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Message from the Chairman (EN

Since the announcement of the BTS Group’s new business
model, combining all business units under the ‘Holding
Company”, the company has been operating many businesses
covering various segments. One of these is Mass Transit, which
in future will provide services along routes covering a combined
distance of over 136 kilometers. The success of the Group’s
business to date is due in great part to good governance,
efficient human resources management, quality of services,
strong support from stakeholders and a firm commitment to

fulfilling our social responsibilities.

The BTS Group conducts business in a social and environmentally
responsible manner, resulting in good economic returns.
This has led to the targeting of three important aspects of
sustainability development, namely Social, Environment and
Governance. In 2016, BTS Group Holdings Public Company
Limited was one of only 19 companies to be awarded the
certification of membership of Thailand’s ‘Private Sector
Collective Action Coalition Against Corruption’, demonstrating
the group’s strong commitment to operating its businesses with
honesty and integrity. Furthermore, for the second consecutive
year, the company’s Sustainability Report was awarded with
the ‘Sustainability Report Award 2016’ in the recognition
category. During 20186, for the third consecutive year, BTS Group
also received a ‘Popular Stock Award’ in the service category.
In addition, Bangkok Mass Transit System Public Company
Limited, one of the group’s core businesses, received a

‘Thailand Top Company Award 2016’

The Corporate Social Responsibility strategy of the BTS Group
has been implemented through various social activities and
projects. For example, the ‘Next Station Happiness by BTS
Group’ programme, has been held in many schools throughout
the country, bringing happiness and educational support to

schools in remote areas, while promoting health and hygiene
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in the community for a better quality of life. All associated
activities are held in accordance with the social responsibility
guidelines of the Group’s business operations, stipulated in the
approved Environmental Policy. On 5" June 2016, designated
as World Environment Day, the Company signed the agreement
to participate in the ‘Bangkok Chapter of the Eco-Capitals
Forum’, held under the auspices of the Bangkok Metropolitan
Administration, together with 17 embassies and international
organizations, to jointly promote environmental sustainability.
The BTS Group recognises the importance of children’s rights
in its business practices, through participation in the ‘Children’s
Rights and Business Principles Project’, organised by the
Thaipat Institute and UNICEF. In this regard the ‘BTS Child
Care Center’ was established, to provide convenient care
facilities for employees’ children during working hours, further
enhancing the quality of life of employees. The Company also
participates in developing the potential of disabled children,
and together with the Social Innovation Foundation has set
up the “Respite Care Project” to care for severely disabled
children in Min Buri and Nong Khaem, also to equip them with

the necessary skills for more independent living.

Success in the above activities came from the collaboration
and participation of many different parties and | would like
to take this opportunity to thank all stakeholders, including
shareholders, business partners, employees and other
associates for their continued support. According to the current
plan, BTS Group is entering an important period of business
expansion, however with continuing strength and prosperity we
remain firmly committed to our policies for social responsibility

and sustainable development.

Keeree Kanjanapas

Chairman
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Business
Overview

“BTS Group is the leading mass transit service operator in Thailand.
Listed on the Stock Exchange of Thailand, we are considered to be
one of the 50 largest companies in Thailand, with businesses operating
in four main sectors, including Mass Transit, Media, Property and

. 7
Services.
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Mass Transit

BTS Group operates its mass transit business through a subsidiary company,
Bangkok Mass Transit System Public Company Limited (BTSC). The BTS SkyTrain
currently operates a fleet of 52 four-car trains, providing services to 34 stations on
two lines running a total distance of 36.3 kilometres. The Sukhumvit Line serves 22
stations and runs through the heart of Bangkok from the North (Mo Chit) to the East
(Bearing). The Silom Line serves 13 stations from the West (National Stadium) to
the South (Bang Wa).

In addition, BTSC was selected to operate and maintain services for the Bus Rapid

Transit (BRT) line, consisting of 12 stations running a distance of over 15 kilometres.

Media

VGI Global Media Public Company Limited (VGI) is also a subsidiary company of
the BTS Group and operates the largest media business in Thailand. VGI focuses
on Out of Home Media, which includes advertisement services and management of
the retail space in the BTS system, media in retail stores, offices, condominiums and
airports. The company also operates other businesses, such as sales representation

for LED monitors and media on the BRT.

Property

BTS Group has been in the property business for over four decades, developing various
property projects such as single homes, townhouses, condominiums, residential
buildings, hotels, office buildings and golf courses. These projects are developed on
mortgage-free land owned by the Group, and are managed by subsidiaries and joint
ventures, which were set up to increase market competitiveness, provide flexibility

in management and enhance efficiency.

