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Despite the unfavourable economic climate arising from political
instability over the past few years and the resulting recession,
operations of BTS Group affiliates overall remained successfully
on-track. In 2014 the Group recorded sustained growth, due to
a proficient workforce, transparent management in compliance
with requirements, and attention to stakeholders’ suggestions.
This further affirms our commitment to providing the highest
levels of business satisfaction and assures prospects for long-
term investment returns to all stakeholders.

The BTS Group realizes the importance of applying Anti
-Corruption policies among employees. In this regard, all
stakeholders have been informed about the implementation
of such, in order to promote confidence in the BTS Group’s
management. Furthermore, good corporate citizenship requires
awareness and development of Corporate Social Responsibility
(CSR). Initially the company formed a Corporate Governance
Committee, tasked with controlling and supervising corporate
governance principles and practices, as well as developing
the organization in terms of economic, social and environmental
sustainability. Consequently, an environmental conservation
policy, aimed at reducing environmental impacts on communities,
yet still creating value and competitive advantage, has been
implemented throughout all aspects of the organization.

In recognition of this, the BTS Group is proud to have been
selected by the ESG Rating Unit of the Thaipat Institute, for the
‘ESG 100 List’, which names 100 outstanding publicly listed
companies for their compliance with Environmental, Social,
and Governance (ESG) standards. The first such survey to have
been undertaken in Thailand. In addition, the BTS Group
received the ‘Consumer Protection Thailand Call Center Award
2014’, from the Office of the Consumer Protection Board.
This award was presented not only in recognition of the high
level of responsibility shown towards customers, but also for the

reliability of our services.

The BTS Group is determined to further help and support
the public, by utilizing the company’s available resources and
established strengths in organizing various projects, to create

economic value. Such projects include academic cooperation
with educational institutions in the training of proficient personnel
for the rail industry, in order to support the development of
Thailand’s railway infrastructure and to enhance the quality
of life of communities. The primary focus of the BTS Group’s
next 5 year plan is on staff development, to support business
growth and operational performance, to achieve good revenue
streams and an even stronger financial standing. The company
has planned for expansion of the group’s businesses into four
major areas : Mass Transit, Media, Property and Services.
With mass transit as our core business, we are confident in
our potential, and stand ready to participate in the government’s
infrastructure development plans, including investment in
Dual Track Projects, to support future economic integration
under the AEC. Furthermore, the BTS Group is committed
to improving quality of life through Social Community Development,
by planning conveniently located property projects, consisting of
fully equipped homes designed for environmentally friendly

community living.

On this occasion, | would like to express my sincere gratitude to
all concerned, including employees, investors, business partners
and patrons, for their involvement in successfully driving BTS
Group’s activities, helping to improve the quality of life of
communities in need. With a firm commitment to providing such
support, society will indeed become stronger, forming a stable
foundation for the sustainable development of the country.

Mr. Keeree Kanjanapas
Chairman

BTS Group Holdings Public Company Limited
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About the Sustainability

Report

This Sustainability Report is the Group’s first such report to
be produced in compliance with the Sustainability Reporting
Guidelines of the Global Reporting Initiative (GRI)’s Version 4,
and in accordance with criteria of Core Level, covering
performance in economic, environmental and social aspects,

from 1* April 2014 to 31% March 2015.The report represents

the operational performance of the group’s businesses: Mass

Transit, Media, Property and Services.

(Performance details beyond the scope of this report are presented in the

BTS Group’s Annual Report and website.)

Materiality Assessment Process

Materiality Assessment Process is in accordance with the GRI guidelines, focusing on important factors of BTS Group’s sustainable

business operations, as well as in alignment with the expectations of stakeholders, both directly and indirectly. The process consists of;

Step 1 Step

Identifying Prioritising

Step Step

Reviewing Improving
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Materiality Issues

1. Anti-corruption

Corporate Governance/ Anti-Corruption/
2. Corporate Governance

Economic Ethics
3. Stakeholder Engagement
Risk and Crisis Management 4. Risk and Crisis Management
Public Health and Safety, Security 5. Occupational, Health and Safety (OHS)

6. Human Capital Development
Happy Workplace for Employee
7. Employee Engagement
Social
8. Customer Relationship Management
Customer Satisfaction
9. Responsibility of Content

Community Development 10. Community
Energy Efficiency Improvement/ 11. Energy Consumption / Efficiency
Environment Cost Saving from Environmental Program 12. Environmental Management

Preventive Maintenance 13. Reliability and Asset Integrity (Punctuality)

Materiality Matrix

. Anti-corruption
. Corporate Governance

. Stakeholder Engagement

0 00
00

. Risk and Crisis Management
. Occupational, Health and Safety (OHS)

. Human Capital Development

o
DO

. Employee Engagement

. Customer Relationship Management

Influence on Stakeholder
O 0 N oo o AW n

. Responsibility of Content

10. Community

11. Energy Consumption / Efficiency
12. Environmental Management

13. Reliability and Asset Integrity (Punctuality)

Significance on BTS Business

The Sustainability Report 2014/15 is available at www.btsgroup.co.th. For more information, please contact: Corporate Communications

Department: BTS Group Holdings Public Company Limited Email: corpcomm@btsgroup.co.th Tel: 0 2617 7300 Fax: 0 2617 7135
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BTS Group Business

Overview

One of the country’s 50 largest companies listed on the Stock
Exchange of Thailand, the BTS Group is a leading provider of mass

transit services. As of 31% March 2015, the Group has a market

Mass Transit Business

\ BTS

capitalisation of THB 108.2bn (USD 3.3bn), with businesses
divided into 4 main units: 1) Mass Transit, 2) Media, 3) Property

and 4) Services.

Media Business

S GLOBALMEDIA

BTS Group focuses primarily on the Mass Transit business,
which it operates via its majority-owned subsidiary, Bangkok
Mass Transit System Public Co., Ltd. (BTSC). BTSC is the
exclusive concessionaire and operator of the BTS SkyTrain Core
Network, as well as the exclusive operator of certain extensions

to the Core Network and the Bus Rapid Transit system.

In April 2013, BTSC sold its rights to the future net farebox
revenues under its concession agreement with the Bangkok
Metropolitan Administration to BTS Rail Mass Transit Growth
Infrastructure Fund (BTSGIF). In spite of this, it remains the
exclusive concessionaire and operator, as well as the largest
economic stakeholder in revenues of the Core Network, via a
holding of one-third of all units of BTSGIF held via BTS Group.

BTS Group also focuses on the Media business, which it operates

via its majority-owned subsidiary, VG| Global Media PCL (VGI).

VGl is the largest Out-of-Home Media company in Thailand.
It has an exclusive concession from BTSC to manage advertising
space on the 23 core BTS stations in Silom and Sukhumvit lines
and on 7 stations in the extension lines, i.e. Krung Thon Buri
Station, Wongwian Yai Station, Bang Chak Station, Punnawithi
Station, Udom Suk Station, Bang Na Station and Bearing Station.
VGI has expanded to manage advertising space in key offices
and commercial buildings in Bangkok and the road-side media
sector. In addition, VGI has stepped into the Outdoor Media
segment, through holdings in other outdoor advertising companies.
VGl also had exclusive rights to manage advertising space in
leading modern trade retailers nationwide up until the end of

2014/15, when it discontinued operations in this media segment.
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MNbstracls

Phahonyothin Park

HOTELS & RESORTS

Sukhumvit 66 /1

BTS Group has over 40 years of experience in the property

development business. The book value of BTS Group’s existing
property assets are worth more than THB 11 bn as of 31* March
2015, which can be divided into 3 main categories: 1) Residential
property business (housing and condominium portfolio),
2) Commercial property business (hotel, office and serviced
apartment portfolio) and 3) Land bank. Furthermore, the Company
has partnered with other property players under the strategic

partnership approach, to further strengthen the property division.

Property Business

Services Business

rabbit

>

z
BEA
CHEFMAN

The Services business division provides strategic support for
the rest of the BTS Group, as well as a potential source of future
revenue growth. In addition to the development and operation of
the ‘rabbit card’, a common ticketing system across Bangkok’s
mass transit network, the Group is engaged in Construction
Services, Hotel Management Services and the Restaurant

business.

Further details of BTS Group’s business performances are
available in the Annual Report 2014/15, Section Business and

Industry Overview.
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Vision, Mission, Values and Strategy and Long-term Goal

To provide the community with a unique
and comprehensive range of City Solutions
that significantly contributes to

an improved way of life.

We aim to provide a sustainable and leading

set of City Solutions to urban communities
across Asia, supporting critical needs in four
principal business areas: Mass Transit, Media,

Property and Services.




Values

Strategy and
Long-term Goal
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Delivering Customer Satisfaction: Our success is dependent upon our ability to develop
long-lasting customer relationships. This will be achieved by listening to, understanding and
anticipating our customers’ needs and delivering products or services that satisfy those needs.

We are easy to do business with and always strive to be responsive and professional.

Creating Shareholder Value: We strive to deliver accretion of shareholder value through
earnings growth and improvement in operational effectiveness. Specifically, we aim to deliver
long-term shareholder returns to our investors, that outperform returns from investment

alternatives with a similar risk profile.

Supporting Sustainable Growth: Our client base and shareholder value must be enhanced
in a sustainable manner. We conduct our business upholding sustainable practices that reduce

environmental impact compared to competing products and services.

Developing Communities: We are an integral part of the communities in which we operate.
We provide City Solutions that enhance our customers’ sense of community. We contribute
revenues and resources to work with local communities, supporting education and children’s

welfare and we promote the health and well-being of the Company’s employees and their families.

The BTS Group of companies aims to be the leader in developing and operating Rail Mass
Transit in Thailand, to reinforce our position as the leading Out-of-Home Media player
in the country and selectively expand our network across the ASEAN region, to cautiously
grow our Property business and lead Bangkok cashless society via smart purse

e-Payment solutions. We have our strategies on five foundations:

Experience in rail mass transit

Synergy across all four businesses with rail mass transit at our core
Financial strength

Innovation

Customer satisfaction

BTS Group will grow our four businesses in line with the urbanization of Thailand and provide
the community with a unique and comprehensive range of City Solutions, that significantly

contributes to an improved way of life.
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As Bangkok’s leading mass transit service provider and
originator of the ‘City Solutions’ concept for improving urban
living, the BTS Group’s CSR policy for 2013/14 continued to be
applied in accordance with the main guideline established
in 2011/12, which is “Corporate Social Responsibility is
implemented with the realization that social responsibility
stems from the Group’s overall operational policies,

applicable to every part of the organization”.

