfdiaiinnuddeeaundanmssmifiu - “Digital technology is of great importance in
g3felugailagu uS¥m nyewwdssiudinais  business operations nowadays. Bangkok Life
wannuazldlselosdanmaluladsvnarnlunns  Assurance should develop and make use of
v‘l’wmwvﬂ'ﬂmﬂﬁwLﬁad\mauwﬁmﬁmﬁ ILA¥U3INNT  such technology to understand customers and
ﬁmaﬂwﬁmmﬁa\amima\a@nﬁmnn@LL@tV;ﬂ“ﬁ"N be able to present products and services which
’i“ﬂlﬁaii’lx'imaumgu” comprehensively meet the needs of customers of
every group and every age range.”
&
d,s:mqna‘)u Significant

- mll el

wyun;-ﬁﬁm Sustainability Aspects

° n’]iﬂ‘%’ﬂx‘mﬁ’nﬂ‘szﬁuﬁmmxﬂmﬁam‘sﬁhgﬁ'\mu e Creating appropriate security for Thailand’s
N:Q\ﬁﬂ (Aging Society) vplszindlng aging society

o wanAuiuazMsl¥Lsms / e Products and services / Create good experience
msselszaumsaiiidsagndn for customers

e MITELBFIUGNAN e Expansion of customer base

o waluladfda e Digital technology

o MILIMIIANINMNWANHAIBNANT e Managing the organization’s image
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(Aging Society) woaUs:inAlny

yinmamemaaiilssinalngazimdhgdeandszannsgeis Toy
NM3ANEEY UN World Population Prospects Tl 2558 wuin
Uszmalnpfidnaulszannsiiengdous 65 Tul whdufenaz 13
ppevszannslneienualud 2563 wazaziiuiuiosas 26 Tudn 20 1
Fremh Ysznauivtszanauluihonuesiidnsiuiianasnnsanms
Winvavdsznslutssmadion

dodoudasongcioUs:ynsnnua (%)
tunauus:zinflotdau

Proportion of the elderly to the entire
population (%) in ASEAN countries

Waldud  sulntide
Philippines Indonesia

danlus
Singapore

Byauy Tne
Vietnam  Thailand

uade
Malaysia

Mn

fiun : UN World Population Prospects (2015)
Source: UN World Population Prospects (2015)

visnFelianuddglunstwavanuduaemenaduliud
Uszanau shomslieudeudhlafifoaumsesmsneusumsiu
sausiioagludeiom viebissmnmuisspznanazaumwdauiiies
woaumasalFiuuvasdudsesdmsu B3l lusundon Snilu
nsdififinseua’n viimaduayuliuszansuiinustlomlaesniaih
Usriuginlanamziiladuasesuazaseanasiuasbiiuaudnomastu
vwiigihviasndnlunseuasidpsnnludauivduans dwsuil 2562
v lssidumssusine Waatuayunseeemasiunsmensiiu

navMsLnEuUeny o

v
=1

Creating Appropriate Security
for Thailand’s Aging Society

Projections show that Thailand is entering aging society. The
study of the UN World Population Prospects conducted in 2015
found that people aged 65 years and older accounted for 13 percent
of the entire population in Thailand in 2020, and will rise to 26 percent
in the next 20 years. In relation to this, the working population will
also decline due to the country’s low birth rate.

Uszuncumisadadauds:zainsingmunauony
Estimation of proportion of Thai population
per age groups

100%

7% 13% 26%

85 Uguld /

Years and Over

50% 75-84 U / Years

65-74 U / Years

55-64 U / Years

25-54 U / Years

Goondi 24 U/ vears
0%

2000 2020 2040

i1 : UN World Population Prospects (2015)
Source: UN World Population Prospects (2015)

Under the circumstances, the Company places importance on
helping to create financial security for the people by providing
knowledge and understanding about the value of financial planning
during working age so that people have an interval of time to
accumulate sufficient wealth that can be used as a source of
reserve fund after retirement. In the case of families, the Company
encourages people to recognize the benefits of life insurance
coverage especially for protection and creating security for loved
ones who are left behind when the head of the family or a member
of the family departs before time. In 2019, the Company implemented

measures to encourage financial security after retirement as follows:

BANGKOK LIFE ASSURANCE PCL.
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\doiufivanushdysesmsssndousiuil Tassjovanowauiuuy
wanfsiineulandgnéniifenldausieiu Jusae thwa 99 gn
ponuuLIniensidawiandmiuFiavasindea Tanaansasu
thunaysvusiony 60 T aufiseny 99 T aunsatdaniithunased 24%
siell wiaTeLiou 2.025% siatfieu LiEndeldianuuuYszAuLie
MIDBNNTWETZBLE UREMTINUNUNMTHUNULUIAR 3B Link

nseeangmsiulssiusaldsaeiugdgele

e lWaensuiudvangguenyuiimilunuiiazasenymsiudseiu
fuzevusaznaniud lawdalomalgnigeismansadnt was
W@enanudnAsasiivanzanfunueald MnAnfiuoussiusinus
emIsulsziuieiveny 65 T uismidihneemeenysuyseiuielv
winiu usnanilumiinsanveaganuduasesdndas mIvene
pgmsfulsTiufbuazaeagamndnasesusnanaztinlamali
geongdlamaldsuanaduasesunniu Sofuiaiasiionseaniis
wazslidgeanguiedumazalsiodusmiiaziiniulusnanld

dodouvasuuuds:nunAuasasiizony 80 Uzull

Tugaaniadunuds:nudda tud 2562

68%

o1g 80 UdulU

o1y 90 Uaul

36%

@

NSLINW
Us:AuGaa

Uudatld Uuaultu 99

Juvunecusud dureuiuiuony 99U
wsouaangoungla
Suuuntusieldadn 40 Joa

Advancement of Company’s Pension Insurance

The Company has developed a product to support the advance
of the Aging Society, as we foresaw the importance of immediate
saving and aimed to develop a product which meets the need of
customers who have different expenditures. BLA Pension 99 has
been designed to prepare for life on retirement. Pension may be
collected from the age of 60 years until 99 years. Choice can be
made for either an annual pension of 24 percent per year or monthly
pension of 2.025 percent per month. In addition, the Company has
developed a long-term endowment insurance and financial planning

via the 3B Link concept.

Extension of insurable age to accommodate the Elderly

In order to serve the Aging Society, the Company has plans to
extend the insurable age of each product by giving the opportunity
to elderly customers to access and select appropriate coverage
for themselves. From the former age limit of 65 years specified in
the insurance criteria, the Company has extended the insurable
age and has, moreover, considered expanding the coverage age
also. Extension of insurable age and coverage age not only gives
the elderly the opportunity to get more coverage opportunity, but
it is also a good savings tool and helps the elderly deal with the

burden of personal expenditures which will occur in the future.

Proportion of insurance plans
which have coverage up to 80 years and over

via life insurance agent channel in 2019

68%

Aged 80 years and over

36%

Age 90 years and over
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Product

Apart from developing insurance products and services for the
elderly, the Company has also developed BLA Prestige Health, a
health product which focuses on all-around coverage for inpatients,
outpatients, emergency room patients worldwide up to age 99
years. BLA Prestige Health has a comprehensive coverage from 10
million baht up to 100 million baht and covers worldwide medical
treatment. Overall, the Company’s health insurances serve to cover

a variety of requirements of the people.

dunw 2011

HEALTH 2011

‘c’;‘;z;‘;zszge 116ou-80U 6U-80U
1 month - 6 years -
80 years 80 years

aNYEU=AIIUAUASDI 2J3UAISNBIY Aemudadou

Nature of Coverage UszinngasAisnu YaIAISNYI

Medical treatment
cost according to

type of treatment cost
NURNAUASD Tne Tne
Coverage Area Thailand Thailand

Products And Services / Create
Good Experience For Customers

Huos:qu...Nu

BLA Presti

FrurunAuIGy Guoate wsdiia 1was

ge Health

S AodoRusnuINIsou @ 02-777-8888
E|. s uazddunuds:udin

Uuoalo Snudaniw

BLA RAKSUKAPAB

AuAsaInasa ArreulsIweIIa sossuAldde
24 2w nolan uga Sua: Aninalulad
601y 990 25,000 uIn mssnuinAuade

www.bangkoklife.com

1gaswad

HEALTH PLUS

6wou-801U
6 months -
80 years

IHUAY
Lump sum payment

Payment in proportion
to medical treatment

Tne
Thailand

A19MSNBINIWASIZIZa 100 d1uuin aseunaunninalan

AunsasAIsny AunsouAI3ny

wewa magdastu uazquagaswniu
i KajooNniNn
Tsaweuia

@ NSLINWUS:ALIG3A

FonAUFIINNG

UJuoald wsdana was

BLA PRESTIGE HEALTH

1M1U-994U
11 years -
99 years

MUY
NUAUASDIFI

Lump sum payment
High coverage sum

nalan
Worldwide
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Apart from health insurance plans with price points for everyone,
the Company has also developed critical illness plans both for
specific illness group, that is, BLA Cancer Max which covers cancer
from treatment stage up till rehabilitation period, and BLA Super
Care which covers critical illnesses which provides coverage for 6
different groups of illnesses, that is, if treatment has been made
for a group of illnesses and reimbursement has been made for that
illness group, it is still possible to receive coverage for the remaining

illness groups.

BLA Cancer Max

919gNAVASDY
Insurable Age

0 - 90 years

aNUUzA2UAUASDI
Nature of Coverage

to conditions

uananiigeldimunuuusziulsaheussununguiinnoass iy
ngugnénsziungs shliflidoyseiudeishasannsilideeiisumu
sumsie uazusndeldsuduguimsgsnssafiinnnaiainng
Usziunguinang

uU 2562
us¥nidgnionsusssuus:nu
dunmwua: Us=nulsnsigusy
twuzlu +8.6%

usnwna -90 U

dadaugariusubuenus:iune uazsu
Argaesiedunudouls

Proportion of sum insured and
receive daily compensation according

i 4
Tnsinis ULDALD LLAULYDS llUﬂt)'

ﬂUﬂSGJU 1S3 lC'IUllUﬂU D'IJh.[('IlC'IUﬂ
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e SULJUFOWYSAVIUFIFN
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_

AunsaalsAu:S*

asowulsauasy  Wisnwddugioetu
Wunsiusn SuGugawesiedu

@Fod30n

g sterDAIAUASDI
il TsAuxiSs

Sugignduas

Goulamssuds:iusio « Ins.rms Tuoatd unuwos l\umx = naunauﬂmm\dsnuhn Tuoate Quh uas ﬂmnmwumu  Guoato (Weid unuwgos Tuoato 1063 uAuwos
ua: Guoawo Bud uAUS « Tuoatd wauwos ubng livnng
1 nsusssy Tog

G Guoao tWad Jifiu 3,000,000 b

Gadofunudssiudsa rSoRUEnumsGu EixaE
Rdnnulin uasaveussnRaUssing

Ins.02-777-8888 G

www.bangkoklife.com

@ NSLINWUS:ALGIC

aannun:nuaumnnm
BLA Super Care

1U-80U

1 year — 80 years
Fusuiiuends:zAunsvaiuciaznaulsa
(sou 6 ndulsn)

Sum insured of each illness group
(altogether 6 illness groups)

In addition, we have developed a group critical illness plan for
direct sales to group insurance customers with lower premium as
there is no sales cost. Our Company has moreover been chosen to
manage the business transactions arising from the group insurance

welfare.

During 2019 the number of
health and critical illnesses
Insurance policyholders of
our Company

increased by +8.6%
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o

e EVERYCARE BEFORE 13msfmuusihdumsunnimalndnd i
mehuszmalnsuaziiongmeszme

e EVERYCARE SPECIAL U%m{[ﬁﬁa;daLﬁmﬁuﬂmuwmma (Medical
Service Provider Referral) 8171 lsswenina A&tin uwnwnd uasviumunme
vimasssvhensdnifusesdiunmsdnmuuugiheluluselssme
svsuifionsusysiiSeulurnudunses

e EVERYCARE AFTER USmsdnisdenaviionusziuiodninesilu

Taowenina uaziAnmedsvanunumaniaualuszasini

>

BLA &
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Hostencu... nNFaJwa

‘
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dmsunnwe nnde
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EveryCare DanAmnaiuisn
@usn1s sau 50,000 AU
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Development of system to serve

health group customers

The Company is collaborating with a company which owns an
assistance-rendering network worldwide under the BLA Every Care
project, where health insurance customers can get 24-hour necessary
supplementary service with worldwide coverage. In 2019 when the
BLA EveryCare project first started, the services provided to customers

consisted of:

e EVERYCARE BEFORE, medical advice by phone service both
within Thailand and while traveling abroad.

e EVERYCARE SPECIAL, medical service provider referral for
hospitals, clinics, doctors and dentists. Money is also advanced
when necessary for policyholders to get treatment abroad if the
insurance policy contains such coverage condition.

e EVERYCARE AFTER, a service which prepares the insured for
hospitalization and collaboration in finding nursing care service

during rehabilitation period.

‘

BE PREPARED,

BEFORE ILLNESS STRIKES... o ..
Medical advice by phone .' .
service both within Thailand °

and during travels abroad °.

WHEN ILLNESS STRIKES,

REST ASSURED

Money is advanced for
medical treatment when you
are hospitalized abroad

CONTINUAL LOOKING AFTER,
WITH WARMTH AND CERTAINTY
Transportation service
to-back after hospitalization
Provides information on
clinics and nursing homes
during rehabilitation

During the first year of BLA
EveryCare Project, a total of
50,000 customers

were able to use our services

The Company is determined to make our retirement product, health
product and health service have a part in enhancing the quality of life
and reducing personal expenditures of the elderly and thereby easing

the burden of healthcare expenses on the public sector in the long run.

BANGKOK LIFE ASSURANCE PCL.
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visnanushduimssuilvanadniiuuasdaiauauuszssgnd
FolFingasnumssuEesiesSouiinanvay afi dineulva
dtinuUENY WALAUELINIgNAN (Customer Service Center) TIuH
mMaiALnIzuuMImItunusy B Fuuiesuilsilymassgnén
uazansaudlailymdiud Tneusinldusuldssuumsuimsinns
FoAniureIgNALULATLNAT (Closed Loop Feedback) WUy
NIINMIRNEINMIATNANNYNWULBIGNAN (Customer Engagement
Committee) fisnsnsonTaaausazinaumsud ailawmiedesosdeou
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Create good positive

experiences for customers

Creating good experiences for customers involves the potentials and
attention of employees, life insurance agents and financial advisors,
applying technology and innovation to create products and service which
can actually meet customers’ need, and there should be a channel
to receive customers’ opinions and suggestions for use in continually
developing and improving the Company’s products and services. In
this connection, the Company has handled the following main aspects:
1. Create culture of placing importance on customers
2. Applying technological innovation
3. Enhancing the level of servicing

4. Create relations with customers who are policyholders
5. Develop the potentials of life insurance representatives

Create culture of placing importance on customers

The Company gives importance to hearing opinions and suggestions
of customers and have, therefore, added various channels for receiving
complaints; for instance, the Head Office, branch offices and Customer
Service Center. We also developed an operation system for receiving
complaints in order to hear problems our customer face and can solve
them right away by applying a system called the Closed Loop Feedback
system, which manages the opinions of customers and passes them through
the Customer Engagement Committee who can check and follow up to
solve the problems or complaints as well as find solutions to prevent them
from reoccurring in order to develop and adjust the service continuously
and quickly (for policies which require no medical checkup). This creates
opportunity in accessing stability through life insurance which helps increase

channels through which the public can access financial service.

Ns:UIUMSINNISToS0ISBUAUGUSNISaNAT (Customer Service Center : CSC)

Sunsiudasaliseu / Jins1zKs=audosalisuu

Level 1 dntunis / Waistuiloe CSC
Processed / Considered by CSC

o Ainsiognéniiiasasiasey
uaziguayaionungnd

o aEUMNUsELURN LAY

e Contact customer to negotiate

LEUBHLIINY

and offer options to customer
Usziuginnannn
Submit to Life
Insurance Executive
Head of Life
Operations Division
for consideratioin

o Make additional enquiry on
complaint issue

gnAudaiaua / nMaidan
Customer accepts proposal / option

foIGE|
Case closed

5,

e ANA1
a

R somsiSosdulnsioUiins . e Aln.

Ve o naugnen LBDU 3nN1998309L381 ﬂﬂﬂ’mﬂﬂumn’ﬁﬁﬂ\iﬂ’l\m'ﬁ‘ﬂ’lﬂ UATHITHY

nawnifiunsmai na.n. M

LBDU customer group deals with complaint by Sales Channel Operations Sales Distribution

Operation Department deals with complaints from LBDU customers. There is a timeline

stipulated by the SEC. with operation duration according to stipulation of A.9.A.