Services

The services side of the business plays a supporting role in other areas of our
business. Apart from developing the Rabbit card, which is used as a mass transit
card and an electronic cash card to buy products and services and collect “Carrot
Rewards” from business partners. The BTS Group also has a contracting company,
which provides construction and interior design services for companies in the Group,
as well as other customers. Other services provided include hotel management and

restaurants, under the Chef Man brand.
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MEDIA
PROPERTY
MASS
TRANSIT
SERVICES

Operation Revenue Breakdown

Revenues THB 8,606.2 mn Mass Transit 49 %
Profit THB 2,928.3 mn Media 35 %
Employees 4,248 persons Property 7 %
Services 9 %

Mass Transit

Media

Revenues

THB 4,236.6 mn

Revenues

THB 3,009.6 mn

Total distance of service provided

36.3 km

Advertisement area in all stations

30,000 sg.m.

Current number of stations serviced

34 stations

Advertisement space for rent

8,800 sg.m.

Employees 2,165 persons Employees 481 persons
Customers 249.8 million trips
Property
Punctuality 99.1%
Revenues THB 617.1 mn
89,076 car

Train reliability

kilometers per fault

Total book value of property under

THB 18,900 mn

Customer satisfaction score 3.84/5
Serious employee injury rate 0 time per 200,000
Py ury work hours
) " 0 time per 200,000
Serious contractor injury rate
work hours

operation

Employees 464 persons
Services

Revenues THB 742.9 mn

Number of Rabbit cards

7.3 million cards

Number of network of Rabbit
card readers

Over 3,000 points

Employees

999 persons
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About this
Report

This is the second consecutive year in which BTS Group Holdings Public Company Limited has produced a sustainability report,
showing dedication to transparency in operations, as part of its commitment to stakeholders in disclosing the organisation’s
significant economic, social, and environmental performance over the past year. This report covers information for the period

from 1* April 2016 to 31° March 2017.

Reporting Guidelines

This sustainability report for 2016/17 has been prepared in accordance with Sustainability Reporting Guidelines of the Global
Reporting Initiative (GRI) Version 4, and in accordance with ‘Core Level’ criteria. The framework for this report is in line with the
2016/17 Annual Report, covering subsidiaries of the BTS Group, including Mass Transportation, Media, Property and Services,

for which additional details can be found in the Annual Report and on our website: www.btsgroup.co.th.
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Stakeholder Participation ©4 642, 64-26, G4-27

There are six main groups of stakeholders, consisting
of government, communities, shareholders, customers,

vendors/contractors and employees. BTS Group has determined

Stakeholders

Government

Engagement Channels

Performance and operation reports submitted
to relevant government agencies based on the
agency’s reporting schedule

Regular participation in government agency

activities and projects

methods of participation which meet particular needs, in order
to acknowledge and understand expectations, as well as use

feedback during decision making processes and in its operation.

Key Stakeholder Interests

Operations are in compliance with laws and
regulations

Transparency of performance indicators

Communities

Activities for the community and society

Complaints via various BTS Group channels

Sustainable coexistence Community and social

development

employee satisfaction survey
Complaints submitted via supervisor, and BTS
Group complaint system Communications via

various channels and internal methods

Shareholders Quarterly announcement of performance Transparent and auditable operations
indicators as well as annual performance, Stable and sustainable operations
disclosure of information on the BTS Group Good corporate governance that is efficient
website
Annual General Meeting
Communication channels including the website,
email, telephone, mail and other methods
Customers Annual customer satisfaction survey Efficient service, timely, etc.
Customer relationship building activities such The ability to solve problems correctly,
as sales promotions, marketing activities, etc. appropriately and in a timely manner
Complaints via various channels Safety
Suppliers/ Selection process and regular assessment carried Procurement and hiring that is transparent, fair and
Contractors out on a regular basis auditable
Annual suppliers meeting
Employees Biannual performance evaluation. Annual Rights and benefits Compensation and career

advancement
Employee retention

Employee development
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G4-19, G4-20, G4-21

BTS’s materiality assessment process is considered essential
to sustainable business operation and in compliance with both
direct and indirect stakeholder’s expectations. The assessment
process for material issues is performed in accordance with

four main phases of GRI’s principles, as follows:

Step 1: Identification and Report Boundaries

Material issues are identified by functional owners through
assessing corporate risks, business opportunities, global
trends, sustainable development goals (SDGs), and all of
our stakeholders’ expectations. For report boundaries, BTS
Group takes into account the impacts to the business and all

stakeholders.

Step 2: Prioritisation
Prioritisation of identified material issues is based on two
dimensional evaluation; opportunity and impact to business,

and stakeholder interests and impacts. Then each material

issue is ranked from one to five, according to the criteria of
risk evaluation and business opportunities. Content in this
sustainability report will cover material issues classified at

the high levels.

Step 3: Verification

The Corporate Governance Committee is responsible for
monitoring and audit of the sustainability report and provides
recommendations for the completion of the report, covering all
issues related to the organisation and stakeholders. They also

approve the content of the report for disclosure.

Step 4: Continuous Improvement

BTS Group is focused on continuously developing the
Sustainability Report and is open to suggestions and opinions from
stakeholders through various channels for further improvement,

including reviewing polices, objectives and goals of BTS Group.