Since commencing operations, the Bangkok Mass Transit
System has proven itself by not only raising the international
image of Bangkok, but also relieving traffic congestion and
reducing transport energy consumption. With this in mind, the
concept of ‘City Solutions’ was originated, realizing the BTS
Group vision and recognizing the principal role of Mass Transit
in framing the direction of city expansion, as well as linking
satellite suburban areas to the city center, leading to a better

quality of life for communities and society in general.

Expanding the theme of this vision, “Our City Our Future”
has become the BTS Group’s commitment, recognizing
the importance of participation at every level in the development
of the city of the future, designed for living in balance and
harmony. The resulting growth and improved organization of the
city helps facilitate more convenient urban lifestyles, which in
turn forms part of the foundation for sustainable socio-economic

growth.

With this vision and commitment clearly defined, the BTS Group
has implemented and framed the organization’s Corporate
Social Responsibility policies in a unified manner across the
four core businesses of Mass Transit, Property Development,
Media and Services, with all parties focused on achieving the
same goals, as appropriate to their expertise and resources.
All parties are required to conduct business with transparency
and fair practice, giving importance to environmental management,
living quality of employees, society and community, as well as
providing a balance between the economy, society and the

environment.
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As Bangkok’s leading mass transit service provider, the Group gives top priority to Quality, Safety and Environment, as stated in the

following policies.

Quality Policy

« Our commitment is to provide high
quality, safe, reliable and efficient

mass transit railway services, to

recognized international standards.

« Listen to our customers and aim
to provide services which exceed

expectations.

» Review business processes
regularly and perform with
continual improvement to maximize

efficiency.

» Give importance to the development

of human resources within the

Company.

Sustainability Development

Reo.
|
Safety Policy

« Provide the highest levels of safety
to customers, employees and
contractors of the Company,
as well as stakeholders and
society, to recognized international

standards and relevant legislation.

Manage safety in a proactive
manner, by identifying hazards,
minimising risks, by implementing
risk reduction and control measures
together with regular reviews of

safety related processes.

Give importance to the development
of safety knowledge, relevant skills
promoting awareness in the minds
of employees and associated

parties.

* No other business objectives are

more important than safety.

L\

&

Environmental Policy

« Create a sustainable and

environmentally friendly operating
railway and to comply with
environmental legislation,
regulations and other requirements
relevant to our services and

operation.

Manage significant environmental
aspects in a proactive manner and
to continually mitigate any
significant impacts through the
implementation of appropriate
control measures, together with
regular reviews of environmental

related processes.

Promote environmental impact
awareness amongst our employees,
through training, learning and

promotion of best practices.

These three principal policies frame the BTS Group’s corporate social responsibility performance, in accordance with the Global

Reporting Initiatives (GRI-G4), which are reported in the next chapter:-
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“BTS Group values good corporate governance, as it realizes and ardently believes that good , ,
corporate governance will enable the Group to add value and provide maximum returns to
long-term shareholders, as well as creating confidence of its investors and various groups
of stakeholders. Therefore, the Company gives priority to developing its organization
through its good management system and good corporate governance system in relation
to the following 5 areas: Rights of Shareholders, Equitable Treatment of Shareholders,

Roles of Stakeholders, Disclosure and Transparency, and Board Responsibilities.”

“The Company has the commitment
and perseverance to see to it
that a good corporate governance system is in place,
by promoting and supporting
concrete implementation of policies
on good corporate governance,
and has been successful in doing so.”

Kavin Kanjanapas
Executive Director and Chief Executive Officer

BTS Group Holdings Public Company Limited

5/5

CG Company Rating Equivalent to “Excellent” Categorization by THAI |IOD

100/100

AGM Quality Assessment Score Equivalent to “Excellent” by TIA
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Both (1) good management system and (2) good corporate governance system are key parts which promote and support

BTS Group’s sustainable development.

Good Management System

Good Management System is achieved through the treating the shareholders equitably, and being responsible for all
Company’s management structure, which composes of having groups of stakeholders. All of these are key factors in adding
visionary and accountable Board of Directors and executives, value and providing maximum returns to shareholders in the
having a system of checks and balances to ensure that long run.

the management of operations is transparent and verifiable,

The Company’s Organization Chart below depicts the Company’s effective control of checks and balances mechanisms.

Board of Directors Advisory Board

Nomination and
Remuneration Committee

Corpog;t;gici\tlsgnance > Company Secretary Office

Audit Committee

Office of the Chairman
of the Executive Committee

Executive Committee
Internal Audit Office

Chief Executive Officer

Deputy Chief Executive Officer

Chief Financial Officer Chief Operating Officer

Information
Technology
Department

Human Resources
and Administration
Department

Investor Relations Legal Corpqratg
Department Department Communications

Finance
Department

Accounting
Department

Department
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Not only can the Company’s good management system be
tangibly reflected by the outstanding operating results over the
past several years, but it can also be perceived from the results
of the performance assessment of the Board of Directors and
the subcommittees, whose performance has improved
continuously, so much so that “Very Good” and “Excellent”
results were achieved. Moreover, the number of shareholders of
the Company, which surged continuously from 2010 to 2014,
also mirrors the investors’ satisfaction and confidence in the
Company’s stocks, whereby the Company’s good management
system was one of the key factors leading to such satisfaction

and confidence.

In addition, the Company received a “Popular Stock Award” in
the service sector in 2015. The Stock Exchange of Thailand, the
University of the Thai Chamber of Commerce, and the Stock
News jointly organized the Popular Stock Awards to present
awards to companies that had given importance to providing
information to and looking after the interests of the investors or
shareholders and gained the highest level of popularity from the
investors who traded the companies’ stocks continuously. The
Company won the Popular Stock Award for the second
consecutive year, after winning its first Popular Stock Award in

2014.

Remarkable Surge in the Number of BTS Shareholders - An Effect of the Company’s Good Management System

80,000

70,000

60,000

50,000
37,632

40,000 33,052
o000
30,000

20,000

10,000

74,815

66,487

35,948

Oct 2010 Jul 2011

Jan 2012

Jun 2013 Jun 2014

Number of Shareholders
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The Assessment Results of the Performance of the Board of Directors and the Subcommittees,

Showing “Excellent” and “Very Good” Results

Percentage

92.0
96.0
93.3
99.3

100.0

(e}

o)}
90.0 . . .
-

70.0
60.0
50.0
40.0
30.0
20.0
10.0
0.0

Board of Directors Executive Corporate Nomination and

Committee Governance Remuneration

Committee Committee
. FY 2013/2014 FY 2014/2015

Excellent = 90 - 100%, Very Good = 76-89%, Good = 66-75%, Fair = 50-65%,

and <50% = Improvement Needed

Annual Performance Assessment of the Board of Directors
(Group Evaluation) - Started in 2011/12, it covers 6 assessment
subjects, i.e., 1) Structure and Characteristics of the Board of
Directors, 2) Roles, Duties and Responsibilities of the Board of
Directors, 3) The Board of Directors’ Meetings, 4) Performance
of Board of Directors’ Duties, 5) Relationship with the Management,

and 6) Personal Development of Directors and Executives.

Annual Performance Assessment of the Board of Directors
(Individual Evaluation) - Started in 2013/14, it covers various
assessment subjects, such as the fiduciary duty to manage the
Company’s business operations in the best interest of shareholders,
time allocation and preparation for attending the Board of
Directors’ meetings and the shareholders’ meetings, contribution
of useful opinions, suggestions or other guidelines to the
Management, independence of opinions, value and support of
continuous and regular compliance with the principles of the
good corporate governance of listed companies, and attendance
of trainings and personal development programs necessary for

performing functions as directors of listed companies.

[o))]

<

9
~

4.9

Very Good 5.0

«
<

Good 4.0

Fair 3.0

Lower than 5 o
Standard

Improvement 1.0
Needed

0.0

Individual Directors Audit Committee

(Average)

Very Good = 5, Good = 4, Fair = 3, Lower than Standard = 2, and Improvement Needed = 1

Annual Performance Assessment of the Audit Committee -Started
in 2010/11, it covers 6 assessment subjects, i.e., 1) Composition
of the Audit Committee, 2) Independence of the Audit Committee
Members, 3) Trainings and Source of Information, 4) Meetings,
5) Activities of the Audit Committee, and 6) Relationship with the
Chief of the Internal Audit Office, the Company’s Auditors, and

the Management.

Annual Performance Assessment of the Nomination and
Remuneration Committee, the Corporate Governance Committee,
and the Executive Committee - Started in 2013/14, it covers

5 assessment subjects, i.e., 1) Structure and Qualification,
2) Performance of Duties, 3) Training/Source of Information,

4) Meetings, and 5) Duties and Responsibilities.



090

Good Corporate Governance System is achieved through
the Company’s various policies, which promote and support
good corporate governance, such as Corporate Governance
Policy, Code of Conduct, Anti-Corruption Measures, Policy and
Guideline on Anti-Corruption and Bribery, CSR Policy, Business
Ethics Policy, Enterprise Risk Management Policy, including

monitoring to ensure the implementation of such policies.

The Company has the commitment and perseverance to see
to it that a good corporate governance system is in place by
promoting and supporting concrete implementation of policies
on good corporate governance, and has been successful
in doing so. This can be seen when the Company earned its
5-star CG company rating (or equivalent to “Excellent”

categorization) for 3 consecutive years according to the results

of the Corporate Governance Report of Thai Listed Companies
prepared by the Thai Institute of Directors (Thai IOD) and when
the Company scored a perfect 100 for the second year in a
row according to the results of the AGM Quality Assessment

conducted by the Thai Investors Association.

Moreover, the Company was ranked as one of the top 100
listed companies for outstanding environmental, social, and
governance (ESG) achievement out of 567 listed companies
assessed by the ESG rating unit of the Thaipat Institute.
The fact that the Company was part of the ESG 100 is an indicator
of the Company’s focus and responsibility relating to environmental,
social, and governance matters on its road towards sustainable

development.