Acknowledge/analyze level of complaint

sombeLBuRTaN
(apy ksl / Sulvm
1NN N5, 1% / NS
LBDU yAang Suﬂ})

UANANMNAUNT / Wan1sRaNIUN

Tufinnanmsinsanlunzideu

Level 3 1dU9QUSHISS=0UE)
Submit to Customer Engagement Committee

Level 2 Unduawalstun
Submit for consideration

wupnysnagEamsnainsan
Submit to President
for consideration

Submit to other units for
consideration (Examiner Audit,
ApplicationUnderwriting/Indemnity
Claim Approval, Policy
Management, Accounting/Finance,
LBDU, Personnel, Others)

udomaliigndn / eun. nsw

Customer accepts result
of consideration

AUINIURIIUADUNAY

Feedback from Consideration Unit

andduwaRanIan
Customer accepts result

Notify progress / result of consideration

of consideration

e Customer

e OIC

Record result of consideration
in registration

fIGE|

Level 3
Case closed
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Website Mobile E-mail  Facebook Website Mobile E-mail  Facebook
App / LINE App / LINE

28% 4% 7% 61% 32% 2% 21% 45%
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tv_\;uﬁu +71%

Increased by + 71%

Applying Technology and Innovation

The Company sees the importance of providing service to customers
so they can experience fast process when taking out life assurance. We,
therefore, put to use the mobile application technologies SmartGo and
SmartApp to present important product information to customers so
they can apply for life insurance and receive notification concerning their
application within a short time.

In serving customers who take out insurance, the Company has
developed a web application SmartCustomer on our Company’s
Website www.bangkoklife.com and have developed the Happy Life
mobile application for more convenience in providing service via the
customer’s mobile phone or portable device at all times and everywhere.
The Company divided the development into different phases for speed
in servicing our insured which enables us to improve the convenience in

using and continuously increase service to the insured.

Upgrade of our Services

The Company has improved and developed our service process
to enable customers to receive more convenience when contacting
the Call Center by extending our service to 24 hours. Apart from
telephone contact and operation through the technology applications,
the Company has assigned to our Customer Service Center the
responsibility of inclusively servicing customers through other channels

as well to ensure the same standard of service.

woltivmstAangasusuanglnsié Call Center 10a/J
The Trend of Average Incoming Calls made to Call Center per Year
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With respect to services concerning health and critical illness
insurance, the Company has developed a hospital partnership
network and improved our claim process system in order to
increase efficiency in servicing our various health insurance

customers by

Development of Network Hospital System

In order to meet the various customer requirements the Company
has cooperated with 281 leading hospitals nationwide (Source of
information www.bangkoklife.com) so that customer service will cover
every region, with special services for the Company’s customers
when being treated at partner hospitals, such as, not having to
advance money for treatments when being treated at our partner
hospital. In this respect, the Company has made a Memorandum

of Understanding with various hospital to expand these services.
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Bangkok Life Insurance PCL and World Medical Hospital jointly signed a Memorandum of Understanding (MOU])
to provide more convenience and present high quality health services to insured customers

uanantiu vsEndladalwinisuausneta Hospital Award Wi
lssnenagduaissaniuenszaunisuinslususiieg du
Usslamisiagfionsussnissiuganmweeuism

Furthermore, the Company organized a Hospital Award
presentation to our partnership hospitals to jointly upgrade various
aspects of services which are beneficial to the Company’s health

insurance policyholders.
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Following hospitals were presented a Hospital Award in various
categories

World Medical Hospital, Piyavate Hospital, Bangkok Hospital,
Chulalongkorn Hospital, The Thai Red Cross Society, Bumrungrad
Hospital, Aek Udon International Hospital, Vejthani Hospital, Yanhee

Hospital, Overbrook Hospital, and McCormick Hospital.

e Claim System

The Company foresees the importance of servicing customer
concerning indemnity claims and have therefore developed the
Claim System to allow hospital officials and indemnity assessors to
communicate quickly with a real-time notification through the system
together with display of insurance coverage so that hospital official
may check the customer’s indemnity right without having to contact
the Company via phone or fax. This results in an indemnity claim

process being more accurate and quicker.

In 2019 the Company

paid various benefits and
Indemnity claims to

more than 600,000 insured

e Building Relationships with policy holder

Bangkok Life Insurance set up the BLA Happy Life Club to enable
customers and their families to feel satisfied and appreciative of
financial and health planning efficiently through various customer
projects and activities which enhanced family happiness, financial
knowledge and good health. In 2019 the following activities
encouraging the creation of financial security and health promotion

were organized:

— Promotion of Financial Knowledge : Various knowledge
supplementary activities were organized by, such as the nationwide
Money Expo; financial planning services were also provided by
the Company’s agents and financial advisors along with issuing
of informative magazines to give financial and other knowledge
to customers.

— Health Promotion : The company arranged annual physical
checkup for qualified customer groups as well as organized
BLA Every Care project to augment our service of looking after
customers’ health. Furthermore, customers received the opportunity
to participate in the various health promotion activities organized by
the Company such as the Bangkok Life Assurance Half Marathon
or participated in health organization seminars arranged by the
Company for customers. In 2019, the Company participated with

partnership hospital to provide knowledge to the public; for instance

BANGKOK LIFE ASSURANCE PCL.
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e Bangkok Life Assurance cooperated with Piyavate Hospital in
organizing activities which provided knowledge on behavioral
change together with studies on blood sugar control, reducing

risks of diabetes, and tips on healthy living through good nutrition.
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e Caring for health activities: In cooperation with Sukjai Bodyfit
Wellness, invited Club members to restore their bodies to full
fitness with better quality of life in the midst of nature at Sukjai
Bodyfit Wellness, Saraburi.
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The Company promotes continuous service through BLA Happy

Life application and LINE Official in order to completely turn into
InsureTech. In 2019 BLA Happy Life application can be considered
one of the main digital transformation projects. In this respect, in
2019 services which are convenient and fast for customers on Mobile
Application and LINE consist of:

1.Customer privileges and thank-you activities (CRM): Customers
may redeem their rights anywhere and at any time and can follow
news on activities for customers which the Company has prepared
or choose to read E-magazine as well as use the Personal Assistant
service which gives 24-hour service; customers can access this
service anywhere and at any time on the stated application.
2.Information on insurance policy and advisory service
concerning appropriate insurance coverage: Customers can
always access their own insurance policy information through their
Mobile Application and LINE. Furthermore, customers may notify
their intention to alter the policy and claim indemnity as well as
make their annual premium payment and check the status of their
indemnity claim. Moreover, there is a service advising appropriate
insurance coverage for the customer supplemental according to
each customer’s requirement.

3.0ther services, either concerning information for contacting the
Company such as searching for branch offices or for partnership
hospitals, these channels can be used for the search anywhere and at
any time. In addition, with respect to documents, the Company has
a download service for various documents and forms such as a

certificate of insurance premium payments, etc.

At the end of 2019, Mobile Application and LINE totaled
approximately 57,000 downloads and 3.5 million respectively.
The Company places importance on upgrading steps in
conducting transaction and service with innovation and
modern technologies which can create good experience and
actually meet the different needs of customers of each group.
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e Enhancing life insurance agents’ potentials

Under the context of operating business in which technology and
innovation play significant roles in carrying out the Company’s business
and impact the needs and new lifestyle of life insurance agents, the
Company has introduced technology to help promote the work of the
life insurance agents with respect to storing and presenting information
to customers, participating in trainings and seminars and acknowledging
information which are more easily accessible. This is for the benefit in
of supplementing the knowledge and developing skills for providing
in-depth service through BLA Station Application which is a digital
system developed in 2019 for life insurance agents. The contents of

some subjects can also be accessed by interested public in general.

41udu CFP 18 AU
Number of CFP 18 persons
F1usu AFPT 95 AU
Number of AFPT 95 persons
F1udu IP/IC 1,404 AU

Number of IP/IC 1,404 persons

Expansion Of Customer Base

The Company aims at expanding new customer database by
conducting transaction through first-class technology in order to transmit
the best experience to every group of customers. The mentioned
operation not only will enable the Company’s customers and stakeholders
to gain access to life insurance services more readily but will create

growth both for the Company and the economy system of Thailand.

Expansion of customer base

through digital platform

As the new generation are leaning more towards digital channels to
carry out various transactions, the Company has developed online sales
channel to present products which meet the need of the new generation
such as savings insurance plan for tax deductions and critical illness
insurance plan. This means that they can independently decide to take
out insurance coverage throughout 24 hours, resonating the lifestyle of the
new generation. Although online channel is only at its beginning stage, it
still provides an alternative channel for the target customers. We expect
this channel to grow in tandem with the needs of the future generation
when the customers can make a decision to select the insurance plan,
enjoy policy services, make premium payments and claims via a digital

system.
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Expansion of customer base

via partnership network

To enhance the organizational potentials and capability, the
Company has been continuously building up partnership and
cooperation network with external agencies with the expectation
that the cooperation may strengthen our competitive capability and

channel of business operations for the Company’s customers.

Direct sales channel,

Sales through partnership
network channel, and Digital
sales channel increased by
+8.1% in 2019

Digital Technology

Presently digital technology plays an important role in business
operations and creates a competitive edge. The Company has
formulated the Digital Transformation policy in order to digitally
develop through the creation of one-stop service digital platform
as well as an ecosystem for life insurance to enhance life insurance
service and move towards a paperless society in the future.

In order for the application of digital technology in the organization
to fulfil business operation strategy efficiently both in respect
of operation, for the use of various information to support the
changes of the changed business operation environment and
changed consumer behaviors, and for the endorsement of emerging
businesses of the future which will result in the businesses being
competitive and growing sustainably, the Company therefore plans
to develop the basic digital structure to support the strategy of
the Company’s operation both short-term and long-term, with an
operational duration for the plan of 3 years from 2019-2021.

This digital plan is divided into 7 parts, starting from laying down
the foundation of related work systems up till until development of

the personnel in the organization, as follows:

1.Data Management Foundation:

This is a development of the Data Warehouse and equipment which
are used to manage the format including the receiving-transmitting
of information which is suitable and efficient in order to support the
analytical work.

2.Tracking Online Data:

This will be used to develop and improve the system and display format
which meet and support the users’ requirement.

3.Personalized Customer Journey:

This can be used to present various information which matches the
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customer’s interest and provide good experience to customers and
prospects.

4.Al Projects for Backend:

This is used for data analysis and evaluation as well as services support.
5.Digital Transformation and Al Training:

Technology is used to increase efficiency as well as training personnel
in the organization in order to create understanding and build up skills
for working under the new format.

6.Build an in-house Team:

Build an in-house team which is adept at using analytical information
to develop and bring technology into play in the organization.
7.Develop an Al Strategy and Develop Internal and External
Communications:

Ensure that internal and external communication takes the same

direction to enhance efficiency in operation.

Throughout 2019, the Company had made preparations for the
structure of the system and set up a digital technology unit and a
platform development committee to lay down the structure and develop

the digital work system which are in sync. These of the following:

Digital Sales System

The Company foresees the importance of building a platform
where customers can find product information, compare prices and
even buy products via online channel. We have, therefore, created
the Smartinsured system; customers can choose to study product
information which corresponds to their own needs. There is also a
tax calculating tool which leads to an introduction of the product
suitable for those who engage in a tax planning. We are the first
company in Thailand which can offer life insurance product via online
channel as a full-service sales process to respond to consumers
of the digital age. Customers can access information concerning
benefits, coverage, insurance underwriting conditions and coverage
exclusions, and calculate insurance premium by themselves which
can be considered a transparency which customer will obtain before
they consider and decide to take out insurance. Every process from
selection of coverage plan, payment and acceptance of policy can
entirely be carried out on the online platform which is one way of
reducing the use of natural resources.

The Company’s online sales channel has been developed, and
continuous improvements have been carried out in order to make
it more convenient for customers to buy online insurance. There
is a reliable process which verifies identify through e-KYC or
electronic Know Your Customer technology. Also development and
improvements ensure that customers receive good experience in
using this channel where access is supported by various devices

such as Smartphone, Tablet, etc.
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Market share of

new Premium payment
through online channels
In 2019 equaled 9.5%

Digital Service System

Besides providing service through digital channel by which
customers can carry out transactions by themselves, the Company
has proceeded to install a Data Warehouse along with adding and
correcting information in the database so that it is accurate and
current allowing various internal departments to retrieve the data
for convenient and speedy usage. Furthermore, there is a plan to
extend this project to include prevention of insurance fraud as well
as automatic underwriting in which the system can approve an
insurance application and issue the policy number quickly if it meets
the stipulated underwriting conditions. All these steps require no
further human consideration. Also, the data will be used in Actuarial
work so that the Actuary may retrieve the data for accurate and
speedy usage.

In 2019, the Company was awarded the ISO/IEC 27001:2013
Certification in the field of Information Security Management System
for the 2™ time which includes management and operation of the
main computer center and the reserved computer center, software
development in life insurance business, operation of life insurance
and group insurance, operation of branch offices nationwide, so
that there is database storage security and protection of customer

data from cyber threats.

46 SUSTAINABILITY REPORT 2019



o0 0000 0 0

NISUSHISIONISNIWANUOIDIANS

dviigshadavinBayAonansznuannnsudviuniegsia A
Wasuudasuazimgmsalineg - UiEndedevinuanususaly
msufiasanmswdsuutassine daidasuaznmwdneaivevavinadiu
doiivsinlianusduaz dunilslugnsmanifazlslumssuions
Waruwlasene megsia Fedpvrasesdnstielitiaenandesiulu
wuulsziuzoadEn uazdeliiiaanaiinyniusswiegndiuuism
Fardvsuaznmdnualfudeivsnglulagnénnguiihmsnedifedes

SLuLqumﬁmmim\maqwﬁ‘ (Strategic Management) 78vYU3EN

o 1

fusmsldmmualifimsszifiunazasasaudaidusuaznwanual
POVLTEN ViAuARLaTANNARLiuTavgnA nauihvany uwavEiisau
Tidusner wsldlumswannusumsdidumslunsiaansiianuen
gpenwanmaiuiEn nnnesdnentul 2561 wudiszanasundl 99%
Fnnqmmisziudin Tunsi 36% Wingewmmusziudiniunmn

fumnaniuyey

e e 0 0 0 0
e o0 0 00
e e 0 0 0 0

Managing the Organization’s Image

What a business must face is the impact from business
competition, various changes and situations. The company must
therefore enhance its ability to cope with various changes. The
organization’s reputation and image is the thing which the Company
places importance on and is one of the strategies used to deal with
the various changes in business. The organization’s reputation helps
create trust in our insurance products as well as helps create a
feeling of attachment between customers and Company as reputation
and image appear in the mind of the concerned target customer
group.

In the Company’s Strategic Management, the management has
stipulated that there be assessment and checking of reputation
and image of the Company, attitude and opinions of various
customers, target groups and stakeholders which will be used in
the development of our communication action plan for the value of
the Company’s image. The study in 2018 showed that more than
99% of the people knew of Bangkok Life Assurance while 36%

viewed Bangkok Life Assurance as a brand they appreciated.

2

agtgsa U 2561 (laswaa 2)
2018 Index (2™ quarter)

dodaugasdnou
Proportion of Respondents

Ms$innsainwus:Auddn
Knowledge of Bangkok Life
Assurance

99%

msiuuusudngugou
Appreciated Brand

36%
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In 2019 the Company organized a survey for use in planning the
creation of strong Reputation and Image of the Company as per our
Strategic Plan. It was found that according to the points of view of
the target group, the Company’s strength lay in our long established
stability, our expertise with respect to finance and insurance, our
nationwide branch offices, the good services given by the Company’s
life insurance agents and financial advisors, and is a Company which
reimburses the indemnity easily and without problem. Nevertheless,
part of the target group were still confused about separating Bangkok
Life Assurance from the financial business group, and in some areas
there was quite low knowledge of the Company compared to other
large-size life assurance companies. The Company used the result of
the survey for further Strategic Plan in creating image.

As for 2019, the Company had specified communication plan to
support our way of operating our health insurance. The Company has
launched some new health insurance plans to cover the requirement
of every group of customers and have developed the BLA Every Care
project to increase health service for holders of the Company’s health
policies. The Company, therefore, communicated to create knowledge
in a new health insurance plan, BLA Prestige Health, as well as
continuously participated in various financial activities in order to create

an image of being an expert in providing financial planning advice.

prestige

i\
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Social Feedback

“Society expects institutional investors to
help support the development of Thailand’s
infrastructure and give importance to investing
in business which creates positive impacts on

society and environment.”

Significant
Sustainability Aspects

e Thailand Future Fund (TFFIF) investment
e Thailand Sustainability Investment
(THSI) and Thai CG Fund Investment

e Green Bond Investment
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Sustainable investment means investments which take into account
the all-around impacts; that is, apart from considering the result
to be received and the profit-making capability of the business,
social, environmental and good governance impacts also have to be
considered, as finally these factors will affect the sustainable growth of
the Company. Presently, investors, especially institutional investors and
foreign investors, place more importance on investing in companies
which have trends in carrying out their business credibly and for the
sustainability of both their business and society on the whole because
they expect the companies they have invested in to be able to carry
out business with sustainable profit, with good governance, and to
take part in supporting and developing society as well as be able
to create returns on their investment appropriately in the long run.

With respect to investments by companies which operate life
insurance business, the investment involves investing money obtained
from policyholders appropriately in order to get returns which are
consistent with the benefit obligations which have to be paid back to
policyholders in the future. Life insurance companies therefore have
the obligation and responsibility for the long-term commitment made
to policyholders. Therefore, the investment strategy must adhere to the
principle of financial security as a priority together with caution and
responsibility in the investment.