5 .-
4 o O =

Importance Stakeholders
w

2

Significant Impact to BTS Group

3 4 5

Materiality Aspects

1 Energy Efficiency
2 Service Reliability
Operations
3 Regulatory Compliance
4 Supply Chain Management
5 Customer Satisfaction
Customer
6 Community Development
7 Human capital Development
People
8 Talent Retention
9 Transport Safety
Safety
10 Occupational Health and Safety
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Corresponding Material GRI

Aspects

Impact Boundary

Sustainable

Within External Development
Organisation ~ Stakeholders Goals

Sustainability
Management ® ®
Governance
(G4-34)
Sustainability at Ethic and Integrity
Corporate Governance Y Y -
BTS Group (G4-56, G4-57, G4-58)
Anti-Corruption
(G4-DMA, G4-SO5)
Organisational Profile
Risk Management (G4-14, G4-46) [ [ )
E Effici Energy
ner icienc
el Y (G4-DMA, G4-EN3, G4-EN5) L L
Occupational Health
Service Reliability and Safety ) o
(G4-DMA)
Operations SDG 7
Emission
(G4-DMA, G4-EN15,
G4-EN16)
Requlatory G i Effluent
egulatory Compliance
9 Y P (G4-DMA, G4-EN22 o o
G4-EN23)
Compliance
(G4-DMA)
) . Product and Service Labeling
Customer Satisfaction Y ®
(G4-DMA, G4-PR5)
SDG 3
Customer DG 4
Community
Development ® ®
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Impact Boundary

Sustainable

Corresponding Material GRI

Key Sustainability Issues s Within External Development
Organisation  Stakeholders Goals

Employment
(G4-DMA, G4-LA1) SDG 4
Training and Education ) SDG 5
(G4-DMA, G4-LA9, SDG 8
G4-LA10)

Human capital
Development

People
Employment

(G4-DMA, G4-LA2)
Talent Retention Diversity and Equal ()
Opportunity
(G4-DMA, G4-LA12)

Occupational Health SDG 3
Transport Safety and Safety o ) SDG 8
(G4-DMA) SDG 11

Safety

Occupational Health Occupational Health and
and Safety Safety (G4-DMA, G4-LAB)

Remark: (G4-22, G4-23)
(1) Sustainable Development Goals were included as details: https://sustainabledevelopment.un.org/?menu=1300
(2) No significant changes in 2015/16 regarding the organisation’s size, structure, ownership, or its supply chain.

(3) There is no restatement of previous year performance.

Communication Channels %3

BTS Group welcomes suggestions from all stakeholders in order to support sustainable operations.

BTS Group can be contacted through the various channels below:
Click to download this report: http://www.btsgroup.co.th

For additional information, contact: Corporate Communications BTS Group Holdings Public Company Limited

14th Floor, TST Tower, 21 Soi Choei Phuang, Vibhavadi-Rangsit Road Chom Phon, Chatuchak,

Bangkok 10900 Tel: 0 2273 8511-5 Fax: 0 2273 85168 L:a: corpcomm@btsgroup.co.th

Email: corpcomm@btsgroup.co.th
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Sustainability
at BTS Group

Vision

To provide the community with a unique
and comprehensive range of City Solutions,
that significantly contributes to a
improved way of life.
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Mission

We aim to provide a sustainable and leading
set of City Solutions to urban communities
across Asia, supporting critical needs in our
four principal business areas; Mass Transit,
Media, Property and Services.

Sustainability Management

BTS Group is aware of our role and responsibility towards society and the environment. As a response, we have built a business
based on sustainability and are transparently following good governance practices, recognising the importance of social and
environmental responsibility, with the appropriate consideration of all stakeholders. In terms of the direction of sustainable social
responsibility, BTS Group has determined values, strategy and long-term goals for the sustainable development of our business,

following the “City Solutions” concept.
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Value

Delivering Customer Satisfaction:

Our success is dependent on our ability to develop long-
lasting customer relationships. This will be achieved by listening,
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 impacts,

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 BTS

employees and their families.
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Strategy and Long-term
Goals

BTS Group aims to be the leader in developing and operating
Rail Mass Transit in Thailand, reinforce our position as the
leading Out-of-Home (OOH) Media provider in the country
and selectively expand our network across the ASEAN region,
cautiously grow our Property business, and lead Bangkok’s

cashless society via smart purse e-payment solutions.

We have five key strategies as a foundation:

1. Experience in rail mass transit

2. Synergy across all four businesses with rail mass transit
at our core

3. Financial strength

4. Innovations

5. Customer satisfaction

BTS Group will grow our four businesses in line with the
urbanisation of Thailand, and provide communities with a unique
and comprehensive range of City Solutions, which significantly

contribute to an improved way of life.

In order to lead to sustainable growth,
BTS Group operates based on a
Corporate Social Responsibility Policy,
using thisasaframeworkto ensurethat
work related to society, communities

and the environment is coordinated.




Corporate Governance

Management at BTS Group consists of directors and managers
who have vision and are responsible in their roles. Mechanisms
arein place to control and balance power, leading to transparent,
auditable management, maintaining shareholders’ rights and

accountability to stakeholders.