Results of the Corporate Governance Report of Thai Listed Companies Prepared by the Thai Institute of Directors (Thai IOD)

Corporate Governance Scores of BTS in 2010-2014

5 5 5
5
4
4
3
3
2
1
0
2010 2011 2012 2013 2014
. CG Scores as assessed by the Thai IOD
5 = Excellent 4 = Very Good 3 = Good 2 = Fair 1 =Pass

As a result of the Company’s commitment and priority given
to the development of the Company’s course of operation to
comply with the principles of good corporate governance in the
past several years, the Company was able to improve its CGR
scores remarkably-from being categorized as a 3-star CG
company or equivalent to the “Good” categorization in 2010
to being categorized as a 4-star CG company or equivalent to
the “Very Good” categorization in 2011. And, on account of
the Company’s unwavering determination and commitment to
continuously improve the corporate governance of the Company,
the Company was categorized as a 5-star CG company or
equivalent to the “Excellent” categorization in 3 consecutive
years-from 2012 to 2014. In addition, there were only 29
companies that were categorized as 5-star CG companies out
of 550 listed companies that were assessed by the Thai 10D
in 2014.

Results of the Annual General Meeting of Shareholders (AGM) Quality Assessment Conducted by the Thai Investors Association (TIA)

AGM Quality Assessment Scores of BTS in 2010-2014

9g.75 100.00 100.00
100 84.75 97.50
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60
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2010 2011 2012 2013 2014

. AGM Quality Assessment Scores as assessed by the TIA

Excellent = 100, Great = 90-99, Very Good = 80-89, Good = 70-79,
Fair = 60-69, and Improvement Needed </= 59

The Thai Investor Association (TIA) will evaluate the quality of
the AGMs held by listed companies based on what the listed
companies should do before the meeting, on the day of the meeting,
and after the meeting. The Company sees the importance
of the AGMs and has striven to improve the quality of the Company’s
AGMs continuously and regularly. This is apparent when the
Company’s AGM quality assessment scores rose from 84.75
in 2010 to 97.50 and 98.75 in 2011 and 2012, respectively.
The Company scored a perfect 100 or equivalent to “Excellent”
2 years in a row for the AGM quality in 2013 and 2014.



BTS Group has been recognized for its good corporate governance
by conducting business with integrity, transparency and
compliance with regulatory requirements, in alignment with
the Declaration of Intent of the Thai Institute of Directors’
Private Sector Collective Action Coalition Against Corruption,

whereby the Group vowed to adhere to the Coalitions’ aims.

The Group is committed to the fight against corruption and

encourages all business entities and relevant agents to carry
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out the Anti-Corruption policy, by giving precedence to
transparency and integrity in transactions with officers, to avoid
operations that possibly lead to inappropriate action and is

contrary to good corporate governance.

With this, any actions and performance of the Board of Directors,
management and employees, will be in compliance with the

testimony of the Chairman, which is “Do it Right”

“If we rely on the accuracy principle

in every action,

no matter what we think, say, or do,

accuracy will allow the job to be done.

If all employees are adhering
to this principle in working,

the organization will be immune,
grow steadily and be a good organization
along in step with the growth of society”.

Mr. Keeree Kanjanapas
Chairman, BTS Group Holdings Public Company Limited
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Important Performances on Anti-Corruption

2014/15

To arrange a written guideline called ‘Anti-Corruption Measures’, separately from the

Code of Conduct in order to demonstrate the Group’s strong commitment against corruption;

moreover the Group’s employees can directly have access to the policy. The Group expects
all employees to understand what is anti-corruption under the same policies, as well as the
Groups’ affiliates; acknowledge the intention of the company’s commitment against the

corruption.

To arrange the ‘Whistle Blowing’ Policy and Protection. to ensure that all management and
human resources units will oversee and advise. as well as monitor behavior, conduct and

actions of its employees or agents. Under this policy, whistleblowers will be protected.

To add fraud risk assessment in the Group’s enterprise risk management, which is a part of

the Group’s annual business plan

To organise training, both internal and external courses on anti-corruption for management

and employees, aiming to create a better understanding of the operation.

“Nuduan Chaun Chee Chong” is set up to be a channel to receive notification of transgessions.

Complainants can submit any evidence of corruption.

To enroll to be a member of Partnership Against Corruption for Thailand (PACT), bringing
together business organizations and associations from various fields, through their shared
goal of combating corruption. The PACT Network was initially established by Thaipat Institute

and its partnership.




Sustainability Report 093

‘ ‘ The Next Step for the Group’s Anti-Corruption Practice in 2015/16 , ,

The Group’s management and all employees will be trained in anti-corruption practices consistently

in order to realise this policy, targeting various forms of bribery, the risk of being involved in

inappropriate actions, as well as how to report sightings or suspected cases, aiming to ensure

that BTS Group will be a transparent and zero tolerance of corruption organisation.

Apart from the above policy, guidelines and any other details
regarding Anti-Corruption, including training on business ethics
and anti-corruption, the Group set up “Nuduan Chaun Chee
Chong”, to be a channel to receive any evidence of faults.

The Group aims to encourage management and employees to

“Nuduan Chaun Chee Chong”

Any issue or suspicion of malpractice which might cause

corruption or bribery to the Group both directly and indirectly,
can be raised as concerns through “Nuduan Chaun Chee

Chong”, a channel to receive any evidence of faults. The
complainants can submit any evidence of corruption by clicking
on the above banner in the Intranet to the Internal Audit
Department, or by sending information directly to the responsible
person via E-mail account: CAC@btsgroup.co.th. In order to
protect the rights of complainants and respondents, the Group
would confidentially keep the name, address or any
information that would possibly identify the complainant. Only
those who are responsible for conducting inspections and
complaint investigation have the right to access such
information. Once there is enough evidence, the Group will set up

a committee to investigate specifically.

support the transparent business operation in alignment with
good governance and business ethics. The Group aims for all
employees to honestly notify any matters in conflict with the
Anti-Corruption Policy to help improve or implement with

fairness and transparency.
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Roles of Stakeholders

BTS Group takes into consideration the roles and rights of all groups of stakeholders, by ensuring that they are treated properly, equitably,
and fairly. The Group believes that maintaining good relationships with all groups of stakeholders is significant for the sustainable

development and long-term success of BTS Group.

Shareholders

BTS Group operates its business with transparency, correctness
and fairness, to develop stability and growth in the business
while taking into account the generation of long-term returns
that outperform the returns from other investment alternatives
with a similar risk profile, for all shareholders equitably and Sha rehOIderS
constantly. It also takes into consideration the rights and equitable - 9 4 ; 0 0 0*

treatment of shareholders before taking actions. . .
Individual and Institution

Investors

(As of 31° Mar 15,

’ 77,456 BTS Shareholders
I I I I I I and 16,229 VGI
Shareholders)

Customers Customers
BTS Group aims to build customer - 219* M|"|0n Trips
satisfaction and confidence by focusing

on its responsibilities and attention to in the BTS SkyTrain
customers’ needs, which impacts business System

success, and improves the quality

(From 1° Apr 14-31% Mar 15)

and features of the products and services
to meet the customers’ needs and also maintains good
relationships with customers in the long run. Surveys
on customers’ satisfaction were conducted to listen to their
comments or complaints, which were used as a guideline
for the improvement of services and operations, as well as

improving customer services personnel.

In 2014, the BTS Group Hotline Center was awarded

the “Consumer Protection Thailand Call Center Award

of 2014” from the Office of the Consumer Protection Board satisfaction, in order to maintain the standard of the Hotline
for the BTS Group Hotline Center’s outstanding performance Centre. In addition, the company has upgradedthe Call Centre
in handling and solving customers’ complaints. BTS Group services with new equipment, changing from an Analog system
continues to review and analyze the root causes of to an IP Phone, which improves the capability of Hotline

complaints for service improvement and customer employees to efficiently solve customers’ complaints.
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Employees

BTS Group believes that human resource is the key factor and most valuable resource in its business operation and
therefore, it places great importance and value on its employees. BTS Group provides the same treatment to
employees at all levels, equally without discrimination. BTS Group also respects the human rights principles under the
international standards, laws and regulations. BTS Group values the importance of wellness and occupational
health, safety of life and property, working environment, as well as supports the good corporate culture and
teamwork system. All employees are provided with equal opportunity for career growth. BTS Group values the
quality of employees and focuses on personnel development. BTS Group regularly arranges both internal

‘ and external training for employees, as well as organizes group activities either among employees or between

employees and executives, to develop and build good relationships within the organization.

Employees

4,000 Employees in

the BTS Group Family,

Delivering Goods
and Services

(as of 31° Mar 15)

[ J
O

Communities
A

Thousands of

Communities along . ‘
the BTS SkyTrain

b

Suppliers

Routes
Thousands of “
Suppliers of Goods ' '
and Services Society, Community and Environment

Realizing the ongoing nature of social responsibility, BTS Group
concentrates on the sustainable development of its business
Business Suppliers growth, together with the development of society, community,

BTS Group treats all business suppliers on the basis of equality environment, and quality of life in Thailand. It has striven to

and fair competition, with an emphasis on transparency and ensure that the policy on social responsibility exists in every

straightforwardness in doing business. Selecting business part of the organization from the policy level to the operational

suppliers equitably, negotiating and concluding contracts with its level and that it is implemented throughout the organization.

business suppliers fairly, and complying with the contracts and BTS Group believes that conducting business with a good

rehess alifs conscience towards society and community, will create a

significant force, leading to sustainable development at

community and national levels.
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The Group has a policy to manage both internal and external
risk factors which affect the Group, to an appropriate and
acceptable level. The internal risks are possibly the lack of
staff, addition of new system/equipment, system upgrading/
improvement for better customer services, and measures/
procedural reviews. The possible external risks, which are
difficult to control and may have significant impact on business,
especially the mass transit business, are falling of large objects
from adjacent construction sites or residential buildings, political

disturbances at mass transit stations etc.

In response, the Group has put into place various risk control
and management systems e.g. Installation of Platform Screen
Doors at peak BTS stations, to prevent passengers from falling
onto the track, contractor training, system familiarization with
emergency services, and implementation of standard work
procedures to prevent mistakes that may impact customers or

other third parties.

The Group has incorporated Risk management into its annual
business plan, in order to ensure that risk management
guidelines are in accordance with the Group’s objectives,
goals and the strategic plan. All executives and employees
of the Group are ‘risk owners’ and have a duty to assess
the risk of their units and the efficiency of the existing control
policy, as well as to present plans and procedures to mitigate

the risks if existing procedures are insufficient.