Bangkok Life Assurance foresees the increased importance of
sustainable investment concept and believe that this concept will result
in the Company receiving appropriate returns from the investment
and at the same time can reduce the fluctuation from the long-term
investment. This will also create benefits to society at large where
we are living and operating our business. Therefore, the Company is
placing more importance on considering the social, environmental and
good governance factors as well as the various basic factors of the
companies which we will invest in to make sure that the assets we
are investing in have suitable basic factors, with good governance in
their business operation which creates positive impacts to society and
environment. In this respect, the Company has invested in the Thailand
Future Fund (TFFIF), Thai CG Fund and the Green Bond Investment

as per the following details:

Thailand Future Fund (TFFIF) Investment

There are many country development policies which are essential
and urgently need to be carried out especially infrastructure projects
to support city expansion and the country economic growth, all of
which are mega projects requiring high investments. During the past,
the sources of funds principally chosen by the public sector were loans
which resulted in increased public debts. The government therefore
had to manage these fiscal burdens and simultaneously invest in
developing the country’s infrastructure. Raising money through Thailand
Future Fund (TFFIF) was thereby established as an important part in
the development of infrastructure activities as well as raising the quality
of life of the public. The Company sees the importance in developing

the country’s infrastructure, in public debt management, and in raising
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Bangkok Life Assurance PCL'’s capital assets as of end of
2019 equal 323,787 million baht, categorized into investment
in government bonds at the proportion of 42.9%. The
2" highest proportions was the investment in private
sector bonds and equities with investment ratios of 34.3%
and 8.8% respectively.

e The proportion of investment in private sector bonds which
are listed in THSI compared to total investment in the private
sector bonds = 50.6%.

The proportion of investment in Thai shares listed in THSI,
compared to total investment in Thai shares = 66.7%.

the level of the people’s quality of life and has, therefore, participated
in continuously investing in the Thailand Future Fund (TFFIF) since the
start of the Fund on 30 October 2018 until now.

Thailand Sustainability Investment (THSI) and Thai CG
Fund Investment

As the Company anticipates the importance of sustainable investment
concept, the analysis of the Company’s investment, therefore, places
importance on analyzing the sustainability of companies which we will
invest in. We have in this respect invested in companies listed in the
SET Sustainability List produced by the Stock Exchange of Thailand
which had chosen registered companies which operate their business
with environmental awareness, with responsibility to society and with
good governance. Companies chosen under the Sustainability List can
be considered companies with potentials in operating their business
who are prepared for future changes. The Company is also investing
in the Thai CG Fund Investment which is a Fund which invest in equity
instruments of companies with good corporate governance, operate
with transparency, and had clear risk management methods, as well as
companies which have been certified as members of Thailand private
sector’s Collective Action Coalition Against Corruption (CAC) with CG
Scoring by the Thai Institute of Directors (IOD). The Company has
invested in the Thai CG Fund Investment managed by SET Mutual
Fund Co. since 2018 up till the present time.

Green Bond Investment

The increased trends of using renewable energy as well as clean energy
both on global and national levels with encouragement from the public
sector, combined with development of technologies which help produce
renewable energy more efficiently and coupled with the decrease in
manufacturing cost, generated more and more interest by the private
sector to invest in clean energy business. Also, as investments in energy
always require high cost, the private sector issued Bonds to raise
money for use in environment-friendly projects under the specific name
of Green Bond which has the same characteristic as ordinary bonds.
Our Company has been fostering environment-friendly businesses by
investing in Green Bonds issued by the renewable energy group as
the energy is clean and environment-friendly such as solar energy,
wind energy, and others which concern continuous preservation of the
environment. We have continually invested in Green Bond since the

year 1995 up to the current time.
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Employee Feedback

“The entrance of technology has a high impact on
the roles and duties of employees. The Company
is thus requested to give opportunity to employees
at every level in developing skills and potentials for
working in the digital age so that employees may grow
alongside the Company. We are prepared to adjust
to new working methods so as to conform to the

vision and goals of management and the Company.”
Significant
Sustainability Aspects

e Development of personnel’s potentials and
human resources planning

e Organizational culture and values

e Creating bonds within the organization

e Searching for and preserving personnel with
potentials

e Employees’ health and safety

e Good Labour Practice
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Developing Personnel’s Potentials /
Planning of Human Resources

Technological changes plays a critical role in business operations
nowadays. In 2019, the Company decided on a strategy called Change
for the Future which will drive the organization to stay abreast of
technology development. Management and human resources planning
are significant, and the Company is therefore thriving to develop the

potentials of employees at every level to be prepared for future challenge.

Creating Potential Skills for the future
of Digital Culture / Big Idea /

BLAST / Design Thinking

Stepping into the digital age necessitates alerting employees and
agents to welcome innovation. In the past year, the Company encouraged
the formation of the BLA Synergy Team, known as BLAST, which is a
team that gathered the Company’s new generation and gave them the
opportunity to initiate, create, improve, and change work procedures
within the organization as well as the services given by customer
service, agents and partners to become more efficient. BLAST comprises
employees from various work units, resulting in all team members being
able to contribute their diversified views, expertise and skills, and these
differences enabled BLAST members to help one another analyze and
initiate projects that could cause changes to create energy in their design
thinking which led to positive and beneficial effect on the Company.

One of the creative projects generated by BLAST was the Big Idea
Competition which gave employees the opportunity of competing in

presenting their concepts through the following procedures:

1. Look for problems in the work routine or in the organization,
either small or large

2. Analyze the problem faced

3. Present the project by pointing out ways to solve the problem
and applying innovation to carry it out. This competition
was well received by employees and 25 projects were entered
in the competition. Subsequently, all the competitors had the
opportunity to be trained and increase/elevate their skills and
knowledge in:

- Health Startup business — Chiiwii has the aim of acquainting
employees with a business startup which is an emerging
business model that also helps supplement the concept that
health business is not restricted only to hospitals, one of the
organization’s partner.

- Idea pitching, with the aim of educating employees in the art
of presenting ideas accurately and concisely so that it captures
the audience’s interest.

- Presentation skills, which aims at enhancing employee’s skill

in making a presentation.
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The following first 5 winning ideas will be developed into the Company’s

projects:

1. Data Book and Agent Tool project from Big Data which gives warning
about indemnity claim frauds.

2. Employee Relationship Enhancement project by using a wearable
device to follow up employee’s health data as well as work stress

3. Health Care Platform project to help facilitate customers in finding
appropriate nursing homes and clinic as well as medical personnel.

4. Project to confirm receipt of Insurance policy through mobile
application for customer’s convenience which reduces employees’
work procedures as well as the use of natural resource of papers
and postage cost.

5. BLA Channel Project which is communication through YouTube
Channel and Facebook to allow people access and become aware of
the importance of life insurance; it also acts as a source of various

lifestyle information.

Potentials Development

Training Course on Design Thinking
Process for Executives of all Levels

Customer needs and behaviors nowadays can change rather
quickly. It is the Company’s aim to instill in employees the need to
understand customers’ actual problems and requirements without
clinging to products or services to create an efficient, new form
of working process. In this way, they can present products and
services which truly meet customers’ needs. The Company therefore
designed a training course on Design Thinking Process for employees
of all levels and implanted this thinking process starting from the
overall picture of understanding customers thoroughly, searching
for ideas and concepts for testing, using oneself as role model, and
testing the idea. The Company believes that this design thinking
process will help propel employees’ initiative concept, leading to

innovation which will help develop and improve future operations.
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3" Sep

DAY 1

Ideas Generation
Who are your
customers?

Design Thinking
Process - Empathize

Learning Journey : From Ideas to Product / Service

17" Sep

DAY 2

Is it worth it?
Design Thingking
Process

- Define

- Ideate

Customers, Delight,
Approaching
Customers

18™ Sep

DAY 3

Business Model
Partners

Competitors

World Market Business
Working Team

Check the Facts

BANGKOKLIFE
ASSURANCE

25" Sep

DAY 4 PITCHING

Design Thingking
Process

- Prototype & Test
Presentation

Present your work to
BLA Management

viEnldyaiiunawannwineu wazasulandanudoaniszeenis

o

Walnauodw suivanssnusian (Core Competency) &NTINUL
Ii I (Leadership Competency) ANIIOUTNLILTIVI] (Functional
Competency) UWAZNAENSUDIBNANT (Strategy) KIUNTELIUMTIAIN
LHUNMIRNDUINLASWAIUNWIENNIY (Training & Development Plan)
Tnefidunsulunssnifiunsmsusnismanusidulunmsiineuss
(Identify Training Needs) ?9dUARZFALAUSNIUNIUIZTLUNNTUIZLEU
namaufifviulasfivduiymuasdnfneusauasiannyasing
MITAVLLWNUURNDUINU T3 (Training Yearly Plan) n199anuiuy
uasWRIMANgAIANaUIH (Design and Develop Course Outline)
MSUSNSLATINSRNBUSN (Training Management) Wazn13AAAN
LazUILIUNANIINNDLIN (Training Evaluation and Follow Up) Toe
iweniEmavdaguuuillumsiannyeans mauenumsnzaees
dlovnuazfidneusy doil

The Company aims at employee development and meeting
the needs for career development as well as Core Competency,
Leadership Competency, Functional Competency and Organizational
Strategy through our process of Employee Training & Development
Plan. The process involves identifying the training needs of each
position, performance evaluation by the supervisor and the training
and personnel development section, annual training plan, designing
and developing course outline, training management and training
evaluation and follow up. Method or form used for the personnel
development is selected according to the suitability of the contents

and the trainees as follows:
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e M33nausumMaly (In-house Training)
Toweanuunvdngmsiivanzasdmsugisou Seimsanannasssous
uazannndulumsiineusy (Training Need) finmsassmineans
fifenadenudmm sUuuunszuiumsBoudiivenzas welw
wiinouAnanaduagineglunmsinuiatu Hunsiaundnenw
winuiidenadnsianonedns
vananiiussmdesuiuluiesmslienaifenionandur uas
mMsnvuRunIiusgeseudn teliyaansldhesdanaiiilisy
tullHlumsufiieu masiuiin wassvaansomesunianadg
AseUAT fue wazdonn LilaliTaunwEiniiaduls
e NN3IBUSHNBUBN (Public Training)
Wumawanansdmesimdnlaeassesewiinnuiiesfoeiann
auFinszemasngliiudemsuwasuulasiiedy eiiaany
ufoodwiiwiandwsumsviheuluusazsmuwniseustnouiade 9
azvhlasAnsfiypannsiifianudinszenasunalnouiads
o MSWRILIAULEY (Self Development)
dunsdalomaldduimsuazmiineu ddnsmanuiannumsy
ANNSANYG 1BU NMIBvTiiEe anudnndumesiiiln visuvas
a3ty muenadssmslasBandnmssoudmussads uazh
auanuasuiFsuideiunaziu deednliguimsuazninauldii
wualefsmnuAnaseasdluig tiaumsgadssmeenuAnuay
ihanlflumaheulassulasensieg soswssn
wananil uismdeinsdaadnliiumiinaulunmsidiimsegs
dunu/geislunazsidszne wasfinausuanudmeduizms
woiliAendasiveulaenssuazlneson sanivlimsaiuayumsdnm
vangnsmesuiTdwsineg faztiesiusyumsiidugsiavesydsn
Tuszpzen wu LOMA (Life Office Association), ICA (International
Claim Association), CFA (Chartered Financial Analyst), CISA (Certified
Investment and Securities Analyst), AFPT (Associate Financial
Planner Thailand), CFP (Certified Financial Planner), ASA (Associate
of the Society of Atuaries), FSA (Fellow of the Society of Acturies),
IC (Investment Consultant), IP (Investment Planner), TOEIC (Test
of English for International Communication) Lﬁaﬁmmmmﬁmm
snsnsnveswinouiifiagluilagiu Wndessuiefuammmsugedily
anamnssuatneasiaNs uazfeiununsdmisruunsiiounisaau
rudppoulatl (E-learning) afiudndasmslumaiannenadana
§N3N3aTevyAAINTaENEsBY
MITAVLNUNMIHNDUINURSWARNWIENNU (Training & Development
Plan) vasuisminfiunmsanndnsnmwiazifisyuanag euaianso
vinuz Inswiumswannethese flasuazasnadesiuanuiiiulums
Tineusnpaswinen waliiiulanmaluladluifagiuuazemnan
Yszneuluse
o nangAsNAIIUTAY (Core Program) umangnsfisuounn
FIUANNT ANNENNTD TINHE UASTAUAR TDIWHNUNNITZAD MmN
AN330ULMAN (Core Competency) T89B9ANT MwlATIETNMANGAT
Hnausuyszansumle (Training Road Map) lHUnangns Company
Basic Knowledge #3aviangnsniemungvany

e In-House Training. Courses are designed to fit the trainees on
the basis of their aptitude and training needs, while trainers are
selected by their knowledge and expertise on the subject, with
appropriate training format and process so employees can benefit
from the training and have better working skills, which is a way
of developing employees’ potentials with good consequences to
the organization.

The Company also focuses on imparting knowledge about
products and comprehensive financial planning to enable personnel
to utilize the knowledge gained for their work, their living, and even
transmit it to their family, to the community and society thereby
generating a better quality of life.

e External Training or Public Training is for directly developing the
occupational knowledge of employees who have to improve their
knowledge, skill and proficiency to keep abreast of the changes that
occur and to become professionals who are prepared for actually
working in their specific job positions so that the organization
can have personnel who are really knowledgeable, skillful, and
professional.

e Self-Development opens up the opportunity for executives and
employee to study and research new information from various
knowledge sources such as by reading books, by surfing on the
internet or other learning resources according to their liking under the
principle of learning at their leisure and exchanging the knowledge
among colleagues. This will encourage executives and employees
to present new and creative ideas which stimulate their thinking and
can be used at the workplace through various Company’s projects.

Furthermore, the Company is encouraging employees to participate
in meetings, seminars/study trips both inland and abroad and attend
academic training courses which directly or indirectly concern
their work, and also permits employees to attend training courses
concerning various professions which will support the Company’s
business operation in the long run; for instance courses organized by
LOMA (Life Office Association), ICA (International Claim Association),
CFA (Chartered Financial Analyst), CISA (Certified Investment and
Securities Analyst), AFPT (Associate Financial Planner Thailand),
CFP (Certified Financial Planner), ASA (Associate of the Society of
Actuaries), FSA (Fellow of the Society of Actuaries), IC (Investment
Consultant), IP (Investment Planner), TOEIC (Test of English for
International Communication) in order to enhance employees’
current knowledge and capability so that they are well prepared
to deal with the competitive conditions in the industry. Also the
Company has plans in organizing an E-learning training system as
another channel in sustainably developing personnel’s knowledge
and capability.

The Company’s Training and Development Plan for developing
the potentials and enhancing knowledge and capability, skill,
with emphasis on continuous development and conformity to the
needs for employee training to keep up with the current and future

technology world consists of:
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e |eadership Development Program Lﬂuwé’ngmﬁ’\umiﬁﬂuﬁu
Favmsiindievuasihousmiugduldeeidssiniam Tnous
Wu Leading Self, Leading Team, Leading Function L% Leading
Organization TasFusgiuanudifiumasumissu (Position)

e Functional Development Program (Junangassnun1swannyinge
msumummihflumsufievu. dwsuwinouynsiumle ynszy
ANANHULUASURATOY (Function) Lﬁ'aﬁmmﬁﬂyzﬁammé’lmm

a wva

fndusemsufifiou Tassusadeudsmiulunuaun

N1sI0N1SA2IUS

v ldmszmindenssnifugsialusnnizilaqiu Jademdniias
ieednsiianuldwseulunisudedis (Competitive Advantage)
Ao mwmmsma\'iaeﬁns’lumﬁmmsmwﬁmwL%'mmz:ﬁu
WARSuI/NIzUIuNMITevau Tdnausussanudasnispavgnai e
aevlidsednsnw L%a\wa\nﬂwgﬁagmﬂ'nui (Knowledge - based
Economy - KBE) Svdfusiemsldasdanuimaiwaninlviia
HAR WasnnBetu ftisamiamaia naln ssuumsdans Lﬁaaﬁuﬂgu
TWmaheuiidssinsamdeiu Tneaduinieeiefivainvany
Activity based Learning, Story based Learning, Case Sharing LLag
Workshop 338 On the Job Training ﬁ%m:&juiﬁ inmsuanwaeu
Fotuuaziu Tnafithwnedieviia SUUUUMSIAMIANNS (KM Model)
Faannanhluvenauazujialdetvdaidovuazdobulusunen

Wil v3snlfsuiasunmsvanmsanuinielusdng (Knowledge
Management) lasatuayuldiuimsuazwiinauiiaiuionluns
femeauazuaniasulszauMInianaFinunsumMaseg 703
THouszoy KM iilsuaniasudayamesnuanai (Knowledge)
Uszaumsalnavieu (Case Study) mafindimsufjifiviu (How

waa & a

to) AfaMIUJURNU (Work Instruction) wazIBmsufumaniduiie

(Best Practice) uananil fl@finsadvuaswainnssuuni@esy

U

el

v '

wofumsdiaduuazafuayulididmmalugu: “4F fuwouns
wasgilunvuege” Tathevdauildeneauaswauureuldd
aunwinniy wionfussesTumsaseussiumalalyigufinenu
sundvldiFoud fnstu wazilamarindhgnmsidugdemalugussly
wianfinzimlugasAnsuisnmsFeuilusnan Tassiuguinsiious
nyomsEudin uazszuu Smarthome :BLA'S KM B9 flugaanlu
msfurinemaduazuanasuizoud wisuiadoundonnuiiiady
flazgpdaaiuinunanuioesynainslussdnsotnediofiu

e Core Program, which is a course focusing on developing
knowledge, capability, skill and attitude of every level of employee
according to the core competency of the organization and the
training road map such as the Company Basic Knowledge or legal
training course.

e | eadership Development Program, which is a training course on
knowing oneself and working alongside others efficiently. This is
divided into Leading Self, Leading Team, Leading Function, and
Leading Organization, and depends on the necessity and the job
position.

e Functional Development Program, which is a training course on
developing skills according to the role and duties in working and is
for employees of every position, every level, according to their work
function, to develop skill or work knowledge which is necessary for
carrying out their function. This course can be jointly attended by

every department.