BTS Group has determined a Corporate Governance Policy
that is in line with governance practices established by the
Stock Exchange of Thailand and recommendations from
the Thai Institute of Directors. These are communicated to
management and employees for their information and strict
compliance. Corporate governance policies are reviewed and
amended on an annual basis, in order to reflect the current

environment and BTS Group operations.

Corporate governance oversight is carried out by a Corporate
Governance Committee consisting of four members, with
meetings held at least twice a year, or on an ad hoc basis

according to the situation.

« Additional details on corporate governance can be found in
the 2016/17 Annual Report under “Corporate Governance” at

the following link: http://www.btsgroup.co.th
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Code of Conduct

As part of our accountability to stakeholders, we have established
a Code of Conduct to be used as a guideline for our operations.
This is in line with key corporate governance principles including
1) vision, mission, desired value, strategy and long-term goals;
2) corporate governance; 3) business ethics; 4) employees;
and 5) social, community and environmental responsibility.
These are considered to be duties and responsibilities that
management and employees of all levels in the organisation
must strictly follow, as determined by the BTS Group policies

and framework.
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Anti-Corruption and Bribery
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1

BTS Group has been conducting business with integrity; transparency and

compliance with regulatory requirements, in compliance with the testimony of the

Chairman, which is “Do it Right”. BTS Group encourages employees to conduct

themselves as good citizens and follow the laws of the country. The board of directors,

executives, and employees have to follow the Anti-Corruption Measures and shall not

be negligent in any corruption conditions involved either directly or indirectly.

BTS Group Holdings Public Company Limited has been awarded
the certification of membership of Thailand’s Private Sector
Collective Action Coalition Against Corruption on 22" January
2016, which shows the strong intention of BTS Group in
operating its businesses in accordance with the international
framework and procedure standard. The Company has also
joined the Partnership Against Corruption for Thailand (PACT)
Network, which brings together organisations from various

fields through their shared goal of combating corruption and is

Inside BTS Group

% DoltRight@btsgroup.co.th

k Nuduan Chaun Chee Chong

7

an initiative of the Thaipat Institute and cooperating partners.
With the expression of the commitment and intention to
combat every kind of corruption, BTS Group has provided
whistleblowing channels for notifying anonymous tips, complaints
or suspicions of fraud without revealing their identities. Names,
addresses and other details of individuals providing information
remain confidential. Only persons responsible for follow-up

and investigation of complaints or tip-offs can have access.

Outside BTS Group

0 Hotline: 1 800 292 777 and +66 (0) 2677 2800

% tell@thailand-ethicsline.com

@ PO Box 2712 Bangrak, Bangkok 10500



Furthermore, the Company realises the importance of

communication to create knowledge and better understanding of
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the Company’s anti-corruption measures and related procedures

by all stakeholders continuously, namely employees, business

partners, and subsidiaries.

Employees

« Training course on the Company’s Anti-corruption measures
and procedures to the management and employees on an

annual basis

« Training course on anti-corruption measures and procedures
for Fraud Risk Management has also been one of agenda for

the orientation of new company’s employees

» Communicating all Anti-corruption policy, procedures and
update information through various internal channels i.e.

Intranet system, poster and display screen.

« According to the survey result of the annual
Self-Evaluation on conducting in accordance
with the Corporate Governance and Code
of Conduct in 2016/17, it found that on
anti-corruption section, management and
employees had an average score of 88.18
from 100 meanwhile the average scores
in every section was at 85.03. This means
most employees acknowledge, understand
and behave themselves in accordance with

the above policies very well.

 Zero corruption complaint

Partners and

« Submitting letter informing the Company’s Anti-Corruption

e In 2016/17, 97% of business partners

join in the Thailand’s Private Sector Collective Action Coalition

Against Corruption (CAC).

Vendors measures and the whistleblowing channels to vendors in case and vendors have been informed and
of unjustified conduct, equality, fairness, or claims for benefits acknowledged the policies and whistleblowing
or benefits from Company personnel. channels.
 Publishing the Anti-corruption Measures on the Company’s » Zero corruption complaint
website: www.btsgroup.co.th

Subsidiaries Encouraging and supporting the Company’s subsidiaries to VGI Global Media Public Company Limited

and UCITY Public Company Limited are
preparing to be certified by Thailand’s
Private Sector Collective Action Coalition

Against Corruption (CAC) in 2017.
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Risk Management

Technology and lifestyle are currently rapidly changing in
response to advances in innovation and services. These
factors have an impact on business, therefore in order to
ensure that risk management is handled efficiently, BTS Group
has established a Risk Management Policy to systematically
manage risk using both top down and bottom up approaches.
The policy is consistent with the Enterprise Risk Management
(ERM) framework used organisation wide and established by

the Committee of Sponsoring Organisation of the Treadway

Commission (COSO). A schedule for monitoring and evaluation
. . . . . L L7754
of risk was determined according to risk parameters, with a

risk management committee identified to be responsible for
determining the framework used in risk management, analysis

and monitoring operational risks.