Risk Management Working Group, which is comprised
of representatives from all business units of the Group,
is responsible for consolidating risks of all business units
and conducting a risk assessment of the Group, including
supporting the implementation of a risk management framework
and reporting to the Executive Committee on a quarterly basis
and to the Board of Directors on an annual basis. Risk
Management Framework consists of 5 procedures, namely,
risk identification, risk evaluation, risk reporting, risk control and
risk monitoring. The Executive Committee is the core of the
Group’s risk management structure, which is responsible for
monitoring and controlling the key risks and any factors that

may have material impact on the Group.
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The Board of Directors provides the top down oversight
and accountability and has the responsibilities of 1) setting out
the risk management policy and framework, 2) reviewing the
appropriateness of the policy and framework on an ongoing
basis and 3) ensuring that risk management and internal

control are implemented. In order to achieve this aim, the

Audit Committee is tasked with evaluating the sufficiency
of the risk management policy and providing advice to both the
Board of Directors and the management. The Internal Audit
Office is responsible for reviewing the risk management process

and independently evaluating the efficiency of the internal control

system.
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Safety Performance

‘ ‘ The Company givestop priority toassuring the safety of customers, contractorsand employees, , ,
based on the knowledge that safety is the key to success for all businesses in the Group,
as well as complying with international standards, which raise the confidence levels of all

stakeholders.

Case
of Severe Accident for
Employees, Contractors and Customers

Security Policy

* Provide the highest levels of security to life and property in areas under the
responsibility of the Company.

» Maintain the security of customers, employees, contractors and relevant parties,
without neglecting to deliver satisfaction.

» Give importance to the development of security knowledge and relevant
skills of employees and associated parties.

* Regular review of security measures, in readiness for unforeseen situations.
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‘ ‘ Safety Performance Monitoring : The , , Passenger Injuries

Company monitors the effectiveness — Target
0.30

0.28 Passenger injuries
0.26 per million passenger trips
0.24
0.22
0.20
0.18
0.16
0.14
. . 0.12
agreed targets, resulting from a proactive 0.10
0.08
. . . . 0.06
policy to strictly control implementation. 0.04
0.02 0.000 0.000 0.005 0.000 0.004
0.00 year

of safety management with KPIs and

notes that the injury rates of passengers,

million passenger trips

employees and contractors is less that the

0.05 0.05 0.05 0.05 0.05

2010/11 2011/12 2012/13 2013/14 2014/15

Safety Standard Employee Injuries

-_—
030 Target

0.28 Employee injuries

0.26 per 200,000 work hours

0.24

0.22

0.20

. . . 0.18 0.160 0.160 0.160 0.160 0.160

System (SMS) throughout its operations. The BTS SkyTrain has 0.16

0.14

attained international standard certification from two standards gié
. . 0.08

organizations:- 0.06

0.04

0.02 0.000 0.000 0.000 0.000 0.000

0.00 year

e Occupational Health and Safety 2010/11 2011/12 2012/13  2013/14  2014/15

Standard: OHSAS 18001:2007 by

With the aim of becoming an accident free organization,the

Group has implemented an international Safety Management

200,000 work hours

Bureau Veritas Certification

o Safety Management System: Best
Contractor Injuries
Practice Model (BPM) by Lloyd’s

030 — Target

0.28 Contractor injuries
0.26 per 200,000 work hours
0.24
0.22
0.20
0.18
regulations has been implemented in order to control risk and 016
0.14
minimize accident rates, as well as to increase the efficiency o
. . . 0.08
of employees and contractors, while reducing impacts and 0.06 0.071
0.04

maximizing customer benefit and satisfaction. 885 0.000 0.000 0.000 .

Register Rail

Compliance with relevant safety legislation and other applicable 02 025 025 025 02

200,000 work hours

0.067

2010/11 2011/12 2012/13 2013/14 2014/15
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Safety Risks Prevention

The Group has introduced measures to minimize the consequences of emergencies, by conducting regular Internal Emergency

Response Exercises, as well as External Emergency Response Exercises, jointly with relevant external third parties, to ensure the

necessary competency levels of employees attending an accident. In this respect, the following exercises have been conducted:-

BTS

Emergency Response Exercise

e June 2014, the Group conducted a Joint Emergency
Response Exercise, by simulating a fire on a train, requiring
emergency evacuation of passengers between Sanam Pao and

Victory Monument Stations.

» January 2015, another Joint Emergency Response Exercise
was conducted, based on the scenario of a drug trafficking
gang evading the police by boarding a train at Mo Chit Station

and taking passengers as hostages.

These Joint Emergency Response Exercises are planned twice
a year in the Annual Safety Activity Plan for joint drills with

relevant external parties.

Such exercises help to verify the effectiveness of work procedures
and allow relevant employees to understand and gain experience
in emergency response measures, for service assurance as
specified in the Safety Policy of the Group. In addition to the
regular emergency response exercises, the Group conducts
other drills, such as simulation of a Fire Emergency at a station

and Chemical Leakage at the Depot.
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N

First Aid

With the increasing number of passengers and continuous
daily service, employees may face accidents involving passenger
injury or illness. In such circumstances, First Aid is provided
by suitably trained station employees. In 2014/15, station
employees participated in First Aid training courses totaling
1,199 hours, conducted by professional instructors from

recognized Medical Institutions.

Platform Screen Doors

To prevent accidents involving passengers or employees working
on platforms, as well as to protect passengers during crowded
conditions, the Group has installed Platform Screen Doors at
major stations in the BTS System, in order to increase customer

safety and promote further confidence in the system.
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Organization Safety Culture

In addition to the safety of operational processes, the Company
has established a culture of safety throughout the organization,
to increase levels of personal safety by means of training and
communication, in order to promote safety awareness among
all groups of employees, contractors and customers. Detailed

measures adopted are as follows:

1. For employees, the Company provides training and
practice drills on work related safety to all employee levels, starting
right from day one on the job. The ‘Safety Talk’ is also
included in employee refreshment training. This approach
creates knowledge, understanding, skill and awareness of

safety in the organization.

161

\/ Employees

. Over 1,473.15 Hours
e During employee orientation, all employees will receive basic
safety knowledge for their work and awareness of the organization’s
safety culture, which directly relates to the safety of many
hundred thousands of daily customers. The time taken on
safety topics is 9.15 hours, representing 57.18% from the

total number of hours. In the past year, there were 161

employees trained over a total of 1,473.15 hours.

1,147

Employees
Over 10,468 Hours

@
e Training on work related safety is provided to employees to
give them the knowledge on safety related work processes,
including safety duties as defined by law. The knowledge on
technology development and change has been updated in the

training courses regularly. Over the past year, 1,147 employees

trained for a total of 10,468 hours.

1,229

Employees
Over 2,458 Hours

2. For contractors of the Group, either regular or temporary,
the Company treats them all as employees. The Company
provides training on safety knowledge, including safety rules
and regulations for each type of work, to supervisors before
starting any work, to ensure that they effectively supervise their
works in coordination with the company’s employees. Briefings
on safety topics take about 2 hours, representing 25% from the
total training hours. Over the past year, 1,229 employees were

trained for a total of 2,458 hours.



3. The customers of the Group, especially BTS
passengers, represent the largest group under our care.
The Group arranges many safety related activities through
various channels and media, describing the BTS safety system
and giving instructions or suggestions on the safe use of

systems, both at BTS stations and in trains, such as:-

® Safety leaflets
® Safety graphics on Single Journey Tickets.
® Safety posters
® Safety stickers

® Safety media on PSD
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In conclusion, to reinforce awareness and understanding of
how to use the BTS system safely, the Group provides safety
information to all passengers upon entering the BTS system,
such as on the correct use of Automatic Gates, when using
escalators, queuing up at platforms and allowing passengers
to exit the train first, holding strap or handrail while standing
in the train, giving assistance to children, pregnant or elderly
passengers. This helps develop an understanding of the system
and establishes the good practices necessary for a more

sustainable safety culture.

This year, the Group achieved an approximate 22%
discount on its insurance premium, as a direct result of the
implementation of an efficient safety management system and
introduction of safety technology and training for all employees, on
how to deal with emergency situations with quick recovery. This
reflects the efficiency and effectiveness of the safety management
system in achieving cost reductions for the business. The Group

has the long-term target to ensure that by 2020 there will be no

severe accidents to employees or contractors.
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Treatment of Employees

‘ ‘ The Company’s employees are the key factor and most valuable resource in its business , ,

operation and therefore it places great importance and value on it's employees.
BTS Group provides equal treatment of employees at all levels, without discrimination.
BTS Group also respects the principles of human rights, under international standards,
laws and regulations. BTS Group also places importance on wellness and occupational
health, safety of life, property and the working environment, as well as supporting
the good corporate culture and teamwork system. All employees are provided with
equal opportunities for career growth. BTS Group values the quality of employees
and focuses on personnel development. BTS Group regularly arranges both internal
and external training for employees, as well as organizing group activities, either
among employees or between employees and executives, to develop and build good
relationships throughout the organization. Above all this, the BTS Group aims to
provide a Happy Workplace for Employees.

As of 31 March 2015, the Group Had a Total of 4,000 Employees

® Males ® Females

2,176 1,824

(54.4%) (45.6%)

229,258

Training Hours of Employees

478

Scholarships to Employees’ Children Worth THB 5.27 mn
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BTS Family

The Group realizes that Happiness in the workplace is important.
When employees are happy at work, they perform more effectively
and deliver quality products and services to customers. With
this in mind, the Group will grow in a sustainable manner. In this

regard, the Group ensures that the determination of remuneration

Happy Body

The Group promoted good health among employees, both
physically and mentally, through the following health and welfare

measures:

Annual Health Check-ups

® Life and Health insurance

® Fitness Center for the Group’s employees

® Sports Activities to enhance good relationships between the

Group’s employees

and welfare of employees is conducted appropriately, with
fairness to all. With the ambition to be a “Happy Workplace for
Employees”, in 2014/15 the Group improved remuneration and

welfare, focusing on six aspects of happiness, as follows:

Happy Heart

This activity promoted generosity and a volunteering spirit
among employees, e.g. Blood Donation to the Thai Red Cross
Society and the annual ‘Thod Kathin’ ceremony. In 2014/15,
the Group hosted the Thod Kathin Robe Offering ceremony on
1° November 2014 at Wat Makkudkiriwan, Nakornratchasrima
Province, with the objective of supporting Buddhism and
encouraging employees to participate, resulting in a happy mind
from merit-making and improvement in work morale.
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Happy Family

The Group has provided welfare and benefits, by way of financial
support on various family occasions; e.g. for marriage, or in case
of death of employees, employees’ father, mother, children or
spouse, or during maternity and for education of employees’

children.