SYSTEMATIC KNOWLEDGE

MANAGEMENT: KM

The Company is aware that in carrying out business operations in
the current conditions, the main factor which will give a competitive
advantage to the organization would be the capability of the
organization in systematically managing its own knowledge and skills
in its own products/ procedures to meet customer needs efficiently.
Therefore, knowledge-based economy — KBE is necessary in utilizing
the knowledge for better value productivity. This includes techniques,
mechanism, and management system to support more efficient work
operation by using a variety of tools such as Activities Based Learning,
Stories Based Learning, Case Sharing and Workshop and including
On-the-job Training which will stimulate exchanges among one other
with an aim to creating a KM Model which can be utilized to extend
results and perform continuously and sustainably in the future.

In this respect, the Company has supported organizational knowledge
management by encouraging executives and employees’ participation
in transmitting and exchanging experiences and knowledge via various
processes, using KM system to exchange Knowledge, Case Study,
How To, Work Instruction and Best Practice. Furthermore, an Expert
System has been created and developed in order to encourage and
support experts in their capacities as “Specialists, Transmitters, and
Role Models” who have transferred their knowledge and developed
their work more qualitatively as well as are role models who inspire
their successors to study, enhance their skills and have the opportunity
to step into the role of experts of the succeeding generation and
ready to progress into the learning organization in the future through
BLA Knowledge Center and Smarthome BLA’s KM system which is a
channel for knowledge search and exchange of knowledge, comparable
to a major knowledge storehouse which will support and sustainably

develop the knowledge of the organization’s personnel.
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viEmaszmiinAeiamsssuasdnsfitioadeiaiunismiduaumy
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muldusunzaslaniiimswasuudasednenaii Jausssuevdns
JowSpuaiounnuiesesdns Feazifuindnduuazduindauld
pudnsimluganadiSanaddorien] a1sfia waznagnsfimuunly
Tnpfiussniilasemsseiasuaiuneedns (Core Value) lapnisdn
fanssu BLA The Star Liladaldpnyanasunuyifinuansuziie
YszanAmueniloavan 5 Uszms [dun ano Suiney ¥dla Wannau
wazhowiuiin FedndeiloaiulszdmnideuieWyaainsyneu
TemszwinfawgAnsanfiosdnsenavie uazufrahlufcmeideniu
qunaneiduinusanzevesdnssalylusnan

usnanil uiEndemideisanuuansnesziieyana ANEMAIN
wanpavAnEusY IWunmaiivle uazanairmhlumeedn
(Career Path) ie/szlomigegalumsiannyaansuazesdnsating
febusaiiios uviedsiaduamemviassgianasdsanlugiia
Usziudin delull 2562 Hullidenavhmedmsumsianyaansi
vanvany vhanamswasuuamemalulad uazmsin3onany
wienyaansiiesesiumssegUuuumsiidugsia mslidnsuas
winnssulmaififisUuunasmefasuuasly nndewgAnssuasealu
somnlne (Digital Disruption) U3EAIdsviunazatusyulindneu
fimsiannauievetnesioiilovaanninar masdosesAniiiasns
Wauwew Taglinmsatusyuyaanslunmesiminaug ansansn
Modavszaznalumsiaunauies Jluuumsianivainvansly
wuuinuasaula (Learning Styles) Tinlufvenldianasne Taefing
ﬁmumL'%fmﬁ(mmmu'lumiﬂszLﬁuwamsﬂﬁﬁﬁmu (KPI) muaNIIoue
WANYENANANT (Core Competency) LATMIWAIUNAULEN Development
Plan il

Organizational Culture
And Value

The Company is aware of organizational culture which helps
promote operations as per business strategies of the Company
and drives the organization to succeed in reaching its goal under
the context of the fast changing world. The organization’s culture
is therefore comparable to the main root of the organization which
will be the propeller which drives the organization to success
according to the vision, mission, and strategies stipulated. The
Company has a Core Value project through organizing an activity
called BLA The Star to select a role model who has 5 desirable and
popular traits: Faith, Responsibility, Sincerity, Self-Development,
and Teamwork. This project is organized continually every month
so that every personnel will become aware of behaviors expected
by the organization and act in the same direction until it becomes

an organizational culture in the future.

nisUsziiunisufuasuds:a1d (KPI)
Annual Performance Evaluation (KPI)

PERFORMANCE
EVALUATION
Js:zouann
wamsuguaau

CORE
COMPETENCY
EVALUATION
AdeuaJAns  The Organization's Value:
fSNsT Faith,
Sutngou Responsibility,
AT Sincerity,
Weuuau Self-Development and
rmauduiy Teamwork
DEVELOPMENT
PLAN
og1300y At least
36 §lui/U 36 hours per year

Moreover, the Company takes into consideration the differences
between the personnel, the diverse natures of work, growth path,
and career path for maximum benefits in developing the personnel
and the organization continually and sustainably as well as promoting
the economic and social value in the life insurance business. The
year 2019 was a challenging year for developing the variety of
personnel amidst technological changes and preparing personnel to
support the extension of business operation, the service providing
and new innovation which has changed format and method as well
as the behavior of people in the Thai society (Digital Disruption).
The Company therefore focuses and encourages employees to
continually develop themselves all the time according to the
organizational value concerning self-development by supporting
personnel in their development of knowledge and capability both
regarding the duration in developing themselves, the various
learning styles that interest them, and the expenses involved. There
are stipulations concerning self-development in the Performance
Evaluation (KPI) according to the organization’s Core Competency

and the Development Plan as follows:
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Internal Communication
and Information

The Company places much importance on communication as
communication regarding policy and news within the organization are
considered an important thing which will help create understanding
of the policies of the Management and of the organization and
also create a bond between the organization’s personnel from
management level to the operations level. In this connection, if
internal communication is accurate, clear and fast it will result in
work operation according to the policy flowing in the same direction
and the personnel in the organization understanding and becoming
satisfied which will result in efficiency and effectiveness of the
operation so the work can reach the goals set.

During the past the Company has communicated policies and
internal information via meetings and various activities such as Kick
Off Business Strategy (beginning of the year), Town Hall Meeting
(quarterly), Team meeting (monthly), and Team Talk (weekly). In
organizing these meetings, the Company used 2-way communication
with a focus on participation by management and employees
under wide open communication culture where all employees
have a chance to express their opinions, make enquiries and
present information which is of benefit to work. In this respect,
employees are also able to discuss and communicate with high-
level management through online channel such as emails or online
questionnaires and communicate through the Company’s activities
which aim at creating an informal communication atmosphere
between management and employee levels so that all employees
of every level who are employees of the head office and branch
offices nationwide participate and express their opinions. Opportunity
is given for continuous communication among management,
executives, supervisors and intra-department colleagues.

Furthermore, the Company’s also encourages employees to express
their views and advice through the organization of employee activity
group under the BLA Home Project which is held regularly every year
for new employees who have been working with the Company for
less than 1 year. In 2019 the Company had focused on an activity
under the heading “Business Innovation” where groups of employees
from various work sections brainstormed their work experiences from
the past up to the present in order to present ways of improving

work procedures of the departments to be more efficient to support

the work system of the future under the digital age.
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Creating Bonds within
the Organization

Under the changing conditions and stiff competition, organizations have
to constantly adjust themselves. Human resources who are considered
major driving force and are impacted both by pressure and working
atmosphere, generation gap and the need for adjustment, all of which
are destroyer of the organization’s engagement and may be the cause
of employees not being able to manage and create balance between
their working and personal life.

The Company is aware of the abovementioned problem and have
looked for strategies and ways including development in various aspects
which can reinforce employees’ competency to enable them attain the
knowledge and skill which they can use to adapt to their work and
within their family and can be considered an efficient management of
balance and will lead to a sustainable happiness in their working life
and family life as well as being able to effectively create and produce
work to fulfil the organizational goal.

The Company has organized projects which encourage employees’
expression of ideas to build bonds with the organization in order to
improve working methods and know the ideas in different aspects of
the employees to be used as a way to improve the work method to
support the needs of the employees to increase efficiency in working
together to prepare to deal sustainably with the changes in the future
which focus on transparency of strategy and customer focus. The
Company had contracted a leading world-class advisory company to
organize the assessment so that the evaluation result is neutral and truly
reflects the level of readiness of the Company. Result of the evaluation
for 2019 showed the employee bond to the Company to be at the score
of 63 which was at a level which is similar to the average bond level of
companies in Thailand. Nevertheless, the Company places importance
on developing system and internal working which is conducive to
efficient work for employees at all levels so that employees may have
a sustainable bond with the Company.

Furthermore, the Company awards certificate of appreciate to
employees continuously and regularly to boost the morale and build
inspiration in working which will result in satisfaction and binding of
employees and the success of the organization such as Certificate of
Honor for employees on reaching retirement, Certificate of Appreciation
for employees who perform their job with principle, Certificate of
Appreciation for employees who are good role models in their work
performance which makes good impression and created good image
for the organization which is considered good example worthy of being

appreciated.
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Recruiting and Retaining
Employees with Potentials

As a way of increasing the capability in competing and in
strengthening the organization, the Company focuses on finding
competent and knowledgeable personnel to join our Company.
Under the goal of wanting to be one of five leading organizations
in Thailand which people want to work for, the Company specifies
and operates under the Approach Strategy in searching for and
attracting personnel through creating cooperation with educational
institutions and leading organizations in organizing projects which
promote educational growth and strengthen the experience of
students who have potentials together. This is carried out at the
same time with supporting participation of employees through
various activities and projects to retain these personnel to work

and sustainably grow with the Company.

Performance Management System

In order to handle Performance Appraisal fairly, the Company has
given the opportunity for employees to participate in specifying their
work plan and their own key performance indicators together with their
supervisor to conform to the goal of the department and the Company’s
KPI. The Company has fixed in the system that this Performance
Appraisal be carried out 2 times a year, that is, in the middle of the
year and at the end of the year which gives the supervisor and the
employee the opportunity to have a One-on-One Session so that the
work can be improved and be more efficient and to have the same
understanding of the goal set by the organization. This will at the
same time strengthen good relationship between the supervisor and
the employee resulting in a bond with the organization.

The performance appraisal will enable the Company to develop
strengths and points for developments of the individual employee,
and the Company has presented the Individual Development Plan or
IDP for use in the different departments to help employees receive

the development they require continually.
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EDUCATIONAL FUND PROJECT

The Company is aware of the importance of education as it is an
important basic factor in creating potentials and quality for personnel
development. To support the business expansion to grow and
advance stably and sustainably the Company has a policy of granting
educational scholarship at Bachelor’'s and Master’s Degree level both
for inland and overseas studies to students and the general public
including the Company’s employees to give them the chance to
improve their own potentials on various subjects in order to lay the
foundation for their work progress in the future. The Company supports
educational scholarship in various professional branches including
expenses incurred for the study such as cost of the credit, tuition
fees, cost of handouts and other expenses. The Company follows
up, coordinates, and facilitates things for the students so they can
concentrate fully on the learning. Apart from this the Company has
plans to develop the professions which support the work positions
suitable for the students who participate in the project and gives them
the opportunity to join the Company while waiting for the study to begin.
In the past the Company has sponsored educational scholarships
continually both at Bachelor's and Masters’ Degree levels, altogether
23 persons. And in 2019 the Company presented one educational

scholarship each to an internal personnel and the general public.

STUDENT APPRENTICESHIP/

ON-THE-JOB TRAINING PROJECT

The Company has established a project to develop potentials
for students of various educational institutions via the Bangkok Life
Assurance Student Apprenticeship / On-the-job Training Project to give
students an opportunity to study actual work process, get experience
from direct operation, and can use the knowledge they have studied
to apply during the job training, and this potential development and
preparedness will enable students enter working life in the future. During
the past, the Company has been continuously supporting the student
apprenticeship / on-the-job training project regularly every year both in
the form of vocational job training, job training in office departments in
general, co-operative education job training, and study-visit by various
universities. Students who participate in the project receive knowledge
in various subjects such as knowledge about life insurance business,
knowledge about financial planning, knowledge of various departments,
and they can even make use of learning sources and facilities in the
Company just like an employee of the Company. Furthermore, internship
students have the chance to create and present projects which they are
interested in to the Company’s executives as an exercise in creating
ideas as well as use the knowledge gained to expand their studies, their

work and their way of life in the future. Also, the Company is happy to
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accept internship students who have participated in the project and have
completed their education and are considered a quality personnel to join
as a member of the Company. In 2019, we had 8 students participating
in the vocational training project, 2 students in co-operative education
job training, and 60 students and lecturers from the Prince of Songkhla
University participated in a study-visit in the field of mathematics, risk

management, and life insurance.

Succession Planning

The Company places importance on every main job position in the
organization and therefore sets up a project for employee development
at each job level in succession in order to support the Succession
Planning system. The Company selects personnel in the organization
who display “Talent” and can create excellent work as per expectation
of the organization and prepare them to take up a vacant position
as soon as it becomes free. This Succession Planning is focused at
executive positions and above, such as Line Manager and Department
Executive.

Therefore, the Succession Planning can be considered a project for
selecting and preparing personnel to step into a vacant position due
to retirement of the predecessor or to be assigned to a new position
to enable the organization carry out business and work activities in
different departments continuously. In this respect, the Successors
will have time to prepare themselves in the aspects of knowledge,
skill, and capability in their line of work, and most importantly in the
aspect of leadership. The Successor Development Plan will support
the growth of the organization and result in the overall sustainable

success of the organization.

LEADERSHIP COMPETENCY

The Company has developed a Leadership Competency system
in 2019 through a brainstorming process from executives at the
levels of department manager and above to specify the leadership
competency of the organization who should have a major role in
managing work and team members. This leadership competency
has therefore been used as a tool in evaluating the potential of the
organization’s leader. The result of the individul evaluation will be used
for consideration of the strengths and the points for improvement
of that particular leader to correspond to the personal evaluation in
order to augment the leadership potential to a higher level, ready
to efficiently drive the organization to support future changes and
also able to sustainably support the increased customer base in
the future. The 6 aspects of Leadership Competency comprise
Visioning, Decision Making, Change Management, Managing, and

Developing People, Communication, and Business Innovation.
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Health, Safety, and
Well-Being of Employees

The Company is well aware that safe and hygienic work environment
and fostering employees’ well-being are considered a respect of basic
human right principles and labor practice. Therefore, the Company
closely looks after and pay attention to employees by listening to the

needs of all employees through various channels, presenting appropriate
welfare to employees and their families as well as carry out various

projects and activities which promotes happiness in employees at
the workplace, with good quality of life throughout their employment
with the Company. Employees are encouraged to give opinions and
present information or make suggestions about fringe benefits / welfares
through the Welfare Committee of the workplace.

With the Company’s heedfulness in wanting all employees to enjoy
good health and work under good environment, the Company has
created various activities and facilities for employees, whether they
be indoor or outdoor sports center, hygienic food courts serving a
variety of nutritious food, clubs for sports, recreation and arts, all of
which promote good physical and mental health for all employees,
resulting in reduced number of sickness or absence from work. The
Company encourages employees in the organization to set up clubs
and has continuously given monetary support for expenses and sports

equipment. Following are the clubs set up by employees:

du1gnauau 150 Au 150 members

duagniiusu 70 AU 70 members
du1gniiuau 70 AU 70 members
du1gninusu 94 Au 94 members
duagniausu 29 Au 29 members

Apart from this, there is a cleaning activity called “Big Cleaning
Day” held every last Friday of each quarterly month organized by
the Safety, Hygiene and Environment at the Workplace Committee
to observe safety in the working life, for hygiene, and for attention in

keeping assets in good order.

CPR Training at the Medical Room

To promote correct understanding about resuscitation by CPR
to ensure safety for employees, the Company’s medical center
organized a training to instruct about resuscitation and correct
practices in emergencies. Moreover, the Company’s medical center
also demonstrated steps in resuscitation and gave the opportunity
for participants to test and carry out the resuscitation by CPR by
themselves for better understanding.
Activities by the Medical Room

The Company places importance in instructing agents in order to

improve their knowledge about various disease so that the agents
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can transfer the knowledge gained to customers. The Company’s
medical center organizes activities all year round to educate
participants on various diseases and sickness such as training
about cancer, obesity, and so on.

Apart from instructing the agents, the medical center also gives
importance to employees and fortifies the organization’s culture in
promoting good health through a weight-lifting competition. This
activity consists of giving knowledge on dietetics and the use of
application for weight control for participants of the weight control
project. An exercise project is promoted to employees by fixing
stickers on staircase steps to tell of the amount of calories burnt
with each step taken. Furthermore the Company’s medical center
organizes other activities to promote good health for employees
such as the stop smoking campaign activity.