Covering all various risk factors which might impact on business
operation, BTS Group has divided the types of risks into
5 categories, namely, strategic risk, operational risk, financial

risk, legal and compliance risk, and fraud risk.

Additional details on risk management can be found in the
2016/17 Annual Report at the following link: http://www.

btsgroup.co.th
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Operations

“ BTSC realises the importance of conducting operations in strict
compliance with laws and regulations, while at the same time focusing
on improvement of services that are safe, punctual and energy
efficient. This will lead to greater confidence and credibility among

7
all stakeholders.
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As BTS SkyTrain service providers, BTSC is fully aware of
the need for efficient energy use and reducing environmental
impacts. We are focused on developing and improving

operations in order to conserve energy.

To support efficient energy conservation and meet regulations,
in 2014, BTSC registered with the Department of Alternative
Energy Development and Efficiency, aimed atimproving energy
conservation in buildings and factories. BTSC established a
working committee to focus on energy related issues, responsible
for determining energy conservation policy, evaluation of the
ability to conserve energy, determine goals and conservation
plans, audit and analyse operations to ensure goals and plans
are met. The committee is also responsible for the review,
analysis and addressing of inaccuracies related to energy
management with the Chief Executive Officer (CEO) serving
as head of the committee. Internal meetings are held every

three months, with an external third party carrying out an audit

and certifying the results for submission to the Department of
Alternative Energy Development and Efficiency, in March of

each year.

At the same time, in order to evaluate management of energy
efficiency, BTSC has monitored operations based on Traction
Power energy consumption indicators and electrical consumption
indicators in buildings, as well as using a process to collect data
and analyse irregularities in energy consumption and report
findings to the Operation Performance Committee Meeting on

a monthly basis.

In terms of performance for 2016/17, BTSC was able to use
less Traction Power and energy at stations from the previous
period and less than the set goal. It was found that Traction
Power was equal to 39.97 kWh per 1,000 passengers-km
per month and energy used at BTS SkyTrain stations was

52,291.47 units per day per month.

Traction Power

2013/14 2014/15

. Traction Power
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Total Electricity consumption at Train Station
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BTSC carried out different activities in 2016/17 under the energy With these projects BTSC has an overall reduction in electrical

conservation policy, such as changing to LED lighting for expenses in 2016/17 of THB 1,956,428.69. For the following
street lamp under 23 BTS stations, consisting of 540 lamps. year, BTSC plans to change LED light bulbs in 7 extended
Another project implemented was the change of split-type air stations resulting a total of 3,700 LED light bulbs to be changed.

conditioners for the BTS stations and the train depot (Mo Chit).

Project to change LED light bulbs for street
lamp under 23 stations

Projectto change split-type air conditioners

in BTS stations and train depot
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Dedication to Energy Conservation

BTSC is dedicated to energy conservation through implementation of projects and other activities, such as installing Passenger
Door Test Stands to simulate use, instead of testing on actual trains. Air Conditioning Test Stands were used to test the system

before installation, and also during repairs and maintenance. In addition, we have studied various energy conservation measures

in order to reduce energy use throughout the organisation such as:

() e (om
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Energy Storage System

We are in the process of capturing electrical energy from
the BTS SkyTrain by installing a Capacitor Energy Storage
System (CESS), which will capture electrical energy from the
regenerated energy produced while the SkyTrains are running.
Electricity will be returned to the system while the trains are
moving out of the stations. A feasibility study has been carried
out and we have decided to install the system at the Surasak
Station. From calculations provided by the manufacturer, it is
expected that this will result in a decrease in electricity use by
800,735.40 units or THB 2,962,721.00 (based on THB 3.70 /unit
and an 18 hour/day). Investment in this is calculated at THB
30,763,495.00, therefore when taking into consideration the
maintenance and other factors, the project has an Internal Rate
of Return of less than 2%. We are continuing to investigate

the possibility of using this system in the future.

* gp 0 e

Solar Roofs at Stations

BTSC is also investigating the feasibility of installing 96 kilowatt
solar cells on the roofs at stations, in order to generate
electricity for use at stations. We expect that this will reduce the
amount of electricity used by 140,160.00 units or equivalent to
THB 518,592.00 (based on THB 3.70/unit and four hours/day).
Required investment for this is THB 6,574,080.00 and has a

return on investment of about 12 years, 6 months.



Regulatory Compliance

Operations 101

In order to create confidence in efficiency of operations
regarding the environment and safety, BTSC strictly follows
the laws, rules and regulations related to the environment and
safety. All operations related to the environment and safety in
terms of hazardous waste management, sewage, and noise
pollution follow international standards; ISO 14001: 2004 and
OHSAS 18001: 2007 as well as best practices.

In terms of hazardous waste which mainly comes from
maintenance of engines under the supervision of BTSC, the
waste is collected according to type, with amount and type
recorded before being handled appropriately. BTSC have hired
a hazardous waste management company registered with the
Department of Industrial Works (DIW), in order to ensure that
the waste is taken care of according to laws and regulations of
the country. At the same time, a manifest regarding transport

of hazardous waste is maintained for reference or auditing.