Happy Life

This activity encouraged our employees to relax and
demonstrate their capabilities, as well as presenting an
opportunity for social interaction among the Group’s employees,

e.g., Sports & Family Day, Staff Party, etc.
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Happy Welfare

Apart from welfare and health benefits, the Group also provides
a provident fund, savings and credit cooperative, housing loan
welfare, issuance of warrants representing the rights to purchase
ordinary shares of the Company, and also supports measures
and budgets to provide relief to our employees who experience
disaster or emergency cases. The ‘Nuduan Chuan Kayan’
(Let's Work Hard with Nuduan) project and pension provisions
for employees upon retirement, for those who have worked for
an continuous period of 10 years or more. This aims to encourage
employees to learn how to build savings and spend money

properly, as well as providing financial assistance when in need.

Happy Brain

The Group has a policy to support employee training and employees’ working skills. This in turn supports the business
development, by providing both internal and external training expansion of the Group and also maintains human capital, which
sessions, in order to progressively and continually enhance is the key factor and most valuable resource of the Group.

Number of Training Hours of BTS Group Employees,
Both Internal and External Training Sessions, in 2014/15

Number of Training Hours Average Training
of Employees for the Hours per
Entire Year Personnel per Year

1"April 2013 - 31°March2014

3,813 Employees 56,753.3

1%April 2014 - 31°March 2015

4,000 Employees 229,258.0
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Treatment of Customers

‘ ‘ ‘Customers’ are at the heart of the drive for business growth, particularly in the mass transit , ,
business. Consequently, to provide more customer satisfaction, apart from high standards
of service, safety and punctuality, the Group also places importance on communications and
customer feedback, by providing a variety of communication channels covering all groups
of customers. Performance in this respect, is gauged by the results of the Annual Customer
Satisfaction Survey, which is another important channel for receiving customer opinions. The
Group collects and analyzes all opinions, in order to improve quality of services in line with

customer needs and expectations.

3.93/5

Customer Satisfaction Score, above Target of 3.8

“The BTS SkyTrain is certified to ISO 9001:2008, with certification of service management
quality having been maintained throughout the past 15 years of operation. As of the end
of March 2015, the BTS SkyTrain system had recorded a total ridership of 2,141 million
passenger trips without serious accident.”
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Response to Customer needs

Train Fleet Expansion and Improvement of Facilities at Stations and in Trains

As a result of the increasing number of passengers using the BTS SkyTrain system, the Company has invested in extending the

original 3-car trains to provide 4-car trains. Apart from providing fast, safe and reliable mass transit services, the Group continues to

make improvements to facilities at stations and in trains, such as:-

« 68 sets of CCTV cameras understations

Additional passenger
wayfinding signage

and maps, providing

information and directions
to places and localities
accessible from BTS

and 1,454 sets inside stations, totaling
1,522 sets of CCTV cameras
SkyBridge connections at 22 stations,
linking to 47 office buildings, hotels,
department stores and other major
buildings adjacent to the BTS lines.

LCD Passenger Information
Displays at concourse,
platform andin-train,icluding

stations

r &

Designated Wheelchair
parking with handrail
and safety belt at one
end of the new C1-car.

dynamic route maps above

train doors.

e

—
width 3.12

meters

o

20 sets of Automatic
Platform Screen Doors

at 9 stations, improv-

ing passenger safety

and convenience.

length of 86.6 meters

16 passenger doors
providedper train-side.
The minimum width of
a sliding doorway is 1.4

meters.

The car-body is constructed of welded stainless steel, fully
equipped with an air-conditioning system and solar control
tinted windows.

Individual auxiliary inverters, without battery, to supply the
air-conditioning and saloon lighting in case of main power

failure.

New braking system based on microprocessor control and

diagnoses, type EP2002.
Two roof-mounted refrigeration units utilizing R407C
refrigerant
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The 4-car Train providing an overall increase

in passenger capacity of 1,490 persons

from the 3-car configuration capacity of 1,106 persons

(with all seats occupied and 8 persons per square meter standing ).

There are 42 seats per car, (168 seats per train)

ﬁ Y VT o — “

“BTS SkyTrain helps encourage people to
switch to public transport instead of using

private cars. Providing ample passenger

capacity, rapid transport and punctual

services. BTS Trains have an overall passenger

Cars
capacity of more than 1,400 persons,

which is equivalent to 875 private cars.”




Ticketing System Development

Beyond benefits and privileges provided to BTS SkyTrain’s
passengers, the Group continues to develop the ticketing
system to support modern city lifestyle needs, aiming to
improve quality of living and leverage the convenience of the
mass transit system network in Thailand, to a similar extent
as in other countries such as Hong Kong, Japan, Singapore and

England.

“Rabbit” is a new innovation, which has been designed and
developed to support modern urban lifestyles and provide daily
travel convenience, as expressed in the Rabbit slogan “Top Up,
Hop In!”. Rabbit is the first smartcard able to be topped-up
with cash and travel trips for use on the BTS SkyTrain and BRT
Bus, as well as a payment method for products and services
at many retail outlets. Rabbit holders receive exclusive privileges
through a loyalty program called ‘Carrot Rewards’, helping to
reduce the cost of handling cash and providing a marketing
channel to create synergies between mass transit and retail

outlets.
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Adult Student Senior

In 2014/15, the number of Rabbit holders has risen to more than
3.7 million, however in 2015 the Group expects this number to
increase to 5 million and expansion of the network of Rabbit
card readers from 2,500 to over 4,000. The Group, in cooperation
with business partners such as Bangkok Bank, AIS and
Siam Paragon, organized promotional campaigns offering
privileges to Rabbit holders, enhancing customer satisfaction,

customer retention and economic values.

Mini BigC Rabbit

Available at 170 mini BigC branches in
the Bangkok Metropolitan area since
18" July 2014. Card holders receive
similar benefits to those of regular
Rabbit holders. In addition, upon
registering as a Carrot Rewards member,
Rabbit holders immediately get 70
points, which can be changed to a THB
10 cash coupon at Carrot Coupon stores.
Kiosks on BTS Stations. As an extra
benefit for Mini BigC Rabbit holders,
for every purchase of THB 25 in value
at all mini BigC branches, Rabbit
holders receive 1 point and other

privileges.

AEON Rabbit Member Card

The card can be used for personal loan
credit and installment credit limit from
participating retailers of AEON. It is also
a travel card for the BTS SkyTrain and BRT
Bus, as well as earning special benefits at

retailers displaying the Rabbit sign, or

Kiosks on BTS Stations and department

Carrot Rewards

The exclusive benefits program for
Rabbit to get discount and other
benefits from collecting points at
participating merchants. It also provides
points from money top up and BTS

SkyTrain trips.

Carrot Rewards Points at Carrot Coupon

In 2014/15 Carrot Rewards offered many
entertaining programs to thank its

members.
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Common Ticketing System Development

The Group is involved in driving the operational management of
the Common Ticketing System, to improve the living standards
of people to an equivalent standard as other countries.
The Common Ticketing System provides an interoperable
ticketing platform, for use on all kinds of public transport,
including electric trains, boats, as well as payment of
expressway fees on connecting routes around the Bangkok
metropolitan area. It can also be applied to non-transit
related services, such as parking or participating retailers,
with a single card. The Group was awarded the contract for
the Central Clearing House Project by the Office of Transport
and Traffic Policy and Planning, which will establish guidelines
for the development of a future common ticketing system,
for mutual public benefit. This achievement has generated

THB 100 mn income for the Group.

Customer Care

The Group also provides necessary support and facilities
to ensure that all customers have equal access to the BTS
SkyTrain service, whether elderly passengers or those with
disabilities. The Group provides access for such customers,
by designing the BTS station facilities for convenient access.
Such facilities include wheelchair ramps, tactile floor surfaces
and Braille buttons for the blind in elevators. Service panels in
elevators and ticket vending machines are positioned to serve
passengers in wheelchairs. In addition, the Group has implemented
training sessions for BTS station employees, covering basic

care and assistance for disabled passengers using BTS services.

BTS Group has adopted a policy on fare exemption for
passengers with disabilities, to provide them with more opportunities
to gain access to public transport services. To obtain a fare
exemption, passengers with disabilities can present a valid
disability ID card or book, issued by the National Office for
Empowerment of Persons with Disability, of the Ministry of Social
Development and Human Security, at a BTS Ticket Office.
On 1% March 2015, the Group introduced new measures

for visually impaired passengers using the BTS SkyTrain system,

facilitating safe and convenient use of escalators. Upon entering
a station, passengers requiring such assistance are escorted
by a security guard to an escalator from concourse to platform,
then assisted with boarding a train and alighting at their chosen
destination station. Visually Impaired passengers can contact
station personel for assistance prior to travel. Moreover, in
cooperation with the Blind Association of Thailand, BTSC has
conducted a training exercise entitled ‘Correct measures for
safely escorting visually impaired passengers on the BTS
SkyTrain’, for security guards and station personnel, prior to
launching the program. Currently an average of 55,000-60,000
passengers with disabilities travel on the BTS SkyTrain a month.
These numbers have been increasing every year since first

launching operations in December 1999.



Improvements in Safety and Convenience for Visually Impaired Passengers.

Passenger requests station personel

at a Ticket Office for assistance in

using an escalator.

Ol .

Passenger holds security guard's

elbow when using the escalator.

Security Guard introduces his/herself
by touching the back of the

passenger's hand.

Security guard always stands one step
above the passenger when ascending
an escalator and one step below
when descending. The guard alerts
passenger upon nearing the end of
an escalator.

Security Guard escorts passenger to
an escalator, then pauses at the
bottom landing to guide passenger's
hand to the escalator handrail.

6

Guard informs passenger to
take a step forward at the end of

an escalator.