Safety in Emergency Management

The Company set up a plan in managing and protecting in
emergency and firefighting and has prepared necessary resources
and equipment for preparedness for various emergency incidents
both at the Head Office and branch offices nationwide under the
procedures of management, control, response, strike back, contact,
and collaborate to help the injured. Also there are plans for patrolling,
fire protection campaign, fire drill, evacuation, and rescue plan. The
workplace is superintended so there are no materials or working
characteristics which may be a source of fire, and fire drills are
annually organized according to legal requirements.

e Prevention of Fire in the Workplace
Annual fire drills are held at the Head Office and 8 branch offices
for participation by employees, executives and sales representatives
as well as interested people nearby who are interested to attend to
raise awareness in the importance of safety for life and properties
in the workplace to be able to initially prevent and deter the
cause of fire correctly. We received cooperation from officials
of the Department of Labour Protection and Welfare (Nong Khai
Province) who participated and observed the fire drill at our Nong
Khai Branch Office.

Labor Rights Practice

The Company places importance on observing the principles of
labor rights and equal and fair treatment of all levels of employees
without discrimination based on sex, color, nationality, religion, culture,
and education. We also give employees the freedom to participate in
activities which do not go against the work regulations of the Company.
Moreover, the Company practices the principles of labor relations
with every level of employees in the organization. In this respect,
the Human Resources Department continuously holds recreational
activities to strengthen relationship with employees and gives freedom

to employees in voting or giving opinions concretely.
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HUMAN RIGHTS

The Company aims to be a leader in operating business fairly
by placing importance on respecting human rights of customers,
community, employees and business partners through checking and
assessing impacts in the aspect of human rights which may occur
from the business operations as well as respect the labor rights and
human rights in the hiring of employees and equal and fair practice
to employees. These are all specified clearly in the Codes of Conduct
of the Company and the Company’s business groups as well as
the Human Rights Policy which adheres to the relevant law and
standards on international human rights such as The International
Bill of Human Rights, The Universal Declaration of Human Rights and
the UN Guiding Principles on Business and Human Rights: UNGP
in order to show commitment and fair practice to customers and

employees as well as the Company’s business partners.
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With determination and development of work in human resources
management in 2019, the Company had been presented the 14"
EMPLOYER BRANDING AWARDS organized by the World HRD
Congress and EMPLOYER BRANDING INSTITUTE - INDIA, an
international organization which promotes innovation and practices
of Human Resources strategies and an institute which presents
awards to leading organizations worldwide that manage human
resources with excellence and efficiency, develop employees’ skills
appropriately, with the management helping in developing the
organization to conform with the strategies as well as encouraging

women’s role as organizational leader, a good role model in
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development of human resources with effective use of public
relations in conjunction with work.

The Company received 2 awards, THAILAND BEST EMPLOYER
BRAND AWARDS 2020 and HR EXCELLENCE AWARDS 2020; these
awards are the result of cooperation of the organization’s personnel
from every department and at every level.

Throughout 68 years of our business operations, Bangkok Life
Assurance has always nurtured the intention of developing excellence
in every aspect and we are determined to incessantly continue
our progress towards being the leader in comprehensive financial

planning for Thai people.
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Feedback From
Stakeholders...On Society

“As a leading life insurance company, Bangkok Life
Assurance has the duty to create positive changes to
society by giving knowledge on life insurance plans which
suit the financial status and quality of life together with
building financial security by giving advice on appropriate

financial planning.”
Important
Sustainability Aspects

e Access to financial service and promote financial
knowledge

e Promotion of good health and protection
against Medical treatment expenditures

e Educational opportunities and fostering significant
values in youth leading toward a sustainable
development of the country

e Create awareness and look after the environment

BANGKOK LIFE ASSURANCE PCL.
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Bangkok Life Assurance is determined to create stability for the public,
operate business with integrity under good corporate governance principles,
apply principles of good goverance, transparency, ethics, honesty, and
accountability, as well as create values for stakeholders. Not only giving
importance to economy or retums on business operations, but also placing
importance on caring for society and environment which is reflected through
the organization’s vision, value, and policy on society and the environment
which the Company has always adhered to as a guideline under the
framework of sustainable development. The Company also operates business
by considering helping to enhance the economy, raise awareness of loving

the environment and creative society.

Framework in Carrying out
Social Activities under Aspect
of Sustainability

The Company adheres to operating business under the framework
of sustainable development and has utilized the problems found in
Thai society as our operating framework by participating in creating
stability in the lives of people of all age ranges. We also seriously and
continuously intend to carry out works which help reduce destruction of
the environment and natural resource by cooperating with our trading
partners, business partners, public sector and private sector including
the public in general to collaborate in creating stability in people’s
life. Apart from this, Bangkok Life Assurance is also promoting care
for the environment by reducing paper usage of various documents
concerning life insurance by switching to electronics documents instead
which are kept under Smart Tools system which the Company created
for convenience so that there is no longer any need for customers to
travel to the Company in order to support the quality of life and the

country’s environment.

nsaunIsatiufianssuWadIAUAILYS:LOUAIIEITU
Framework in Carrying out Social Activities under Aspect of Sustainability

o MIAILATNANNININTIEY
o M3dTvUIMINIMINTU

e Promote financial knowledge

e Access to financial service

o NMIAvIETNNMIFBUSURSWRIUILEN I

o maUgnileanilansAgymemuinusisn

o MaaAuUAWEIR uazivuandon

o MIWANNANNIATUNIYUATINWTDY
iy

e Promote acquisition of knowledge and
youth development

e Implant important cultural values

e Develop quality of life and environment

e Develop knowledge in healthcare for
community people

o miahandhiindudviandan

e M3an 8z ANlEWaNY uazTan
Taisndiu

e Raise awareness of the environment

e Reduce-reject-cease using energy and

unnecessary materials
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BANGKOK INSURANCE....
LIVE AS YOU DESIGN
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Bangkok Life Assurance, Live as you design is a project which places
importance and focuses on providing knowledge in comprehensive
financial planning to people in each age range as well as giving advice
and sharing knowledge concerning financial products to the public for
use as a tool in conducting their lives. This activity will help the public
receive basic knowledge and can plan their own finances which suit
their status and quality of life. All this will lead to stability in their life
and their family’s lives.

The concept of Live as You Design will give 2 aspects of financial

knowledge, creating financial discipline by saving, and saving, namely.

Strategy in Creating
Social Activities

Organizations with corporate social responsibility (CSR) need to
operate in a wide circle, and if they receive collaboration and support
from stakeholders their business operation will generate results to
society in general. The Company therefore cooperates with partners
and gives the opportunity to employees and life insurance agents to
continuously participate in various social activities of the Company. In
this connection, we have been collaborating with the following partners

who are experts in various aspects:

e Thai Financial Planners Association

e The Thai Life Assurance Association

e Thai Environmental and Community Development

Association
e Bualuang Securities
e Bangkok Insurance and Bangkok Bank Holding Companies
e Ministry of Public Health
e Various Sports Associations

e Various hospitals for training on health

Moreover, as these problems are connected with the dimensions of
economy and environment also, the Company uses ways of proceeding
through 2 major projects to connect the dimensions of various problems

so that they can be performed together as under.
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BANGKOK INSURANCE....
FOR A BETTER LIFE

Focuses on giving happiness as well as fostering quality of life of
society and employees in the organization by proceeding under the
above concept which generates various activities both in education
and in developing knowledge, capability, health caring and exercise,
heritage of Thai culture, care for the elderly, and raising environmental

awareness.

Economy : Financial Service
Access and Promotion of
Financial Literacy

Bank of Thailand’s 2016 survey found that Thai people’s financial literacy
was considerably lower than that of the OECD average, with only 48.6%

financial literacy, which was lower than the OECD average of 65.7%.
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While the National Economic and Social Development Board
(NESDB) speculates that Thailand will become a full-fledge ageing
society in 2021 with the number of elderly steadily rising, apart from the
problem of financial knowledge, as the population’s lifespan becomes
longer, healthcare expenditures will rise with a tendency of placing
higher financial burden on the public sector to support the elderly for
healthcare. Encouraging the public to take care of their health and
have health coverage according to their standard of living is therefore
the path to follow.

Encouraging Thai people to have better financial literacy and be
financial prepared for life after retirement is therefore an important
problem for the country. Building financial stability to be able to cope
with life after retirement without problem is an important financial goal
of the country so it should promote people’s awareness to begin
planning for themselves.

The Company, being a financial institution operating business in

70 SUSTAINABILITY REPORT 2019



anuwdanlunmsnenaunsidu u’%ﬁwlﬁﬁmmLﬂ%aaﬁaaﬂfuagunﬂi
TNUANUNMINULRENMTAAMNTDUSTDILNUNTNY - ARDATUNNTWAIU
HARAUTITNOLSUNTINIUNUNTISUY loaawziumsdssiuganin
Lﬁﬂiﬁﬂizmwlﬁﬁmmé’m’aa\aLﬁammﬁuﬂwm%ﬁm WAZANNTIAY
dwiunmsldFiamaandeuey Wunsaivayuuazanmizasvmaiy
ﬁmaﬂi:auﬂngmﬁﬁu\mﬂizmmiui:ﬂzmq

N1SdJIEsuAIILS
AUNISINIUWUNISTU

vismjsstoiadalinnudsmumsSunisdonsinesuunamy

o nalmnagrutasmensieasesulavizs i

msaasiinseuaquiesasmeesulatiuazdoseg o iulsd
gyu wizijn Tavl uazinwnasesudsn talyismpuynnguanansa
hfaidemanasnemsduiiminzaniuladalndvesau Tasd
suvumsthiauaiidnlade wu ses sulwnaiin unana Tul
fenmeuasdu fajsuiudomdmiumatissduinuslumsimauas
Famasun1atiu Thiidssmsumansahunda lyssyndldludin
Yszdfu nmsswmsfidiusisedweeidasuuiuiidsaussulat
lrussnid laflamuazanuaulasunsudmsianmensisu
govilszmnpulneandeiu Tl 2562 VisnesnseauLilsd www.
bangkoklife.com iiawannWiulodoesussnduunannasusdAy
dmiumsieansanuuasdoyanaudmsinnsunndszansuy 01
anafluFesgamniazmsSuiionsneunuasauai AN
fumsawulunasusin aAnsmumsses laefiunanusnnnd 400
wnana fieenuuusniiieanusesnslunngvdinuoegnin uazly
wmaflAn1a11509 (Storytelling) ﬁsg:\aLﬁumsﬁamiﬁgnﬁﬂmmmL?Tﬂa
Tde Taennauerisluguuunmen insuaznmndnagy

UszAuviucy Gusae

N2JNUSIY
wsouinBucu (ooulad)

Wons@eIw (RMF)

vk

dosdodatiosnny

torts FonSudeo
AUAODLUDI AoTaco A et ,
Tumsdo [DU}&OIWLU ! LIJLnnno.nu]‘ - % Tuilunis:zcioitios
ua=gociowiailutosndn 5 Uiy
CETELIT JusgnunAnUEuIIaAaN YU i?. mwﬁwt‘h wanduUNUMSUG
yaJnaJnu wiusumuns:yludryeun
sudubunoundiden Susudneunnd Ua: 15%
misSuGuAu thunuErsTitos Y varnuoubusznuse
uugida 26 U (@ong 85 1)
aandou 15% gossrwldndoldumuol 2 15% woIsrglandosdums
MBlaA0 a1y ifu 500,000 LN doU ua:lithu 200,000 uIn

*WosauniunalnuasoIEsIdw nuy. UssAuFnuuuiiuney ua=nanualinsikaslsiBouonau

0 OO O s

www.bangkoklife.com

@ nSoINWUS=ALG3Cl

ForvANUGAINNG

building security through life assurance products, with insurance and
mutual fund partners, places importance in encouraging the public to
have financial planning which they should carry out, both in creating
life insurance through savings and accumulating wealth through mutual
funds via agents and financial advisors whose financial planning
preparedness has been enhanced. In this connection, the Company
has developed a tool to support financial planning and follow up the
status of the financial plan as well as developed products which meet
financial planning needs especially in respect of health insurance to
enable people to have coverage for the security of their lives and wealth
for living their lives after retirement. This will support and reduce the
burden on the government who may experience budgetary problem

in the long run,

Promoting Financial
Planning Knowledge

The Company aims at promoting financial knowledge to Thai society by

e Providing knowledge through the Company’s online
communication channels
Communication which covers both online channels and other social
media such as the Company’s Website, YouTube, Facebook, LINE
and Twitter to enable every group of people access the contents
of financial knowledge which are appropriate for their lifestyle,
with an easily understood format such as well-known sayings,
infographics, articles, as well as short films with emphasis on
contents which enhance financial management skills so people
can apply the concept to their everyday life. Creating continuous
participation on social media enables the Company to understand
Thai people’s problems and interest in managing their finance more
and more. In 2019 the Company upgraded the www.bangkoklife.
com website to develop the Company’s website into an important
platform for communication of knowledge and financial management
information to the public; for instance, knowledge on health and
finance for family planning, knowledge about investing in mutual
funds, knowledge about savings, with more than 400 articles which
have been designed to meet customers’ needs during every interval
of their lifespan. The Company also uses storytelling techniques
which focus on communications that are easy to understand by

customers and are presented both in Thai and English languages.

BANGKOK LIFE ASSURANCE PCL.

UsEN NsItNWUs=ALFIN F1ra (Ukou) 71



o nsldAINZHIUNIWRINIAINIAIUNITITUNUNITIIUD DY

AMUNUBBILTHN

nsfianudiunsneusunemadu Seezifiuiugwissaie
anasiuasludinliiulszmsuludsanls Taslawiznsneuny
memaduludunsUssiudingdeusiminnudngy vSEnivlsda
Tilasensiilaghuaiaunasiannmsiieadiiiuyszsuniu
MW@ smMwessiumulsEiuiin vismjsuiviiaziinduu
funulsziuiafifiaumwiiunisianiseusuiiazfiiunasarivl
Toefithdseaediie ifuwmmssiudinanansadeneannadums
oununmMaSuliiudssmsusazgaiiviy sndvivansogas
gnAlumaneununemsdudulssiudialdoeheiuszininm lag
u‘%ﬁﬂﬁﬁﬂmsamﬂuﬂé’ngmﬁh\m fistinnulnaiuazanzzasudsm
aaand e lifuusziuFinuazivsnsnsiSuldidismianmn
anudvaeiiesnnvIinidasiasulifunuuaziiuinmmadu
ENTINANNUNAUDIANINBUDNFN 1TU MITATNNUNDBIENIANTIN
kUM sSulng sanandseiudinlneg anaududssiudinse
1y mIvszgnszdvlan vavanan MDRT fifinenstuhludu
e Wnsmlianufanssmangniausuvasasnen GAMA T
mMsausuANiene fidalauasAnsiusinamensiiuressn e
vismsriudy uasuddmanniwddanisnesurn meldlasens

ANNIINTD BLAFA3B

e Providing knowledge through enhancement of financial
planning knowledge of the Company’s agents
Having financial planning knowledge is the basis of building security
in life for the people in the society, especially financial planning
in the aspect of life insurance of which the Company is skillful.
The Company therefore established a project to help promote and
develop knowledge for the public through potential enhancement
of life insurance agents. The Company expects to increase the
number of quality life insurance agents through the year-round
trainings with the aim of having the life insurance agents being able
to transmit financial planning knowledge to the public and expected
targets and also help customers plan their finance for life insurance
efficiently. The Company organizes various training courses at the
Head Office and branch offices all year long so that life insurance
agents and financial advisors can participate to enhance their own
knowledge. Moreover, the Company encourages agents and financial
advisors to participate in seminars organized by various external
organizations; for instance, seminars held by the Thai Financial
Planners Association, The Thai Life Assurance Association, and by
numerous life assurance associations such as the global conference
of the MDRT Association with participation by leading speakers in
various fields who imparted their knowledge; GAMA Association’s
training program activities, as well as various knowledge trainings
organized by the Company’s financial partnership organizations
such as the insurance company and security management mutual

fund company under the BLAFA3B cooperative project.
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The Company has also developed an online application system,
BLA Station, as a channel for online training for life insurance agents
and financial advisors to expand the frequencies of the trainings,
and have supplemented it with specific courses for groups which
have varied interests so that knowledge information can be updated
more speedily and so that expense burden and traveling time for
training at the offices may be reduced. For the future the Company
has the concept of expanding it as a channel to impart financial
knowledge to external interested public also.

Some life insurance agents and financial advisors who have

taken the training courses and are proficient on the subject matters
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were able to transmit their knowledge to interested groups and
various organizational groups and received good responses and
In 2019 the

Company developed personnel who passed tests of knowledge

were able to create good image for the Company.

and received permit as Investment Consultant; and created
technological innovation which is used as a center for knowledge
base about products and services in investing in mutual funds
and risk management with life insurance products for investment
consultants and life insurance agents to choose for presenting to

the public systematically, accurately, and completely.