Waste water from office buildings and the depot is handled
according to waste water management standards. In addition,
in order to address noise pollution which is a result of SkyTrain
operations, BTSC has hired a consulting team from Kasetsart
University to measure noise levels at curves while the trains
are operating. This is done on an annual basis, and to date,

the noise levels are within standards.

Operations and measuring environmental quality and other
safety issues are systematically maintained and are followed
up on by the Safety Department and Quality Department on
a regular basis. BTSC submits the various results to related
government agencies according to timelines determined by
laws and regulations. BTSC provide channels for complaints
from the community and passengers, in case anyone is

impacted by our operations. In the past year, BTSC did not

receive any complaints regarding safety and the environment.
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Service Reliability
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Punctuality and reliability of operating the trains is an important
factor which drives our business operations, as well as creates
confidence for passengers, investors and other stakeholders.
This also creates a good image for the organisation, in terms

of providing excellent service and safety.

Regarding train management, BTSC uses a Central Control
System and Signaling Control System with an operations
team responsible for implementation. This has resulted in
efficient train operations both in terms of being on time and
passenger safety. In2016/17, BTSC proactively implemented

the following:

« Preventive Maintenance using a computer program which
focuses on recording and collecting data on maintenance
plans, as well as resource management and follow up
on maintenance. This creates confidence in being able
to provide a mass transit system that is ready to provide

service and reduces problems during operations.

« Follow up and planning by the Service Planning Department
in various aspects on a monthly basis, including the number
of expected passengers or Line Load, the ability to provide
services and equipment available to provide services, such
as ticketing gates. Results are then submitted to senior

management for further consideration and implementation.

At the same time, BTSC has determined key indicators
regarding punctuality and train reliability for using in monitoring
and evaluating operations regarding stability of these factors.
These are also used to compare efficiency in providing services
by other operators both domestic and abroad. In the past year,
efficiency in terms of punctuality and reliability was higher than
the goal for 2016/17, with punctuality at 99.09% (target of
97.50%) and train reliability at 89,076 car kilometers per fault
(target 35,000 car kilometers per fault).

Punctuality
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Total Electricity consumption MWh 100,522 102,834 103,624 102,685.00
« Electricity Consumption:
) MWh 69,585.50 69,781.50 70,482 68,987.56
Traction
¢ Electricity Consumption:
MWh 30,966.50 33,052.50 33,142 33,707.44
Non Traction
e Fuel Consumption: Bus
. . Kg 1,314,665.77 1,335,265.74 1,364,376.69 1,364,376.69
Rapid Transit: BRT
Electricity Consumption kWh per revenue
2.93 2.74 2.77 2.72
per revenue car-km car-km
Total GHG Emission Tonnes CO2 e 55,217 56,831 54,500 58,922
* Scope 1 Tonnes CO2 e 3,544 3,599 3,678 3,830
» Scope 2 Tonnes CO2 e 51,673 53,232 50,823 55,092
Total water consumption Cubic meters 108,689 124,646 126,727 120,688
Total waste dispose Metric tonnes 31.693 20.717 40.678 26,098.87
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Customer

““ In addition to providing services which meet customer satisfaction,
understanding their needs is an important factor for business in
a continuously growing environment. BTSC has used this factor
to help determine direction, in order to appropriately respond to
customer needs. We also listen to customer feedback received
through all channels that are modern and systematic, in order to
adjust and meet customer needs efficiently. ”
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Customer Satisfaction

Creating customer satisfaction is an important issue for
BTSC. Therefore it is necessary to monitor and audit in order
to evaluate customer satisfaction on a regular basis. Current
performance can be used in setting goals for the future,
resulting in improvements and continuous development. We

aim to become the best rail mass transport provider in Thailand.

BTSC takes into consideration all customer needs, therefore
creating customer satisfaction is seen as a responsibility for all

employees, through services provided and various marketing

Sustainability Report 2016/17

activities. At the same time, we are always ready to listen to
our customers through opinion surveys and recommendations
from all customer groups via various channels. We also take
into consideration opinions and suggestions that are received
via the Office of Consumer Protection Board. Opinions
and suggestions are collected and sent to the responsible

departments, ensuring that the issues are addressed efficiently.

Communication Channels

—

BTS Hotline Fax

02-617-6000 No. 02-617-7133
daily from 06:00-

24:00 hours

Website

www.bts.co.th

Complaint form
at BTS SkyTrain
stations

Communications via social Letters and postcards

media networks: sent to Bangkok Mass

facebook.com/sa lWHI7

Transit System Public
La® twitter.com/bts_skytrain Company Limited, BTS
Building, 1000 Phahon-
yothin Road, Chompon,
Chatuchak, Bangkok

10900

Email:
nuduan@bts.co.th
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From the various channels available, and covering all customer 2 9 1 0/ Complaints
. ()

groups, in 2016/17 a total of 43,926 opinions and suggestions
were received from various channels. Among these, 42,646
issues or 97.09% were general enquiries, service information/
suggestions, such as installing escalators and more automatic

ticket machines, installing platform screen doors, etc. Another 9 7 O 9 %
[ J

1,280 issues or 2.91% were complaints, and of these 179
issues, or only 0.41% from total numbers of received opinions, Enqumes., £l
suggestions

were as a result of operational errors.