While escorting a passenger to an escalator, the security guard
should communicate with the visually impaired passenger for more
safety.
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In addition, since 2012, senior citizens aged 60 years and over has also received

special treatment. The Group offers 50% discount on BTS SkyTrain travel, as well

the Senior Rabbit card, providing holders with half-price fares between all 23 BTS

stations and line extensions. The Senior Rabbit card is designed to provide

convenient access for senior citizens, without needing to queue for a Single-Journey

Ticket at a machine.

Customer Feedback

All customers’ opinions and suggestions are treated as valuable
guidelines for service improvement and development of internal
processes. In order to provide services which better suit customers’
needs, BTS Group has provided the following five channels to

collect customer opinions:

® BTS Group Hotline Tel. 02-617-6000, open daily
from 6.00 - 24.00 hrs.

® Electronic mail/E-mail: nuduan@bts.co.th
® Contact us via website: www.bts.co.th
® Suggestion boxes at BTS stations

® Social Networks: Facebook.com/SkyTrain.BTS, Twitter.com/

bts_skytrain and WeChat, etc.

Customer Satisfaction Survey

Other than the above channels, the Group conducts regular
Customer Satisfaction Surveys of the BTS SkyTrain service
quality, with the aim of being the best mass transit train system,
in accordance with the BTS Group vision. This also forms
the basis of the Group’s Quality Policy, to provide high quality,
safe, reliable and efficient mass transit railway services, to
recognized international standards. In order to evaluate all
aspects of performance, the Group has conducted annual
surveys of passenger satisfaction, to measure satisfaction
and collect viewpoints of passengers, for future improvement in

service and operation efficiency.

The survey results to date have shown improved scores
in every aspect of the BTS Group operation, particularly for
safety, which has been continuously increasing and consistently
receives top rating every year. This shows that passengers
have confidence in our services and the levels of customer care

provided.



The BTS SkyTrain passenger satisfaction surveys conducted in
2014/15, covered 7 areas of satisfaction and attitudes toward

the BTS SkyTrain services as follows:-

® Security and Safety

Service Reliability

® Station Facilities

Tickets and Marketing
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® Staff Attitude and Manner
® Public Relations & Information

® Value for Money

The survey result is reported to management in the Operation
Performance Committee Meeting (OPCS), held every month,
in order to present suggestions and expectations of surveyed

passengers for service improvement.

Results of Customer Satisfaction Surveys in 2010/11 - 2014/15

Securit Staff
and Y Service Station Attitude
Raliability Facilities and
safety Manner
4.01 3.96 3.94 3.77
4.06 3.91 3.98 3.82
4.02 3.79 3.87 3.74

53/54 4.09 3.81 3.99 3.88

During the surveys in 2014/15, undertaken by the Suan Dusit
Rajabhat Institute, sample interviews were conducted at all BTS
stations. From a total of 2,805 passengers at 34 stations, it was
found that passengers were generally satisfied with the overall

BTS service quality, which scored 3.93 from a maximum of 5 on

Public Relations

Value for Ticket & Average
and .
Money . Information Score
Marketing .
Giving
3.92 3.59 3.92 3.93
3.94 3.60 3.95 3.89
3.92 3.87
3.96 3.95

the scale. Safety scored 4.01, followed by Service Reliability-
scoring 3.96, Station Facilities- scoring 3.94, Public Relations
and Information and Value for Money - scoring 3.92, Staff
Attitude and Manners- scoring 3.77 and Tickets and Marketing,
which scored 3.59.
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Public Relations and Communications

Since commencement of
revenue service, the Group
has focused on building
recognition and under-
standing of the BTS Sky
Train system, via a variety
of public relations channels,
with the aim of encouraging more people to use the BTS SkyTrain
service. The Group’s primary communication channels include
a website, public relations boards, announcements at stations,
LCD display screens installed in trains and at BTS stations, as
well as social networks, which nowadays are the most efficient

communication channels for targeting customers.

In addition to BTS SkyTrain service information, reporting of
current news stories is also presented via the multimedia channels
on BTS SkyTrain stations and online media channels, i.e. Twitter,
and Facebook, to update the news for commuters while

travelling.

In addition, as Bangkok’s leading mass transit service provider,
the Group takes great care regarding the content of advertising
in the BTS SkyTrain system. It is the Group’s policy to check the
accuracy and appropriateness of advertising content, in accordance
with relevant laws and regulations, before displaying to audiences.
Also to screen content, to ensure that it is not contrary to good
morals and safe for the system service. All review processes are
conducted by the ‘Advertising Media Change and Commercial
Area in BTS SkyTrain System Committee’, which considers,

monitors and evaluates performance.

Promotion of BTS System Usage

The BTS SkyTrain has undertaken a campaign to promote the
use of public transport services, in order to reduce environmental
pollution and make energy savings. News and updates have
been publicized every two-months in the BTS Bulletin, distributed to
BTS SkyTrain passengers at stations and to other organizations,
also through the monthly emails sent to the database of more
than 200,000 people. Publicized contents are BTS service
routes, ticket information, events along the BTS routes, tips on
safe system usage, promotional campaigns, highlighted tourist
attractions and facilities linking to other mass transit systems.
Apart from such information, the BTS Group has also organized
various activities for children, underprivileged youths and the
elderly, on special days, so as to provide these passengers with
an opportunity to gain access to the service, with special
conditions such as fare exemption, or discounts to encourage

passengers to travel safely and more frequently.

“National Children’s Day”

On the occasion of National Children’s Day on Saturday, 10"
January 2014 from 06:00-24:00, the BTS SkyTrain provided
free rides for children not taller than 140 cm. throughout the
service hours at all BTS stations both on the Sukhumvit and
Silom Lines. This is in addition to the regular basis on which
Children under 90 cm. tall are entitled to travel free. This aims to
enhance the journey experience of children travelling with their
family and to visit special events provided. On that day, 38,504

trips were taken.

Senior Citizens aged over 60 years receive Free Rides

during Songkran Festival 2015

Held on 13"-15" April 2014, this activity has been organized
every year since the start of BTS SkyTrain operations, in order to
encourage family members traveling together to use the BTS
SkyTrain on Family Day, as well as to encourage visits to tourist
attractions along the BTS SkyTrain routes. During the three

days 28,038 such trips were taken.



Mother’s Day Activity

On the auspicious occasion of Her Majesty the Queen’s Birthday
Anniversary on 12" August 2014 and National Mother’s Day,
BTS SkyTrain organized activities to encourage the relationship
between mothers and children, by offering free BTS SkyTrain
rides from 06:00-24:00 hrs and also provided free service
for children under 90 cm. in height. In addition, it organized the

animation clip contest. On that day, there were a total of 17,230

trips.

Free Ride for Father with Nuduan

On the occasion of “Father’s Day” on 5" December 2014, BTS
SkyTrain provided free rides at all BTS stations on both the

Sukhumvit and Silom Lines. A total of 8,040 trips were made

on the day.

Service Hour Extension for New Year Celebration

Service hours were extended for the New Year celebrations on
31" December 2014 from 24:00 until 02:00 on 1* January 2015
and on 1* January 2015 from 24:00 until 02:00 on 2™ January

2015, to facilitate passengers traveling for New Year celebrations

at places along the mass transit routes and nearby.

Moreover, the Group welcomes all external personnel and
agencies wishing to make study visits to the BTS SkyTrain
operation, in order to enhance the good image of the Group.
In 2014/15, various groups and external agencies from both
public and private sectors, in Thailand and abroad, attended the
BTS SkyTrain visits, including the Stock Exchange of Thailand,
representatives from the Government of the People’s Republic
of Bangladesh, a group of executive managers who attended
the 3 Mahanakorn Program Training Course organized by
Navamindrahiraj University, members of the group of the Rights
Protection Volunteer Club from the Thai Investors Association
and a group of representatives from the SwissRail Industry

Association, etc.

Sustainability Report
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Marketing Activities

As in previous years, the Group has implemented its marketing
plan with the objective of increasing the number BTS SkyTrain
passengers. In order for the Company to gain additional revenue
from the increasing ridership, various marketing campaigns have
been implemented in order to persuade passengers to switch
from using Single Journey Tickets to Rabbit cards and also to
stimulate the frequency of Rabbit card usage for BTS SkyTrain
travel. Promotional campaigns were designed to provide benefits
to Rabbit cardholders, Carrot Rewards members and Nuduan

Club members as follows:

Co-promotion with various movie distributors, including M39
Company Limited, GTH Thai Hub Company Limited, Five Stars
Production Company Limited, Talent One Company Limited,
Transformation Film Company Limited, Sahamongkol Film
International Company Limited and Major Cineplex Group, to
distribute movie discount coupons worth THB40 per 2 seats and
THB60 per 2 seats for BTS SkyTrain passengers, when
purchasing a new Pass, refilling travel value or trips of THB100
or more in a BTS Smart Pass or Rabbit card. During 2014, over
1,300,000 coupons were distributed to satisfied passengers.
Movies which joined the campaign were ANALWINHITING,
Anl3lumaisa, O.T.# Overtime, Snalevaawu The Couple,
lavhe..udenn Law%j,#%\il,ﬁmaé PANTIZLASH LN LAZLAT b U]

#uuuinsnes

‘Nuduan Recommends’, is a campaign continued from previous
years, with the purpose of returning even more value to BTS
SmartPass and Rabbit cardholders, through special privileges
available at various partnered retail outlets, including dining,
entertainment and edutainment venues etc. In the past year

some 74,065 BTS passengers received such privileges.

BTSC in cooperation with Bangkok Smartcard System Co., Ltd.
and Carrot Rewards Co., Ltd. established an annual promotion
entitled “Ifioa ua 1fis LANAN 2015” which was available from
1* December 2014-31% January 2015, organizing activities aimed
at returning value to passengers and increasing Carrot Rewards
membership. Rabbit card users who had registered for Carrot

Rewards via the website, were invited to join the campaigns.



Registered passengers refilling travel value or trips, received
special privileges and chances to win prizes worth a total of
more than THB 1.8 mn. Promotions were held in corporation
with Bangkok Bank PCL., VGI Global Media PCL., Thai Samsung
Electronics Co., Ltd., SLRT Co., Ltd. and Major Cineplex Group
PCL. A total of 75,022 new Carrot Rewards members was
added during the promotion and the total number of Carrot

Rewards members stood at 1,307,570.