It's a project which helps develop knowledge and
understanding about benefits and ways to create
financial security for community members. The
service is provided by investment consultants in
conformity with the intention of the public sector
which would like to increase channels in which
the general public can access knowledge for
financial planning which is accurate and suitable
for their and their family’s status and risk.

e Providing knowledge through participation in SET in the City
and Money Expo
During 2019 the Company participated altogether 8 times in various
financial project activities to provide financial knowledge to the public as

follows:

Us:urtunisiusudansouinuaas/nsa

Estimated average number of participants / event

800,000 Au
800,000 participants

80,000 Au
80,000 participants

120,000 Au
120,000 participants

50,000 Au
50,000 participants

50,000 Au
50,000 participants

Participants obtained advice on financial planning with life insurance
products, insurance products, and mutual funds from Bangkok Life
Assurance financial consultants and life insurance agents. During
Insurance Week, more than 1,489 persons received advice on
financial planning, and 376 persons/families started building security

for themselves and their families with Bangkok Life Assurance.
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CREATE FINANCIAL
PREPAREDNESS THROUGH
521.61 MILLION BAHT

IN SUM ASSURED

AND MUTUAL FUND
PLANNING AT A TOTAL OF
16.75 MILLION BAHT

UsHIUGIA

e Provide Knowledge to Analysts and Investors

The Company places importance and encourages analysts,
investors, and interested persons to receive information on the
Company’s performance as well as knowledge and understanding
of life insurance business through Investor Relations events by
organizing Analyst Meeting after announcing the Company’s

performance 4 times regularly every quarter including special
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occasions in order to provide information concerning details of our
overall operations as well as provide knowledge on life insurance
business. On each occasion, 8-10 analysts were present and
these participants had the opportunity of gaining information on
various matters such as the Company’s products, distribution
channels, finance, and were able to enquire about the facts and
request knowledge about life insurance business directly with the
executives. For instance, requesting information about insurance
plan, knowledge on business regulations, the Company’s strategies,
information about life insurance business and the changing trends,
and so on.

In this connection, on the Company’s website at the section of
Investor Relations, the Company publicizes knowledge concerning
life insurance business for analysts, investors and interested persons
in the form of 5 knowledge sharing documents which are the main
subjects of life insurance business; for instance, knowledge about
the fund of life insurance business, value of life insurance business,
financial standard concerning the business, and so on, and analysts,
investors and interested persons can download these documents
through the Company’s website.

Moreover, the Company give opportunity for interested investors to
meet with our executives or investor relations staff to enquire about
information on our performance and knowledge on life insurance
business. In case analysts, investors, or interested persons would
like to have additional information, they may contact the Company’s

Investor Relations directly for the information.

Promotion of Access to Basic Life
Insurance Service

The Company’s branch offices cover every region nationwide. Presently
there are 67 branch offices which can give service to customers on all
matters same as at the Head Office such as accepting premium payments,
explain about details and benefits in the policy, and so on. The Company’s
branch offices are also the center for agents and the public in general
for imparting various information about the Company such as product
information for people in general to have accurate understanding about life
insurance and can choose the products which meet their individual needs.

The Company continuously cooperates with external organizations in
improving access to life insurance products and services which can meet
needs and enable the public to access these services fairly under the
support of the Securities & Exchange Commission and the Office of the
Insurance Commission. In 2019 The Company signed a Memorandum
of Understanding (MOU) concerning the 7 baht insurance project so that
the public in general may receive accident coverage during various long
weekends. The 7-baht insurance policy covers loss of life from an accident
as well as medical treatment from accident which helps alleviate the burden

of expenses arising from unforeseen incidents.
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e Providing accident coverage and medical treatment expenses
through 7-baht Group Insurance Policy
During various festivals, people travel densely both to their
hometowns and for vacations which causes accident statistics to
be higher than normal. In this connection, the public sector needed
to lay down measures and create campaigns to arouse people to
travel with discipline and cares. With the chance of loss of life and
medical treatment being higher than normal, Bangkok Life Assurance
therefore provided group accident coverage and medical treatment
through 7-baht group insurance where 2 groups of people are
entitled to coverage rights:
— The Company’s existing customer group, and
— The general public group through partner companies participating
in the activity. In 2019 the Company collaborated with Mono
Group to jointly provide coverage for the 7-baht insurance during
the New Year festival 2020.

Number of people who received
coverage from the 7-baht
Insurance in 2019

totaled 25,300 persons.

Total sum assured

2,530 million baht
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Economic Aspect :
Health Promotion and Prevention of
Problems Concerning Expenditures
for Medical Treatment

Having good quality of life and good health helps community to
create and operate business according to each individual’s role
and duty in society efficiently. In this connection, the Company
set up a project to help enhance the quality of life especially with
regard to health promotion along with providing knowledge about
the benefits of exercise with expectation of change in eating habits
and creating discipline in exercising so that community people can
be sustainably healthy.

Moreover, in this era when technology changes speedily and
impacts business operations, the Company strives to enhance
the capability of the organization to keep pace with and use the
opportunity from the progress of technology in creating access
to the service of financial planning and life insurance as well as
upgrading the development of products and services in order to
encourage all people in all walks of life to be able to access the
service equally and conveniently throughout and covering every
and more and more areas. The Company has developed insurance

plans which provide life insurance and basic illness coverage for the

76 SUSTAINABILITY REPORT 2019



Tnsanistuaate autalsasie

BLA Aunjai Rok-rai Plan

20-90U

91gNAUASDI
Insurable age

Ausuduels:=nuny - FIn
Sum assured - Life

FusuGuedsznune - Ispsiguss
Sum assured - Dread disease

majority of people in the country such as the BLA Aunjai Rok-rai
which has a life insurance coverage of 50,000 baht and a dread
disease coverage starting at 100,000 baht up to the age of 90
years old, with a fixed insurance premium throughout the contract
starting only at 1,525 baht per year. This enables the majority of

people to access the life coverage and basic dread diseases.
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Project to Promote
the Preparedness of Atheletes
and Various Sports Activities

Apart from building up the body to be robust and healthy through
exercises, another important factor when exercising or participating
in sport events is being assured with a risk coverage. The Company
therefore encourages accident insurance in various activities so that
people and athletes do not worry about accidents which may occur

during exercises and competitions.

e Provide accident coverage relating to sports and exercise

— Supporting safety for athletes in the “Run-Walk 2019 Olympic Day”
by presenting total sum assured of more than 1,300 million baht

— Supported Thai athletic team, athletes and trainers to the SEA
Games 2019 by presenting life assurance and accident insurance
policy of more than 186 million baht

— Supported Thai National Shooting Team to the SEA Games 2019
by presenting life assurance and accident insurance policy of

more than 23 million baht.
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Distributing N95 Respirator Mask

In 2019 Thailand faced the problem of PM2.5 dust particles
which impacted health in various areas nationwide. The Company
dispatched our executives and employees to distribute N95 respirator
mask to people in risky areas. Employees were sent to distribute
the N95 mask at various places and we also collaborated with our
partner company such as Major Cineplex Group in distributing the
mask at problematic areas near Major Cineplex theatres. Moreover,
the Company dispatched altogether more than 10,000 pieces of N95

respirator mask to our branch offices nationwide for distribution.

Ld =

Total sum assured for
protection of athletes in 2019
at a total of

1,509 million baht
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Social Aspect :
Educational Opportunities and
Fostering Important Values in Youth for
Sustainable Development of the Country

Bangkok Life Assurance Rising Youth Athletes Onwards Towards
Thailand Youth Olympic Championship 2019

Developing potentials of new generation youth to have knowledge,
capability and readiness both morally and ethically is an important
foundation in building economic and social prosperity. The Company
is determined to encourage development of youth to grow into leaders
of tomorrow and be ready for future changes. The Company strives
to carry out its project to develop and promote sportive potentials
with youth taking the center stage to become an important propeller
in driving the nation’s economy and society in the future because the
Company believes that youth is the foundation and the leaders of
tomorrow.

The Company is collaborating with the Athletic Association of
Thailand under His Majesty the King’s Patronage as well as provincial

government agencies in organizing for the 2™ consecutive year a
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stage to select top youth athletes nationwide to carry on the dreams
to move onwards towards international level to promote sports for
youth nationwide and create a champion to strengthen Thai athletic
sports in readiness to conquer the Olympic Games 2020. This year
we have more than 5,000 youth athletes nationwide competing in the
project. Besides, there will be 35 youth athletes from the Bangkok Life
Assurance Rising Youth Athletes Onwards Towards Thailand Youth
Olympic Championship project who will represent Thailand National
Youth Team to compete for gold medals in the SEA Youth Athletics
Championships and the ASEAN School Games. This project will
help youth with outstanding skills nationwide but lack opportunity to

strengthen their capabilities.
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“My School” Project

Bangkok Life Assurance in cooperation with Thairath TV fulfils young
dreams and forwards smiles to Thai youth in remote areas by way
of creating sustainable happiness with the “My School” project. In
2019 the Company carried on 2 activities for Thai youth to have good

quality of life full of smiles.

e The Clean Drinking Water for Happiness in Life project presented
a water tank of more than 10,000 liter capacity together with filtering
system and water filters and also organized lunch for the school children
at the Border Patrol Police Learning Center Insea Asa (Pa Guer Yor
Village) Pa Deng Subdistrict, Kaeng Krachan District, Phetchaburi
Province with a view to creating clean drinking water for a good quality
of life and hygiene. The “Clean Drinking Water for a Happy Life” project
was initiated since the year 2013 and has still been carried out up to
now. The Company is aware of the importance of quality of life and
health of youth and people in the way of hygiene, exercise, drinking
clean water and things which various schools lack for enhancing the

quality of life and education of Thai youth especially in remote areas.
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e The 2™ “My School” project was organized at Ban Pha Pha

Community School, Mae Katuan Subdistrict, Sop Moei District, Mae
Hong Son Province. Most students had to walk to school at a distance
of 3-7 kilometers. Not having a bicycle meant being absent from school
due to difficulty in traveling or the parents could not bring them. The
Company delivered smiles and good quality of life with a presentation
of 70 bicycles as well as facilities which the school and the students
lacked such as refrigerators, food blenders, food trays complete with
forks and spoons, and outdoor playground equipment to enhance good
hygiene for youth in remote areas. This project is therefore beneficial
to schools which still lack various facilities in order to let Thai youth

enjoy better quality of life within the confines of the school.
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Organization of Events Which Preserve Thai Heritage such as
Kings Cup Longboat Competition, Candle Procession Parade
to Enhance Relationships with Community

Apart from promoting education and opportunity for youth, the
Company also promotes preservation of Thai Heritage and Keeping
Traditional Thai Culture Alive through supporting provincial level
activities so that youth would love and cherish important national

values of the nation, such as

Ubon Ratchathani Candle Procession Parade

The Company participated and promoted the organization of the
2019 Ubon Ratchathani candle procession parade which carries on
Buddhist arts of Ubon Ratchathani and regularly displays magnificent

candles every year.

Kings Cup Longboat Competition 2019, Phichit Province

The Company supported Wat Tha Luang (Royal Monastery) in
preserving Thai Heritage which provides happiness to Thai people
as well as foreigners. Our executives, employees, and life insurance
agents helped to hospitably distribute drinks, fans and cooling caps

to attendees in the event.
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Raising Awareness
and Caring for the Environment

The Company promotes the concept of raising awareness to love and
care for the environment both within the organization and together with

the public in general. One of the main projects carried out in 2019 was:

ENCOURAGING AWARENESS IN LOVING AND CARING FOR
ENVIRONMENT BY THE ORGANIZATION

The 12" “BHappy®” Project

The Company cooperated with Bangkok Insurance PCL, Aioi
Bangkok Insurance Co., Ltd. and Bumrungrad Hospital to organize
a relationship binding activity among Management and employees
of all four companies. This 12" BHappy Project activity under the
name “Volunteer Spirit, Planting Mangrove Forest for Sustainability of
Nature” took place at Chulachomklao Fort, Laem Fa Pha Subdistrict,
Phra Samut Chedi District, Samut Prakarn Province. Members of the
four companies jointly planted mangrove forest in an activity to raise
management and employees’ awareness on the value of nature and
environment conservation which are necessary natural resources for
the ecology. Mangrove forest serves as valuable food and shelter
areas for aquatic animals. It prevents coastal erosion from wave
damage, retains land sediment, and in turn encourages conservation

of the mangrove forests.
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BLA Happy Life Go Green Project within the Organization
Using natural resources efficiently is an important basis in developing
the country’s sustainability. The Company is therefore determined to
raise in employees and stakeholders the awareness in conserving
natural resources as well as the realization of the value of natural
resources. This is an on-going project in which all organization’s

employees participate to improve our society and comprise

Energy-saving project

e This is energy-saving campaign in carried out by gathering all
information and methods of saving energy and broadcasting it
via the Company’s electronic channels (SmartHome) and promoting
energy preservation by turning off lights during daytime and when
going out to attend meetings or after work, putting a numbered
sticker on the work desks to control energy use in specific areas as
well as an automated computer shutdown system in the organization.

e Change to energy-saving equipment especially various light
bulbs which stay turned on all the time such as at the walkways
of each floor

e A health promotion project of walking up the stairs instead of
using elevators and affixing a sticker showing the calorie count of
using each step as well as encouraging those who use the stairs.
Apart from gaining good health this also help conserving energy

from using elevators.

Water-saving project

e A campaign to wipe remains off dishes before washing;
store water in containers for use; reuse water, turn off faucets
properly after each use; and immediately notify the person

responsible for repairs on seeing a water leak in the organization.

Paper-saving Project

e This campaign involves document storage; paper re-using, encourage
use of electronic copy and discourage hard copy. Not only will this help
save paper, it also saves storage space and reduces fire risk hard as well.

e Destroying documents by sending to commercial establishments
to boil and use the pulp for recycled paper production; this is
a natural resourceful use of tree for environmental conservation.

e Recycling Project in the office: White paper documents are collected
in a box, placed next to every copying machine in the Organization,

for recycling.

The Company is also determined to improve work procedures
in the organization by the use of digital technology which not only
reduces use of resources and time in carrying out work but also

helps increase work efficiency.
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JsurcumislawassutuasAns
Quantity of Energy Usage in the Organization

Ysanaulnin 3,339.74 winzins/dala 3,432.65 winzind/dla
Quantity of Electricity 3,339.74 megawatt per hours  3,432.65 megawatt per hours

Usurcunistdthuszuaimeluaadins
Quantity of Water Usage in the Organization

YInanhaugnunaiuns 20,922 §UINUNANNAT 19,453 aNURNUNANLNAT
Quantity of Water 20,922 million cubic meters 19,453 million cubic meters

Jsuacunistdns:zais

Quantity of Paper Usage

Ysmnanszans3loiAa 36,826 fAlansu 41,007.60 Alansu
Quantity of Recycled Paper 36,826 kilograms 41,007.60 kilograms

o L Encouraging the General Public’s
sSnudiuwoaasuunus=¥rguniguan for Environment
e f19n35« Thailand Tree Festival e Thailand Tree Festival Activity
vasnSwmaduayunanssn Thailand Tree Festival %‘x‘lgaﬁﬁﬂmﬁu The Company joined in to support the Thailand Tree Festival

Towgnilasaniunaninsldlue (Big Tree Project) waz Urban  organized by Rajapruek Institute Foundation, Big Tree Project and
Adventures ¥nTuiassvasIRRfUAunadons MiuinuazAsEUAY)  Urban Adventures for children and their families with the aim of raising
Iunﬂiﬂgﬂ?)ﬂﬁ’lﬁn%’niﬂaﬂ WeliAnnszuums L%Huﬁﬁiiu‘ﬁ’lﬁuaxﬂ%’m the awareness to save our planet through learning about nature and
Uszaumaainsslums lEiinesdnuiazasauasuanigSeu (Nature Fun)  experiencing learning outside of the classroom (Nature Fun).
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[nsans “BLA Happy Gift”
Asnulansou

16,733 3u

o BLA Happy Life Go Green PuTUTNNANTINEIIA Y (AA)
Falassmsugninshiinuszanzuaulneiusnlindndusiiihngdy
al#lusiled Aulasenns BLA Happy Gift

1A59M3 “BLA Happy Gift d\wiammqmﬁ@mﬁqwawﬁyﬁﬁﬁﬁu”
Lﬂiﬂﬂi%ﬁﬁﬂ@q wndseiudin SandusanANaaETIAne (Aue)
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snungaumg uaznassldonnsindlan fsnansavhndusnldivallfiane
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eldliiguaulneds Meldnnmainaimaalagbivindldie
NauLARNANE9ETIANE (Alew) ishlausemnsuatlums
Jnfanssausedsudeadossio )

e BLA Happy Life Go Green, together with the Thai Creative
Association (Magic Eyes), organized a campaign to raise
awareness of Thai people to use re-cycled products through the
BLA Happy Gift Project.

“BLA Happy Gift -- forwarding green happiness with sustainable
gifts” was a project which Bangkok Life Assurance collaborated
with the Thai Creative Association (Magic Eyes) in organizing to
raise awareness of all Thai people to take care of our earth. The
general public was encouraged to make donations and receive in
return world-care souvenirs which could be used on a daily basis or
given as gifts to people they cared for, such as cloth shopping bags,
umbrellas, temperature-controlled vacuum flasks, and world-caring food
containers which are always reusable. These products are made with
local pa-kao-ma fabric from various communities nationwide which
help augment incomes for the Thai communities. All earnings from
the donations were presented to the Thai Creative Association (Magic
Eyes) without any deduction to further promote their activities in the

environment campaign.

NUMBER OF WORLD-CARING
GIFTS IN THE

"BLA HAPPY GIFT”

PROJECT TOTALED

16,733 PIECES
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uamsdnﬁumsﬁwﬁmu Social Eanronment
Fawnaoulul 2562 Results in 2019

nIsalaunis

Activities

msa$unnuidumsGunnUs:gunns:au naus:ine
CREATING FINANCIAL KNOWLEDGE TO PEOPLE AT EVERY LEVEL NATIONWIDE

« ynfINssuMSGU AaUs:ne +uynsou 6un/U

« fMNssu FA Club Us:idiou nnniimiA wa: Day of Opportunity « Tehn1 20 A3 / U Gnsouuszuncu 1,000 Au
Js=AU

« donnuSMINsIuciugeIn1iGina ua: Social Media

« Nationwide Financial Activity Booths « Total of 6 booths per year.