¢ All complaints were addressed and rectified. ”?

Number of Complaints

Number of Complaints /
1 million passengers

2013/14 2014/15 2015/16 2016/17

. Complaints . Target
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¢ BTS SkyTrain customer satisfaction

is 3.84/5, higher than the goal of 3.80. "’

In addition, BTSC conducts an annual survey carried out by
Suan Dusit Poll on customer satisfaction. This is a credible
and unbiased academic institution that carries out surveys at
34 stations. The findings in 2016/17 revealed that customer
satisfaction was higher than expected at 3.84/5. The results
will be used in determining improvements, in order to provide

services that are more efficient.

In order to increase convenience, speed and timely responses,
BTSC increased channels to provide information regarding
BTS SkyTrain services via social media such as Facebook
and Twitter. Various issues such as service delays can be
announced via these channels, with passengers receiving

news efficiently, enabling them to change their travel plans.

Customer Satisfaction

5
4
3
wn
o
gz
3
!
o
o
O
w0

2013/14 2014/15

. Customer Satisfaction

2015/16 2016/17

. Target
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Apart from treatment of regular customers, BTSC 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. BTSC 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, BTSC has implemented training sessions for BTS

station personnel, 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. In 2016/17 there were over 945,000
passengers with disabilities accessing to the BTS SkyTrain

service, an increase of 127,000 from 817,200 in the 2015/16.
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BTS Group initiated the “City Solutions” concept with the
goal of improving lifestyles, taking into consideration roles
and responsibilities towards communities and society, as an
organisation that needs to do good deeds as a return to society.
Employees at all levels are given the opportunity to participate
and acknowledge their responsibility towards communities
and society in tangible ways, through activities encouraging

sustainable growth for all.

BTSC has followed social, community and environmental
responsibility frameworks, which were determined by the
Committee on Corporate Governance. The Committee is
responsible for reviewing, determining, evaluating and
improving policies related to Corporate Social Responsibility
(CSR), as well as ensuring policies are followed. Activities
in 2016/17 are focused on development in education,
communities, society and the environment, i.e. The Next Station
Happiness by BTS Group Project; The Vegetarian Food Festival
with Nuduan Project; and The Sky Clinic Project. In addition,
BTS Group has supported the sale of community products.
This is a factor helping the community along the way to

sustainable development.
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The purpose of initiating ‘The Next Station Happiness by
BTS Group Project’ was to provide assistance to youth and
communities in remote areas around the country and provide
them with basic necessities and scholarships. This is in response
to requests from schools and communities received by BTS
Group, and truly meet the needs of recipients. In addition, BTS
Group provided funding for school buildings, playgrounds and

concrete roads for schools in need.

BTS Group also coordinated with partners such as the Vibhavadi
Hospital, H.R.H. Princess Maha Chakri Sirindhorn’s Mobile
Dental Service Center, Mahidol University and the Hospital
for Tropical Diseases, Mahidol University, by providing mobile
services to students, teachers and other community members
at no cost. Since the project launch in June 2015, the project
has been held at a total of 12 stations, providing support to

many schools all over the country.

Sustainability Report 2016/17
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The Nuduan Vegetarian project is organised in October of
every year and supports health related activities focused on
providing healthy vegetarian dishes to passengers using the
BTS SkyTrain and the general public. The food is provided at

no cost, in order to encourage, develop and promote good

health, as well as reduce household expenses.

113

We cooperated with leading public and private hospitals to
provide free health services to communities close to BTS
SkyTrain stations. The project began in 2000 and has been
held regularly for a total of 14 years. Annual health checks
are provided as well as initial checks such as dental health,
bone density, eye examinations to check for diabetes effects,
dermatology, and stress, including blood samples to test for
diabetes and cholesterol levels. This received great interest
from the Public in 2015, with more than 2,000 people joining

over the four days.