For the New Year Festival, Rabbit card designed a special gift

collection of Rabbit “Doraemon Limited Edition”.

The Group continues to develop new markets by offering bulk
sale tickets to both domestic and international businesses and

organizations.

Domestic group - Aiming to sell tickets and vouchers for
refillable travel value on SmartPasses to business groups.
For example, to be used as rewards in promotions by local
Banking firms. In addition, the company offers bulk ticket sales
to various businesses, aimed at providing supplemental

benefits to their employees.

International group - The Group continues to maintain
a close working relationship with the Tourism Authority of
Thailand (TAT), selling special condition tickets for promotion
to various tourist agencies worldwide, including tourists visiting

Thailand via global offices of TAT.
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The Group has also cooperated with the Thailand Convention

& Exhibition Bureau (TCEB), to establish the “Thailand Connect
Package”, which is provided to foreign exhibitors and includes
information on mass transportation facilities in Bangkok.
Regarding groups of customers from hotels and tour agents,
The Group continues to maintain good relations with existing
contacts, while actively being engaged in seeking new

customers.
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Social & Community
Development

(L

Over the past 4 years, the BTS Group has operated its businesses in accordance with our
vision for creating sustainable ‘City Solutions’. Moreover, we have realized that in order to
be a good corporate citizen with need to participate actively in community development,
helping to improve the quality of life of the people we serve. Whether through participation
in planned social activities, or the operational performance of the Group’s businesses, the
Group is committed to good corporate governance and improving investor confidence.
Furthermore, through sustainable business practices, we are also helping to strengthen the
foundations of society. The BTS Group also continues to focus on the implementation of
environmentally sustainable practices, while still increasing levels of service satisfaction
through its core business operations. In this respect, we listen closely to the comments and
suggestions of our customers, partners, employees and stakeholders, in order to find ways
of further improving our services and operations. In addition, we strive to develop the good
image of the Group, through the introduction of innovative new projects, aimed at

enhancing modern city lifestyles and providing convenient urban connections.

Education Environment Social

))



Regarding its vision, the BTS Group aims to respond to community
and social needs through promoting better living through
providing sustainable “City Solutions”, responding to the full range
of community needs. This in turn creates value for stakeholders
and further enhances the Group’s image and reputation, as well as
being compatible with our duty to be good corporate citizens.

Sustainability Report 0123

In 2014/15, the Group has complied with its objectives of delivering
customer satisfaction, creating shareholder value, supporting
sustainable growth and developing communities and supporting
society, whether in terms of children’s education, good living,
or people’s wellness.

During the year, the following social and community project
activities we held:-

2083

Education

Youth Study Visits

As Bangkok’s leading mass transit service provider, BTS Group
provides educational support for study visits to the BTS SkyTrain
operation by schools, educational institutions and agencies
nationwide. During the period April 2014 to March 2015, some
11,780 people visited the BTS SkyTrain operation.

Academic Cooperation Project

In 2012/13, the Group entered into an agreement with Kasetsart
University, to provide knowledge and training for engineering
students, by running a course entitled ‘Introduction to Electrical
Multiple Unit System’, the first course of its kind in Thailand.
So far 3 courses have been offered and in 2013/14, a new course
entitled ‘Signalling and Telecommunication’ was added. In the
future, the Group expects to offer educational support to other
academic institutions, in accordance with the country’s
development plans for Mass Transit and High-Speed Train

projects.

Social Activities for Education, Health and
Thai Elephant Conservation

The Group places importance on participating in community
development. The primary activities in 2014/15 focused on

children’s education, for happy living.

Scholarships

Now in the 10" year of scholarship presentations, the number of
scholarships has increased from 54 in 2013/14, to 79 scholarships
in 2014/15, presented to deserving students who currently lack
proper means of support, attending 12 schools in Amphor

Pak Chong, Nakon Ratchasima Province.

\¢

Environment

Study on Energy Savings

The 3“-5" ‘Nuduan Invites Children to Visit the BTS SkyTrain’
Activity saw a total of 377 students from Schools in Chacheongsao
Province, Pattanee Province and Narathiwat Province visit
Bangkok to experience an energy saving mass transit system
and to visit the Siam Ocean World, enhancing learning

opportunities outside of the school classroom.

é )

Interview with
Kittipong Tapsue or Nong Joi,

from Wat Sakaengarm School

“Today | received knowledge,
harmony and fun. | am very
excited to take the SkyTrain
for the first time. | learned to drive the train model and

learned that the SkyTrain runs fast and saves energy”

. S
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The ‘Give’ Project

This project was started in 2014, with the purpose of promoting
various aspects of giving, such as happiness in sharing and
offering help to all groups of people, whether children, the
disabled, or senior citizens, by way of rehabilitation and other
necessary provisions to improve their quality of living. The first
‘Give’ Project was held at the Mae Fah Luang Non Formal and
Informal Education Centre Tanaowasri, Suan Peung District,
Ratchaburi Province. The Group supported the construction of
bathroom facilities, school fences and presented school stationary

and other necessary provisions.

The 2™ ‘Give’ Project - BTS Group in cooperation with the Royal
Thai Air, delivered blankets, tracksuits, and other sports
equipment, to students and residents at Tungpong School,

Mae Rim District, Chiang Mai Province.

The 3" “Give’ Project - The Group hosted a lunch party and
presented sports equipment and stationary to 140 students of

the Thung Kabin Border Patrol Police School, Sra Kaew Province.
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On the occasion of the Annual Children’s Day, which was held
on 13" January 2015, the Group hosted lunch and presented
gifts to students at Wat In school, Bang Yai district in Nonthaburi

province.

‘Vegetarian Food Festival with Nudaun’

Provided many kinds of healthy vegetarian food, free of charge
over a three day period, to encourage people to abstain from

eating animal products and to adopt a healthier lifestyle.

The 12t Sky Clinic

The Group supports good health and quality of living through
health knowledge, to protect people from diseases. The Sky
Clinic is a public health activity, held to provide the public
with free health check-ups from various participating hospitals,
from 22"-25" May 2014, with a total number of 1,453
participants. According to the customer feedback survey, conducted
among the 829 participants, it was found that the majority of
people attending the event were aged between 40-60 years.

In addition, after every such event, all feedback is collected and

analyzed to improve the event and report to the management.
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‘ ‘ It is widely recognized that electrically operated mass transit systems not only provide
efficient, safe, and punctual services, but also offer a considerable reduction in energy and
fuel consumption. The BTS SkyTrain mass transit system is therefore a business that by
nature supports energy saving and environmental care, through the fact that it utilizes
electrical power, a clean energy source. In other words, the increasing number of passengers
travelling on the BTS Skytrain, tangibly represents the BTS Group’s contribution to
environmental preservation, through reduction in emissions of carbon dioxide (COZ) into

the atmosphere.

‘It is generally accepted that electrically operated rail mass transit systems utilize one
of the cleanest available sources of energy, while providing the most optimal use of
energy per passenger-kilometer, compared to other modes of transportation. Having
said this, the BTS SkyTrain business records a high rate of energy consumption, with
an increasing trend following continuous growth in overall patronage of the system.
The management of energy efficiency is therefore a primary objective, upon which
the Group remains firmly focused.

Energy consumption should be optimized to achieve maximum performance,
and usage controlled to be as cost-effective as possible.

Monthly Performance Indicators are scrutinised in detail, in order to ensure that
energy is being used in the most efficient way.

During the past year, the Group has adopted Energy Conservation as a
key policy, in conjunction with its core business of train operations and
services, in order to give a clear direction and specific measures for all
employees to follow. This will ensure that the future energy utilization
of the Group becomes more efficient and able to sustain maximum
benefits to society and the environment.”

Surapong Laoha-Unya
Chief Executive Officer

Bangkok Mass Transit System Public Company Limited

))
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Certainly growth of the Group’s business has resulted from the
increase in passenger numbers, which in turn is a driving factor
in the Group’s strategy to enhance capacity to meet patronage
demands. This can be clearly seen from the fact that the Group
has extended its existing fleet from 3-car to 4-car train type,
including the procurement of 17 new 4-car trains, as well as its
use of an operating timetable optimized for each period of the
day. However, as system capacity has expanded, so too has

the demand for electrical energy.

Each year, costs related to electricity consumption remain one
of the Group’s major expenses and this has shown an increasing
trend, due to the continuous growth in passenger volume.
In 2014/15, the Group established a working group to control
energy management, consisting of managers and representatives

fromvarious departments, with an executive serving as chairman.

The working group has drafted the Group’s policy on energy
management and issued it to employees. This includes
directions on the implementation of energy-saving measures

for all parties to acknowledge and act upon.

To date, the Group’s energy management scheme has been
managed and evaluated using the KPI - Energy Consumption
Performance as target, i.e. the Energy Consumption Performance
of Traction Power shall not exceed 50 MW-hour per passenger
-Km. (Mwh / passenger-Km), and that of Station Power shall

not exceed 55,000 units per day.

Previously the Group has implemented energy saving projects

in alignment with the Group’s Energy Saving policy as follows;
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Energy Saving Project ‘LED Lamp Replacement
at Stabling Area’

A lighting system improvement project has been implemented,
initially by replacing all conventional type High Pressure
Sodium lamps in the BTS Depot Stabling area with LED lamps.

Replacement commenced in 2012/13 and has now resulted in

Energy Saving Project

LED Lamp Replacement at Stabing Area

Cost Saving Per Year

THB 1.7 mn

High Pressure Sodium Lamp VS LED Lamp

High Pressure Sodium Lamp
Power Consumption 150 Watts
Life Time (approx.) 24,000 hours
Average llluminance 130 lux

24 hours / day — 156 Watts / lamp (average)

Energy Saving Project ‘LED Lamp
Replacement at 23 Stations’

During 2014/15, another lighting improvement project was
undertaken, involving the replacement of all conventional
fluorescent type lamps at BTS Stations, on both Concourse and
Platform levels, with tube-type LED lamps totaling over 15,000
units. The project began in March 2015, and is scheduled to be
completed within August 2015. The Group is expecting a decrease

Energy Saving Project

LED Lamp Replacement at 23 Station

Cost Saving Per Year

THB 4.3mn

Fluorescent Lamp VS LED Lamp

Fluorescent Lamp
Power Consumption 58 Watts
Life Time (approx.) 20,000 hours
Average llluminance 200 lux

8.2 hours / day — 49.9 Watts / lamp (average)

a reduction in energy consumption of 504,948 units per year,
or THB 1.69 mn in electricity cost (based on average THB
3.35 /unit, and 24 operating hours per day). The total investment
stands at THB 11.15 mn, with an expected payback period of
approximately 6 years (all paid back by late 2017). Currently, the
Net Present Value (NPV) is THB 5.46 million, with 17.18% yield.