» Monthly FA Club activity in all regions and annual Day of » Not less than 20 times per year, Number of participants
Opportunity approximately 1,000 persons

» Transmit financial knowledge through Digital Channels
and Social Media

N158NS=AUNISTAUSNISUAzN1SI UL UNIINISEUYBaIUS:¥IFU
ENHANCING SERVICE AND FINANCIAL PLANNING OF THE GENERAL PUBLIC

« Mobile Application “BLA Happy Life” AWcuUN3uIRas0I5U « Mobile App Tga1aulkan 57,000 Au
mstrusSNIsunnguanmua:us:a1gu

« Smart Tools chudis:uuiUae TUAURIS:UUMSYNE S:UUUSMToLA - UnmsdatuFgadius:uu Smart App Aatdu 30%
ssnssuMsGudnSuanA gaJhuoulumue

« indosloTawasauuumsiiu dog 3BLink « 3BLink gntdaulos FA 1,300 Au

« BLA Station undsgeyadhrsuweuunuazdulnndayaunaounuuas « BLA Station w3auihisdaununads:ine 10,000 Au
neKin

« Mobile Application “BLA Happy Life” developed to support » Mobile App was downloaded by 57,000 people
service to customer groups and the general public

« Smart Tools from Offer System to Sales System and System « Insurance applications through Smart App system,
of providing information/financial transaction for customers equal 30% of number of application

« Tools for organizing financial port with 3BLink « 3BLink has been used by 1,300 FAs

« BLA Station, Information source for enhancing and updating « BLA Station is ready to be accessed by 10,000 agents
information for agents and brokers nationwide
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nIsalaunIs

Activities

NISWAUIUAANATUZINIINISEUNON1SIIULUNISEU

DEVELOPMENT OF FINANCIAL PRODUCTS FOR FINANCIAL PLANNING

1. nsusssiUssAunau 7 uan tugasinAniativonisasiinonu
AunsaWuTULAUS:3URIUS:INA

2. nsusssuUs:AUENED dMSUdNAWIY RUANE ua:Us:anaun
W1SIUNANSSUDDNMAINIY A

3. msoanuuuuanntuAdsNugaMw ﬁ'ﬂsaunaUUs:mzrur]nn&iu
wa:nnANUAIMS

4. msuhidususmsquamudymwunds:g1gu tiu BLA Every
Care wa:msnsaagamwus:l

1. 7-baht group insurance policy during festivals to create
basic coverage for people nationwide

2. Group insurance policy for Thailand National Athlet Team
and people who participated in various exercise activities

3. Designing health insurance products which cover all groups
of people and every need

4.Presentation of health care service to the public through
BLA Every Care, and Annual Physical Check up

1. vaunsusssUs=AUNED 7 UIN saunuussAusie 2,530 Auuin

2. uaunswsssiiUs:NuUNaU uINN31 100,000 Autul 2562
nuUs:nuguawa sau 1,509 a&uuan

3. iR gdensusssugumwiialsniouss +8.6% (Ul 2562

4. BLA Every Care Asaunaud{gusns 50,000 Au

1. Handed over 7-baht group insurance policies with total
sum assured of 2,530 million baht

2. Handed over group insurance policies to
more than 100,000 persons in 2019.
Cost of accident insurance totaled 1,509 million baht

3. Increase in policyholders of health and critical illnesses
insurance by +8.6% in 2019.

4. BLA Every Care covered 50,000 users.
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Good Corporate

Governance

nIsN1nuQuaniInIsna

wanisdisaanmsmAuquaninisusenian:wsulng
Tosaviavdsasuanivunssunisusenine (U 2556 - 2562)

Result of Good Corporate Governance Survey
of Thai listed Companies by Thai institute of Directors
(2013-2019)

shweudaiiuhmsmiuguaiamsiisazilgmsahenauenligsia
pthediofiu LiERiwualaseasmsUANsIamsidszansam Tussla
avaaauld uazfimstsgasinasswieiu Bniemsusznaugsiases
visndasduliathedodnduazifiusssusodonn DU MANRRTIY
wadszlomivosgndn {ieviu uazifawldidefineadedu o

Tasvariamsiiuguaiants

AnznssiNMILsEn weuvaneliruznssunsmhiuiansiisimihii
mvusulainsuaziuguanusunsfiuguaiams sdenmanunmu
ussUsuUsaulonnsuazwanUfifidunsiiuguaianissesuisn i
fienuwsnzanuazifulumumdnmsmiuiansiifvesmesumiy
g3t Suldundninnuanznssunsmiundnninduazaaevanning
uazAuznIIINMIMAULazaNEINNIUsEnaug il seiuie

visnidvifufivanusdyzesnshiuguaniudevsesesdnsluy
fagiuuazmsmivguasumaluladfidhanfunumlumssifiugsia
Useiudinnndeti Tl 2562 anznssumsldsuAliadehsnuAa
Sulundiu (Digital Innovation) Teelduaumneldsesemunssums
vimnaithugSuRemausunamiuguamssiiiuvenu

vananil AmznssuMIEIINUAzAAsLUIY SeiihiisufiaeuTu
nsssnyanantaussRwanzasuaz Sullmaszdsuuazngviang
fifindes uaznhiausseruznssimMsAsuas Miefilszguiiovhude
Ansanussiaiiinssumsuasiiisnnadamssos 3 sl mafinsan
sofuuiuguzavANsLENaMALazfiBy Tasusuminmedseiiu
vinuy Uszaumsal nfennuasiiRme vasyaesfiazlisumsiausiih
WunssumsuisniieWevdlssnauzesanznasunsiinrnamannvans
AIBLARN wasizaNiUUSUMIuNasilugsfiauasiudin

@ NSLINWUS:NLIGIC

AAAA

“d

auin’

Un 7 aanenu

The Company is confident that good corporate governance will lead
to creation of sustainable value and has therefore formed a corporate
management structure that is efficient, transparent, accountable, and
balanced. Furthermore, the Company must conduct its business with
honesty and fairness to society with balanced benefits to be shared

among customers, shareholders, and other stakeholders.

Corporate Governance Framework

The Company has assigned the Good Corporate Governance
Committee the duty of specifying policies and governing business
including the revision and improvement of policies and regulations
concerning the Company’s corporate governance to be appropriate
and conforming to the principles of good corporate governance of the
agencies overseeing our business, that is, the Securities and Exchange
Commission and the Office of the Insurance Commission.

The Company recognizes the importance of Risk Management at
the present time as well as Technology Management which has an
increasing role in life insurance business operations. In 2019 the Board
of Management passed a resolution to set up a Digital Innovation
Section and delegated the Vice Chairman of the Executive Committee
as the person responsible for the management of the operations.

Moreover, the Nomination and Remuneration Committee has the
responsibility of nominating qualified personnel according to the relevant
rules and regulations and these personnel will be presented to the
Company’s Board of Directors and/or at the Shareholders’ Meeting
for consideration for nomination as Director and Authorized Officer
of the Company. In this respect, the consideration will be based on
equality and the Company will assess the skills, experience and various
qualifications of the person nominated as Company Director in order
that the composition of the Board of Directors be varied, sweeping

and appropriate for the context in conducting a life insurance business.
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Tnssasunisminuquananas
Corporate Governance Structure

ACU:NSSUNISYNEDY AruznssuNIsdheusSHIsTanIsia Aty
Sub-Committees Core Executive Committees
* ACUZNSSUNISUSHIS * AtuzNSsuNIsMINUNIsUfUeicioanaAn
o ATUNSSUNISOSIAAOU * ACUENSSUNISIONIS
o ACUzNSSUNISASSHILA:NAISUIAINDULINU * AUENSSUNISWANNTUT
« ACUINSSUMSAIAUQUANANISAa * AUIM1IUUSHISEUNDINU
« AUENSSUNISUSHASAUEEJ o ntu:nssumsrhﬁquﬁnssuﬁ:)unuds:ﬁun“aua:ﬁ'tJ§nU1
¢ ATUzNSSUNISAJNU nistu
« AtuznssunisUs:wuwanisunutiou o Fair Market Conduct Committee
« Executive Board of Directors * Management Committee
o Audit Committee » Product Governance Committee
o Nominating and Remuneration Committee « Capital Management Committee
» Good Corporate Governance Committee o Committee for Supervising Conduct of Insurance
 Risk Management Committee Agents and Financial Advisors

¢ Investment Committee
e Performance Assessment and Evaluation Committee

daya i 31 Sunan 2562
as at 31 December 2019

IAsJas1uAtuzNSSUNISUSENNTAWANQA

Balanced Structure of Company’s Board of Directors

nssuMsdas: 631N 15 AU Soua: 40
Independent Directors 6 out of 15 persons 40%
nssun1sidousoutunIsusHisIu 21471Nn 15 AU Sowa: 13
Executive Directors 2 out of 15 persons 13%
nssunsiluldgusms 13191n 15 AU Soua: 87
Non-executive Directors 13 out of 15 persons 87%
NSSUNISIWFAKTUI 471N 15 AU Sowa: 27
Female Directors 4 out of 15 persons 27%
NSSUNISIWFYBIEY 11 972N 15 AU Sowa: 73
Male Directors 11 out of 15 persons 73%

doyn 31 Sunaw 2562
as at 31 December 2019
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majifnuresanznsnsuisnaucnsnm gt idulssimni
Toeutmadssiiusanidiy 4 & Taud 1) maUseiiumamaUfen
POIANZNTINM LTI AL 2) mMUszifiunanUiRuzes
AUzNTIINMIEALn 3) MIUszliunansUifinuaunssumIneyana
Uaz 4) MsUssiunamsUfiRueesssnunIsums
uananil WiaLsn)s@nsmmmeUfiavihfivnsanznssums Ui
islvanuensunafienavanvaneisluduanad Ussaumsnl ana
§N330 298y uazie S annssumsiigsesuasiAuafine
a7 viell uenmnenagenudmmaemziulugsinssiuinu
vigniimssiuayulinssmadhsumdngnszevanausvisadusoniiu
n33NMIUSEMINg (Thai Institute of Directors : 10D) wazldiBainenns
insenasisnuaniasuenadlssaumsalfuanenssmeiusza Ty
vidaiumnseiulmaenamnzanluusazsnm Tash 2562 16
WagumnsssaugennainnuauznssimsmiuvanmIwduaznann
wﬁnw%’wémmimﬂL‘%ﬂW@"ﬂﬂﬁ@LL@ﬁﬂﬂﬁﬁﬁ (Corporate Governance

Code : CG Code) 1 2560

Efficiency of Committees

To be confident of Committees’ efficiency, the Company arranges
Annual Appraisal of Directors of the Board as well as the Sub-
Committees’ operations. The appraisal is divided into 4 parts: 1)
Performance appraisal of the entire Board of Directors; 2) Performance
appraisal of Sub-Committees; 3) Performance appraisal of individual
directors; and 4) Performance appraisal of the Chairman of the Board
of Directors.

Moreover, in order to increase the committees’ efficiency in carrying
out their duties, the Company encourages diversities in committee
members with respect to knowledge, experience, capability, age range,
and gender so that the committees will have extensive viewpoints and
attitudes. In this respect, apart from knowledge and specific expertise
in life assurance business, the Company encourages directors to
participate in courses organized by the Thai Institute of Directors
: IOD and also regularly invite distinguished speakers and experts
to exchange knowledge and experiences with committee members
on different subject matters according to the appropriateness of the
period. In 2019 a high-level executive from the Securities and Exchange
Commission was invited to give a lecture on Corporate Governance
Code: CG Code 2017.
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Risk Management

N1SUSH1S10N1SAIWIFYJ

msvimsiamsanuidseifunalnsddglumsiuindsuasdnslug
Whwane viesenmue uddiisulfduatedoiu Senanszumn
anudBEINsdaNasaA NN EaiupegTiaulFA Ui ldtmun
NIBUNILEMIANNIEEYRIANIMMINAIEIUEING (Enterprise Risk
Management : ERM) maléisziuiunasyuiisasiuansdosldog
wsnzaNmIANNIUsfiuaNsEBsuazANNivamIeNSuTey
29ANS (Own Risk and Solvency Assessment : ORSA) Lﬁﬂiﬁn’ﬁﬁ’] i
vispednsifilmunileineg wamemsuimsesndes udeaiuaie
nalnlunmsuimsanadesetnefiuszuy nasseugnieiansssuana
wdeemeluavdng wosslimiinemmnszduianudnle Suineey uay
aszwiinfernuadryresmsTsusmuimsanudsshumnéuzesms
AilugsNaTDILTEN

Tassariemsmiusasu3nisanuides
u%ﬁwﬁﬂmznﬁumm%mimmLﬁ'mv‘mﬁqﬁﬁwwumnaqwﬁ”lumsu%mi
anudsildranndasiLuwIMsfianenssNsUsEni MU e
fismemsuimsinmseanaidsslimnzaniunagnsidegsia M
guansUfifaunseumsuimsiansenudes tiasulaldhen
Lﬁiﬂ\aﬂv’\mummﬂ‘lumﬁnﬂﬁgnmm@uLl,azﬁmmm‘tﬁag"lu‘ssﬁummLﬁ'mﬁ
pansuld (Risk Appetite) AaanaulvimuuzthudannTsNMIUSEN IS
ﬂgnﬁqiﬁuuﬁi‘mmﬂ'nsﬁﬁwﬁ\iﬁ\ﬁmmLﬁ'm (Risk Culture) wazmsUHUR
N TLsTINeNAnT niafuiamusnsIineunanu s
nunmuuazldrnuiuiisfuulauisusmsanadey wWeldauy

NITNMIVIENANN TN YR

nmsuAmsdanisanudes - N 3 u
valfhnsaumsmigua “uwusnms 3 dw anldlumsiia
Uszandnmuazaasaumugndasiuusaznszuiums Seifluana
smfonnynmbsnumeluniin fousiseiunuznIsmuiiaud
sty Smisdsidsruumsussfiumuies fiomuauanaides
(Risk Control Self-assessment) fmsumstssiuamadesidoedu
fiswhisueABAMENITNMILINTANALELY LazAMZNITNMILIENIRE
fnsanuasdszifiurnandestuszivosdnseialy

Risk Management is an important mechanism in driving an
organization to its goal of sustainably creating value to stakeholders
as risk impact may undermine stakeholders’ confidence. The Company
has therefore specified the organizational risk management framework
according to the Enterprise Risk Management : ERM under the capital
level which can appropriately support the risk as per the principles
of Own Risk and Solvency Assessment : ORSA in order that the
operation of the whole organization will be aligned with the enterprise
risk management policy and procedures and with systematic risk
management mechanism. In addition, the Company has implanted
risk culture within the organization with the aim that every level of
employees understands, is responsible and is aware of the significance
of participating in risk management in every aspect of the Company’s

business operations.

Structure of the Risk Management

The Company’s Risk Management Committee, has the duty of
specifying strategies in managing risk to conform with the direction set
out by the Board of Directors, setting out risk management strategies
that align with the business strategy, to oversee the operation according
to the risk management framework so that all the organizational risks
can be controlled and monitored according to the organization’s risk
appetite. The Risk Management Committee also advises the Board
of Directors in relations to embedding risk culture and adhering to
corporate value. The Risk Management Committee also has the
duty to review and give advice on the risk management policy for the

Board’s consideration and approval.

Risk Management - 3 Lines of Defence

The Company has adopted the “3 Lines of Defense” framework to
promote a check and balance in all operating processes through a
cooperation of every work unit within the Company, starting from Board
of Directors level to employee level. Risk & Control Self-assessment
has also been applied for the basic risk assessment before being
presented to the Risk Management Committee and to the Board for

consideration of overall risk assessment.
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S:UUNISUSHISAUIESIZ0IUSENUS:NDUAIE 6 Jundu
6 Processes in the Company’s Risk Management

nsmKxundnqus=aiA
Specifying Aims

nss:yUrigdes
Specifying Risk Factors

nasus:zlounUEEYI
Assessing Risk Probability

nsmuuaingyszavanioimunud
snaniawald UATAIST vuiugu
Aihuese uasiifmunnaiuiueu e
TdszneumssiRabideerionasonanszmm
seATNEINInNIUTIR TngUstaeivie
Whviane

Specifying measurable and practical
aims or goals on actual basis with
definite time limit to support when
specifying risk factors which may impact

capability in achieving aims or goals.

maszyimansaiisnadeliinenadee
fidunaliunusruiinne3lsiussgain
Faguszasdviadivmny Tasanuidss
oaAnldiennanmminadanmelusedns
URZEMWLIANDNMEUBNDIANT

Specifying circumstances which may
post risks, impact planned works and
lead to not achieving objectives or goals.
Risks may occur due to internal and

external factors.

maUsziiiu “seiuaaslama” fesifinana
Weonluesifindu uasussfiu “seiuaes
HANITNU” wnANLdEiuinguase
Tagldinausimaszifiusichudeannmuas
Wi 5aneu

Assessing the “level of probability” that
the risk may occur and assess “level of
impact” in case the risk actually occurs,
using both qualitative and quantitative

assessment criteria.

92 SUSTAINABILITY REPORT 2019



N1sI0N1SAUIEYI
lLa:N1sUsKIsljunainu

Risk Management and

Capital Management

nisaaavuaszus:louua

Monitoring and Assessment

N1SS18Juda
Reporting

MIMYUANIATNTLSNIIANTANNLEEY
fAty (Key Risk) tipanwaszsuaslama
UAZITALTBINANTEIINNMIAAMAN TR
doelinglusziuivonsy

Specifying measures in handling the
key risk to reduce level of probability
and level of impact of the risk to an

acceptable level.