LED Lamp
Power Consumption 70 Watts
Lifetime (approx.) 50,000 hours
Average llluminance 150 lux

24 hours / day — 156 Watts / lamp (average)

in power consumption by 1,160,027 units per year, or a saving of
THB 4.29 mn in electricity cost (based on average THB 3.35/
unit, and 8.2 operating hours per day). The total investment will
be THB 11.15 mn, with an expected payback period of
approximately 4 years and 9 months (all paid back by late 2017).
Currently, the net present value (NPV) is THB 18.38 mn, with
21.55% vyield.

LED Lamp
Power Consumption 25 Watts
Lifetime (approx.) 50,000 hours
Average llluminance 200 lux

8.2 hours / day — 28.93 Watts / lamp (average)



Replacement of Lighting in Advertising Panels
on BTS Stations

Aimed at enhancing the attractiveness and life cycle of illuminated

advertising panels installed at all BTS stations, as well as saving

Energy Saving Project

Replacing the Lighting of Billboards on BTS Stations

Cost Saving Per Year
THB 14.8m

Fluorescent Lamp

Power Consumption / Billboard = 216 Watts
Life Time (approx.) = 10,000 — 12,000 hours

Average Luminous Intensity = 710 Candela / m2

Lamps which were found to be defective or degraded were later
sorted and transported to the product manufacturer, where the

responsible department will process proper material recycling

Study of Energy-Saving Measures in Other
Areas

Action Plan for Energy Saving Projects-‘Energy Storage
System’

This planned energy saving project aims to install an energy
storage system, or so called ‘Capacitor Energy Storage System’
(CESS), to store and reuse the energy at traction power

installations. The CESS will store the regenerative energy from

Sustainability Report 0131

on energy consumption costs, the Group has proceeded to
change all of the lamps mounted inside ad panels, from traditional
fluorescent to LED type lamps. The comparison of specifications

between the two lamp types is illustrated in the following table.

LED Lamp
Power Consumption / Billboard = 70 Watts
Lifetime (approx.) = 50,000 — 70,000 hours

Average Luminous Intensity = 200 Candela / m2

or waste disposal. For the lamps still functioning and in good
condition, some were donated and the rest stored as spares for

reuse within the Group’s office buildings.

trains running in service, and resupply back into the traction
system as trains depart stations. The Group has conducted
a feasibility study by installing a CESS at the power utilities
around Surasak Station. From the result calculated by the
manufacturer, it is expected that power consumption can be
reduced by 800,735.4 units per year, or THB 2.96 mn of
electrical charge (based on average THB 3.70 / kWh, and 18
operating hours per day) with a total investment of THB 30.76 mn.
Having considered the maintenance costs and other relevant
factors, it was concluded that the internal rate of return (IRR)
would be less than 2%, and that it may not be feasible to proceed
with the project at the present time. However, the company will
continue to study other options, by seeking further feasibility

studies and technical proposals from other vendors.
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Action Plan on Energy Saving Projects-‘Solar Roof
at BTS stations’

This project targets the installation of 96 kW solar panels on the
roofs of BTS stations, to produce electrical power from solar
energy and supply it to electrical equipment within stations.
However, the calculation reveals a reduction in the power usage
from MEA by 140,160 units per year, or THB 518,592 of
electrical charge (based on average THB 3.70/unit, and 4
operating hours per day). With a total investment of THB

6.57mn, the payback period is expected to be approximately

12 years and 6 months, therefore it may not be feasible to
start the project at the present time. Nevertheless, the Group
will continue to study the feasibility of such a project in various
other ways. The suppliers will be contacted and invited for

further study, in the hope of finding a more optimal solution.

It can be seen that over the years the Group has been
conducting its business with an awareness of energy consumption
optimization, by consistently studying and seeking for new
technologies and innovative products to help reduce
energy consumption and lower operating costs, as well as
demonstrating concern for the environment. In 2014/15, the
Energy Management Working group was established to
encourage employee involvement in providing ideas, participation
in related activities or measures to promote more effective

energy-saving practices.

In addition to the energy-saving measures mentioned above, the Group has also

Reduction in Electrical
Power Consumption

w1 0.99,

launched a campaign to encourage awareness among employees with regard to
lowering electrical power consumption. Such practical measures include setting room

air-conditioning temperatures at 25 degrees celsius, remembering to turn off lighting

when not needed (especially at stations), and automatically turning off air-conditioners

in Ticket Issuing Machine rooms, during non-service hours. With the implementation of

these various energy-saving measures, the Group has achieved an overall reduction

Reduction in Release of COz

in electrical power consumption of 2,970,000 units, or THB 10.99 mn in electricity cost

(based on average THB 3.70 / unit), or an equivalent reduction in the release of carbon

1.6

Million Kilograms.

dioxides into the atmosphere of 1.6 million kilograms. During 2015/16, the Group

expects to further save energy by approximately 30-40%, resulting from the “LED

Lamp Replacement at 23 Stations” Energy Saving Project.

Environmental Management System
ISO 14001:2004

The Group is aware of environmental impacts to the public and
communities which we serve. All significant environmental aspects
and impacts are managed in a proactive manner, by controlling
the operational processes which deliver products and services,
as well as the management of resulting waste at each stage of
the process. The implementation under the framework of our
Environmental Policy, legal compliance and other compliance
relating to economic development, environment and stakeholders,

creates a sustainable and environmentally friendly operating

railway. In 2014/15, BTS SkyTrain was certified by Bureau Veritas
Certification (Thailand) Ltd. to ISO 14001: 2004. This confirms
that the BTS SkyTrain has a sustainable management system,
is environmentally friendly and complies with applicable

environmental legislation.
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Preventive Maintenance

To extend equipment lifetime by improving levels of equipment
reliability, is the principal objective of the group’s asset
management policy, aimed at reducing the failure rate of
equipment. The main ongoing measure to extend the lifetime of
equipment is through reliability and failure analysis, the results
of which ensure service optimization, customer satisfaction and

cost saving.

The Group remains firmly committed to achieving an equipment
reliability in its mass transit business of 99%, by the year
2020. To attain this, in accordance with several studies
undertaken, Analyses and Reliability Engineering processes
have been established in the operation. In addition, the Group
places emphasis on human resource training, particularly for
operational personnel involved in maintenance, to ensure that

they are well trained with improved competency.



Business Case Study:
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Equipment overhaul is part of the maintenance strategy of the Group, in order to extend equipment lifetime, also to reduce asset

investment and save cost.
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Overhauling is part of the Preventive Maintenance activities, aimed
directly at improving equipment performance and increasing
customer satisfaction, as it relates to vehicles and service
equipment. In addition to increasing service satisfaction and
vehicle availability, the Group has managed to maintain an
average of 100% availability against the vehicle schedule,

especially in the mass transit business.

By maintaining performance last year, the mass transit business
was able to achieve its vehicle punctuality target of an average

99.12% against the service timetable. Further to this excellent

Vehicle Availability
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result, the BTS SkyTrain is now focused on planned activities
of preventive maintenance plans, in order to achieve more than

90% (on average) completion as required.

Not only is the maintenance performance of the BTS SkyTrain
in focus, but also resource management, such as for assets or
spare parts. The lifetime extension and reduction in investment

costs of assets and spare parts, are being constantly assessed.
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GRI Index

GENERAL STANDARD DISCLOSURES

Page
GRI Aspect Indicator Thai Comments
: English Version
Version
Strategy and Analysis G4-1 7 73
Organizational Profile G4-3 12 78
G4-4 12-13 78-79
G4-5 12 78
G4-6 12-13 78-79
G4-7 12 78
G4-8 12-13 78-79
G4-9 40 106
G4-10 - -
G4-11 - -
G4-12 12-13 78-79
There was no
significant change
during the reporting
G4-13 - - period regarding the
organization’s size,
structure, ownership,
or its supply chain.
G4-14 30 96
G4-15 16-17 82-83
G4-16 20 86
Identified Material Aspects and Annual Report
G4-17 54-59 54-59
Boundaries 2014/15
G4-18 8 74
G4-19 9 75
G4-20 9, 28-29 75, 94-95
G4-21 9, 28-29 75, 94-95
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Page
GRI Aspect Indicator Thai Comments
: English Version
Version
There was no
restatements of
information
G4-22 - - provide in previous
report, and the
reasons for such
restatement.
There was no
significant change
from previous reportin
G4-23 - - P eporing
periods in the
Scope and Aspect
Boundaries.
Stakeholder Engagement G4-24 28-29 94-95
G4-25 28-29 94-95
G4-26 28-29 94-95
G4-27 28-29 94-95
Report Profile G4-28 8 74
G4-29 8 74
G4-30 8 74
G4-31 9 75
G4-32 8 74
Governance G4-34 21-22 87-88
Annual Report
G4-38 112-121 112-121
2014/15
Ethics and Integrity G4-56 24-25 90-91
G4-58 27 93
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SPECIFIC STANDARD DISCLOSURES

Page
GRI Aspect Indicator Thai Comments
: English Version
Version
Economic Performance G4-DMA 15, 16-17 81, 82-83
Annual Report
G4-ECH 26 26
2014/15
Indirect Economic Impacts G4-DMA 15, 16-17 81, 82-83
G4-EC8 44-55 110-121
Energy G4-DMA 62, 66 128, 132
G4-EN3 63 129
G4-EN6 64-66 130-132
Emission G4-EN15 66 132
G4-DMA 40-43 106-109
Employment G4-LA1 40 106
G4-LA2 41-43 107-109
G4-DMA 34-35 100-101
Occupational Health and Safety
G4-LA6 35 101
Training and Education G4-LA9 38, 40, 43 104, 106, 109
G4-LA10 41-43 107-109
No case of employee
discrimination
Non-discrimination G4-HR3 - -
was reported in
reporting period.
G4-DMA 25 91
Anti-corruption
G4-S0O4 26-27 92-93
Product and Service Labeling G4-DMA 44 110

G4-PR5 51 117
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