NNIARAINUILENTNINDDINTSUIUNTT
USMTANNLEEY waznsUsiunNaang
BEANGRIGN

Monitoring efficiency of processes in risk
management and consistently assess

the result.

MINENUNANTUIMIANNTLIUARR
HE99Y AUZNTINMSUSNSANNLELY
LRZAENITNMILIENDENIENILEND

Regularly reporting results of risk
management to people involved, the
Risk Management Committee and the

Board of Directors.
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nwsaugasaNuEdgIFIAtuTuN1sUs:noussiigoIusen
Significant Risks in the Business Operations of the Company Overview
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External Factors
Politics, Macro Economy, Social, Environment, Law,

Population Structure, Technology
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Significant Risks in Insurance
Business Operations

e Capital adequacy risk

e Investment risk

o Competition risk

e Compliance risk

e Operation risk

e Product risk

e Investment risk

s ushAtsemsumedamslamSamamseisne ilsnndn
Foonasdewansznusiaussnuaziiisulfids Serseunqunisusziiiy
wnlimaifetumasilibfienannenamsmifiugsisresuisn masms
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Tuaufembprusiuayuuasiiiisdesnasnnszuounsieuna
WeIuEINa ISO/IEC 27001 (UKAS) wazmaUSnIanusiaiiiaena
7319 1SO 22301 (UKAS)
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Internal Factors
Personnel, working process, information technology system,

products

3 4
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Other Risks

e Reputation risk

e Cyber threat risk
e Digital culture risk

e |T change risk

The Company places importance on management of problems or

other unexpected events which may have impacts on the Company
and stakeholders which include assessment of trends in occurrence
of factors which may threaten the Company’s business operations,
crisis management both before, between, and after the event, up to
indications of ways of preventing and managing the aforesaid factors
so that the Company can deal with the crisis both at the initial stage
and the recovery period efficiently in 2019.
The sub-committees at executive level have continuously gone over the
management framework of coping with unexpected emergency situation
to make sure that the Company will be able to recover and retrieve
the Critical Business Process to its normal specified level of service
to help reduce the seriousness of the impact to the departments and
organization. The Company gives the highest priority to the activity of
providing service to customers including supporting departments and
the personnel concerned as well as the work process according to
Information Security Management ISO/IEC 27001 (UKAS) and Business
Continuity Management ISO/IEC 27001 (UKAS).
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(Mmelu 1 1) wavszezen (5zvihe 3-5 1)) hiszdmnd WWeWA  may cause short-term (within 1 year) and long-term (between 3-5
IAsMIEvULATMSRRLALeRDPMNE B e TaeheiuMaa] AapnaL years) impacts in order to develop measures to support and respond
SWNINAIWAN wansznuiioaintusausn Teoluil 2562 u’%ﬁﬂﬁizq well in time to these risks as well as be able to control impacts which
m’]mﬁhmﬁﬂiﬁﬁﬁéﬂﬁm 2 dssm may occur to the Company. And in 2019 the Company specified 2
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Digital Culture Risk
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Technology Change Risk
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types of emerging risks.

Due to change in business operation format and operation
process within the organization to be able to cope with changes
and look for business opportunities at present time which may
create personnel risk and digital risk, the Company has specified
clear and appropriate strategies and business operations
concerning digital. In this connection, the Management had
approved the formation of BLA Synergy Team, known as BLAST,
which comprises new generation employees from various work
units, so each team member has different concept, expertise and
skill though these differences enable BLAST members to help
one another analyze and initiate projects that cause changes to
create energy in their design thinking which led to positive and
beneficial effect on the Company. Their work method called
Agile is used to improve the work process by way of speed in
order to respond to innovation and customer centricity, thereby
increasing business opportunities and developing the risk

management process which may occur.

The risk in this instance means impact which occurs as a
result of technology change which affects the expectation,
customer behavior, market and industry, which affect
operational risk and reputation risk of the Company. In this
respect, in order to cope with the aforesaid risks, the Company
created understanding in the changes that occur in order
that executives and employees can be ready to deal with the
challenge in innovation and the change into digital age. There
is an increase in the proportion of investment on technology,
which encourages employees of the organization to face the
challenge and open up to new innovation with a determination
in giving service to meet the needs of customer speedily. Also
there is a development of products and digital service together

with development of process to prevent Cyber Risk.
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Raising Awareness of Risk Culture

The Company placed importance in creating organization culture
which is important to risk management and raise the awareness
of employees of all levels to be a part of the organization’s risk
management. The Company delegated the Risk Committee to
give advice to the Board of Directors to raise awareness of Risk
Culture throughout the organization and directed that this culture be
implemented as an organizational culture by which the Company has
created a channel for reporting risks and has established a project
promoting the awareness by developing and training the Company’s
personnel of every level continuously so that they have knowledge,
understanding, carefulness and awareness of the risk which may
occur which will impact every department in the organization as well

as stakeholders.
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Data Securi
and Digital
System
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ly
Operating

In carrying out business in the digital age, the Company is aware
and places importance on data security system and customer data
protection and Company data protection. In 2019 the Company
assigned to the Chairman of the Executive Board of Directors the
responsibility of controlling technology strategies and architecture of
digital innovation to ensure conformity to the Company’s strategies
and goals as well as continuously review their execution which should

fit with the technology changes which occur all the time.

Regulations on Technology

With the context of present day business operation process
where most of the organization’s data are kept in electronic form,
the Company places utmost importance on Information Security and
Privacy and has stipulated corporate policy on information security
and personal data protection for employees, executives, life insurance
agents, life insurance brokers, business partners, and shareholders’
to acknowledge and abide by under the regulation on information
security on the basis of the Confidentiality-Integrity-Availability (CIA)
principle. The aforesaid policy specifies clear roles and responsibility
for development, implementation and monitoring of IT security policy.
The Management Committee is tasked with monitoring and supporting
the implementation of the policy as well as reviewing and assessing
the level of appropriateness in IT security system to conform to the
corporate business operation strategy, with an internal and external
monitoring bodies having the duty to check and give advice on

improvement of the security to be more efficient.
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CONFIDENTIALITY
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Information can be accessed by
authorized personnel only
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INTEGRITY

doyalinougnaad uazungaiio

Information is accurate and reliable

AVAILABILITY

doyawsauBentdiaciosnis

Information is ready for use when
required

Meanwhile, the Company has received ISO 27001:2013 for
information security management; we are one of the leading life
insurance business companies since 2015 to obtain this information
security standard which covers our computer center, development of
information system, monitoring of operation of life insurance policy
and group insurance, indemnity handling, and claims receiving center.
Furthermore, in the year 2016, the Company received I1SO 22301:2012
for business continuity. The Company has prepared a second site for
information as well as a second operation site with round-the-clock
connection of network system and IT in order to be prepared for
emergency in any disruptive incidents which may occur and for a more
efficient business operation. The Company rehearses the business
continuity plan in accordance with the international standard every
year which shows that the Company sees the importance of managing
the IT system to be able to operate continuously and efficiently.

Moreover, the IT security which concerns development of IT work
process and the Company’s important database has been certified
by the international system development guideline standard, starting
with the compilation of requirements, feasibility analysis, system
design and development, testing the result, to actual implementation
of the system. Furthermore, the Company has increased the system
security standard by having an external examiner standardized in
IT security examination check for any security vulnerability in the
Company’s operating system to ensure that the Company’s operating
system is in accordance with the standard of the IT security system.

The Company uses pro-active comprehensive cyber operational
methods starting from prevention of external (internet) attack and
within the corporate network, with a warning and irregularity check
system, and fast and efficient response to incidents impacting the
IT security. There is also development of technology, personnel,
and continuous cyber-attack check process to enable the Company
to capably and efficiently cope with the incident and prevent
loss. Together with structure development and comprehensive
management regulation. The Company is also determined to
create data security culture in the organization so that all levels
of employee are aware of the significance of data security, and
aims to educate employees on this knowledge by organizing a
Proactive Security Awareness training to employees of all levels.

In 2019 the Company was prepared with the development
of the Security Operation Center - SOC) which is standardized

and has IT security system experts to maintain, monitor any
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attack on the Company’s IT system, with fast, real-time response
to the attack throughout 24 hours to create confidence in IT
system security and to be in line with the Cybersecurity Act as
well as the rules and regulatory requirements of the supervising
government agency. Moreover, a Cybersecurity Preparedness plan
had been organized through various campaigns such as Phishing
Exercise and DDoS Attack, in order to check the organization’s
potential in coping with the attack from the aforesaid situations.

In addition, the Company participated in upgrading the
standard of managing life insurance industry data security through
exchange of knowledge and case studies on data security with
external organizations such as Thailand Computer Security
Incident Response Team: ThaiCERT), Thailand Insurance Sector
Computer Emergency Response: TI-CERT, and the Office of
Insurance Commission (OIC) to increase potentials in handling

work on insurance industry data security to the highest efficiency.

Privacy Protection

With respect to protecting customer data, the Company places
utmost importance on handling and managing customer data with
maximum security and has an operation method which is consistent
with the regulations of the Office of the Insurance Commission, The
Securities and Exchange Commission, Thailand, and other pertinent
regulations including guidelines concerning market conduct of
business regulators. The Company has organized and reviewed its
Market Conduct Policy and Personal Data Protection Policy as well
as the principles of protecting and disclosure of customer data which
set out the method of protecting customer data and stipulate the
responsibility of the relevant agency for customer data protection
in order to protect customer data efficiently.

The Company respects every customer’s privacy right and
confidentiality and has a rule in managing and protecting customer
data safely, with consideration for customer privacy, data protection,
as well as a determination to prevent the usage of personal data
and/or insurance data without customer’s approval. In this respect,
in order to get customer’s approval, the Company would notify the
customer clearly of the aim in compiling, using, or disclosure of
customer data in case it is found that personal data is wrong or
inaccurate; customers may contact the Company’s Call Center to
amend data.

Raising awareness in personal data protection in 2019

The Company is determined to continuously create awareness and
knowledge in personal data protection in the organization through
training activities, meeting of leaders and financial advisors activities,
and through electronics channel such as BLA Station Application and
animation cartoons concerning Code of Conduct of the Organization,

and so on.
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Anti-Corruption
and Anti-Bribery
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The Company announced the Company’s anti-corruption and
anti-bribery policy with a view to establishing good practice as an
organizational culture through creation of good corporate governance
and compliance with business ethics as well as determining the
organization’s structure, role and responsibility in corporate governance
with efficient internal control and risk management systems in order

to prevent operations which create corruption and bribery.

Regulation in Anti-Corruption and Anti-Bribery

The Company announced an anti-corruption policy and proceeded to
improve the anti-corruption and anti-bribery measures to conform to the
changes according to regulation and context in operating a business, and
also communicated the policy and good practice for acknowledgement
by the committees, executives and every level of employees in the
organization for their strict adherence and practice. The contents of the
aforesaid Policy clearly covers important corruption and bribery styles
such as political assistance, donations for charity, funding, payment for
amenities which may lead to corruption, and so on.

In 2019 the Company did not have any case of accusation or
complaint concerning corruption and bribery from the Office of
Insurance Commission, Office of Anti Money Laundering, Office of the
National Anti-Corruption Commission and The Securities and Exchange

Commission.

In 2019:100%

of Company’s Executives and
Employees have confirmed
reviewing the Principles of
Conduct with respect to
Anti-Corruption
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The Company places importance on operating business
with transparency and in consistency with the anti-
corruption and anti-bribery policy. We are therefore
announcing the rule of declining to give and accept
gifts. All levels of employees shall not give or accept
gifts, complimentary items, or other benefits to various
companies and organizations except on special
occasions and the gifts, etc. shall not exceed 2,000
baht per case per year. This is in accordance with the
organization’s culture of ethics and transparency.

Management of Complaints and Fraud Reporting

Under Whistleblower Guideline, the Company encourages employees
to give a tip-off or information on acts which are not consistent with the
practice and ethics in the business operation of the Company through
various channels such as email, letter, and telephone. The Company
has a policy in keeping information confidential by not disclosing the
identity of the person reporting the case as well as a process in handling
complaints systematically by specifying the offices with specific skills
in examining facts to have the duty of investigating the incident or the
case in a timely manner and report the result of the proceeding to the
Disciplinary Committee; the result of the investigation will be reported

to the Audit Committee’s acknowledgement every 3 months.
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Employees or people outside the organization are to make tip-off or complaints about wrong doings
in case of faulty work procedure or mistakes and in case of corruption through
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Internal Audit Department, or Compliance Office
Bangkok Life Assurance PCL

23/115-121 Soi Sun Wichai, Rama 9 Rd

Bangkapi, Huaykwang, Bangkok 10310
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Ins@wii 0-2777-8233-4
Inssns 0-2777-8237
auditor@bangkoklife.com
sinmiunsu iRy
Inséwyi 0-2777-8861
Insans 0-2777-8605

compliance@bangkoklife.com

Internal Audit Department
Telephone: 0-2777-8233-4
Telefax: 0-2777-8237
auditor@bangkoklife.com
Compliance Office
Telephone: 0-2777-8861
Telefax: 0-2777-8605

compliance@bangkoklife.com
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Business Operation Ethics

In 2019 the Company upgraded Market Conduct of the organization
by establishing a Market Conduct Committee. Towards the end of 2018.
The Market Conduct Committee, comprising Directors and high-level
executives with a role in supervising, monitoring, and controlling the
quality of product sales offering and servicing of customers via every
channel systematically, in the same direction and keeping abreast of the
situation in order to maintain fairness; the operation of this Committee
is reported to the Good Corporate Governance Committee and the
Board of Directors. This is to show the Company’s determination in
supervising work procedures to be ethical and responsible for every
group of stakeholders. The Company stipulated that there be an Audit
Committee comprising all Independent Directors having the role of
supervising the operations according to the Company’s rules, morality
and ethics.

Moreover, the Company supports business operations together with
brokers and partner companies which place importance on operating
business with righteousness and responsibility to society and the
environment, who have attended the seminar on Market Conduct both

in class and through digital communication.
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Prevention and
Suppression of
Money Laundering
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The Company is determined to improve its operations in preventing
and suppressing money laundering and financial support to terrorism
and spreading of weapons of mass destruction in order to conform
with the context in operating life assurance business which includes
legal and guideline changes according to international standards by
development of the operation systems, by the use of technologies in
verifying and establishing the customer’s identity as well as continuously
enhancing the operation process within the organization to reach the

highest efficiency and effectiveness.

The new verification of customer’s identity system

In 2019 the Company succeeded in coordinating with the Bank of
Thailand, Siam Commercial Bank and relevant government agencies in
using customer’s identity test system electronically under the National
Digital ID Project in order to improve the standards of identifying or
testing to know the fact about customers who use services with
financial institutions or government agencies and help reduce steps in
processing customer’s documentation when applying for services with
financial institutions. This provides financial institutions with reliable

sources to use in customer’s identification as stipulated by law.

Training Course for Employees on Anti-Money Laundering Laws

The Company organized a training course on prevention of money
laundering, financial support of terrorism and spreading of weapons of
mass destruction. We also educated all our Executives and employees
within the organization so that they become acquainted and understand
the correct procedures and can confidently apply the knowledge gained in
their business operations. For instance, knowledge of the law, ministerial
regulations and announcements concerning money laundering, financial
support of terrorism and spreading of weapons of mass destruction, the
roles of life insurance companies, methods of verification of facts about
customers, and so on. These are done by preparing policies, operation
guidelines as well as communicating the knowledge classroom style

by preparing information which is concise and easy to understand.
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Training course on prevention of money laundering, financial support in terrorism
and spreading of weapons of mass destruction
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Remark : Data as at end of December 2019
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Market Conduct
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Market Conduct observed by every department of the organization
can be considered the main policy on which Bangkok Life Assurance
PCL places importance all the time as customer confidence and trust
are a valuable foundation for operating a life insurance business. During
the past years, the Company has continuously been developing and
improving the rules in market conduct. The Company’s comprehensive
operations start from creating organizational culture and defining
roles and responsibility of executives; developing products; defining
remuneration criteria, sales offer process; communicating with and
educating employees and agents/brokers; customer data care; handling
complaints; controlling, supervising and inspecting; and defining
contingency plans for continuous business administration.

In addition, the Company strictly adheres to rules and guidelines
on market conduct established by the Securities and Exchange
Commission and the Office of the Insurance Commission, contents
of both agencies which conform. Also, the Company has inserted
the market product principles as the Company’s ethics and aims at
developing the technological innovation so that all agents/brokers
can offer the Company’s products while adhering to the principles
of protecting customers’ interest, and offer what is most appropriate
for customers with fairness and do not take advantage of unknowing
customers.

In 2019 the Market Conduct Committee which has specifically been
established by the Board of Directors started carrying out its duty by
supervising the quality in offering products and services by agents/
brokers through every channel so that the practice to customers

adheres to the policy and principle concerning market conduct.
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Determination under the Market Conduct Policy
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Customers trust and feel
confident that the Company
provides service in a fair and
just manner.
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Give advice on products and
services that meet the needs
and are appropriate for
customers.
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Aiming to improve product
offer and services which
largely take into consideration
the benefits to customers.
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Aiming at giving customer
convenient and accurate service,
coupled with taking care and
solving problems promptly.
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