Over 2,000 people attended,
with savings of THB 7,000 per
person.
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Thai Farmers Rice Station

BTS Group provided places in 5 primary BTS Stations, namely National Stadium Station, Bang Wa Station, Bearing Station, Mo
Chit Station, and Victory Monument Station, entitled ‘Thai Farmers Rice Station’ for selling GAP premium graded Jasmin rice
105 from Tung Kula Rong Hai, Roi Et province. BTS Group had purchased a total of 20,000 kilogrammes from the enterprise

community group, the Bank for Agriculture and Agricultural Co-operatives (BAAC) Roi Et. The purchased rice was packaged in

specially designed bags for sale to BTS SkyTrain passengers and the general public. This event was well-received.
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People

“BTS Group believes that our employees are the most important and
valuable resource in the organisation and therefore sees the value in
continuous human resources development. This includes developing
the internal and external human resources training system and
developing skills appropriate to individual responsibilities, in order to
produce the human resources needed to support business needs. In
addition, BTS Group supports and provides the opportunity for equal
advancement, leading to commitment and pride in the organisation,

. . . . . . 7
resulting in continuity in operations.
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Number of BTSC Employees
as at 31 March 2017: 2,165 pEI’SOhS

@)

Male Female

Amount 1 Y 1 7 7 persons Amount 9 8 8 persons
Percentage 54.3 Percentage 45 . 7

Employees by type

O O
Full time employees Temporary employees

2 [ 1 5 7 persons 8 persons
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Human Resources Development

As the leading provider of rail mass transit in Thailand, providing
efficient SkyTrain services, based on modern technology,
we rely on employees who are knowledgeable and capable.
In response, BTSC requires continuous human resources
development be provided from day one until retirement, as a

key organisation strategy.

With more than 17 years experience, BTSC has accumulated
expertise as well as knowledge management which is unique,
and we are ready to pass on this knowledge to fulltime as well
as part time employees, through training to enhance appropriate
individual skills and expertise, building a strong human resource
which will drive the organisation toward set goals, efficiently

and sustainably.

The goal for human resources development at BTSC is to correspond with
various recognised standards including 1ISO 9001:2008 1S0:14001:2004 and
OHSAS 18001: 2007, as well as to meet the organisation goals regarding the

four core principles of BTSC:

Technical
Programme

Managerial
Programme

Financial
Regulation
Programme

Quiality,
Safety and
Environment
Programme
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In terms of the human resources development process, this begins
with a Training Needs Survey conducted in each department,
in order to create the Annual Training Needs Matrix based
on priority. At the same time, BTSC has adopted the Training
Management System for use in maintaining employee
information for easy access. Evaluation surveys are used
following training for analysis and review of effectiveness
and efficiency of the training process. Another survey is used
following actual implementation by employees, to ensure
that employees know more and are more skilled following

the training.

Sustainability Report 2016/17

We also have a plan to assess human resources development,
in order to increase the ability of employees, making them more
versatile. At the same time, we have responded to changes
regarding budget allocated for internal and external training
to over 5.63 million Baht in 2016/17, meeting the four aspects
of knowledge management. The criteria for assessing training

outcomes are based on 2 levels.

Assessment Criteria for Training Outcomes

Level 1

Level 2

Assessment based on the average hours of training in a
year and the number of courses provided as well as the

satisfaction score result after finishing the training

Assessment based on trainees’ operating performances
evaluated by original affiliations to ensure the training

courses appropriate for each position

BTSC has set a goal of 12 training hours per employee, with
159 courses available. It was found that on average, employees

had 139.87 hours of training per employee, and a total of 328

courses provided, all much higher than the goals. All employees
responded to the post training surveys, revealing a satisfaction

in training at 89.59%.



Hours/employee

Courses

Percentage

200

150

100

500

400

300

200

100

100

80

60

40

20

People

Employee’s Average Training Hours

155.20

139.87

2013/14 2014/15 2015/16

. Employee’s Average Training Hours

2016/17

. Target

Number of Training Programme

438

2013/14 2014/15 2015/16

. Number of Training Programme

2016/17

. Target

Employee’s Satisfaction Score in Training

2013/14 2014/15 2015/16

. Employee’s Satisfaction Score in Training

2016/17

. Target
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Mr. Tripetch Wongniwatkajorn
Security Department Manager
commenting on the Training Project
for security personnel.

“Human capital development is very important at BTSC due
to the nature of business as well as the management policy,
which focuses on safety because BTS SkyTrain has to serve
with high security in order to keep passengers confident
and provide a safe journey. With the above, | therefore
consulted with the Training Department on a continuous basis
to improve training courses to be in line with the current
change. In addition, for the most effective performance,
every security guard on the BTS stations must attend the
“Clip Tie” training course, which is a security-specific course
for safety-related personnel to be ready for knowledge and
ability before work.

Healthy Workplace Project

BTSC has been operating the Healthy Workplace for the third consecutive year
encouraging employees to participate in improving the workplace environment
to be clean, safe and orderly. This also helps cultivate in employees the quality

and safety culture and realise the value of resources and how to use them in

the most beneficial way. The operating result of the project in 2016/17, BTSC

found zero accident occurring with employees in the workplace.




Talent Retention

People 123

In addition to proactive recruitment of knowledgeable and
capable employees to be a part of our operations, building
the motivation to retain human resources until retirement is a
key factor, reducing expenses and the time required to train

new employees.

BTSC provides fair compensation and benefits for employees,

both for the present and with a long-term perspective, focusing on

benefits which create stability for employees and their families,

Health

Economics

Provident funds Insurance/accidents/health

Annual health check

Shift compensation

Hardship compensation Nurse's Room

Savings Cooperative Fitness center and

indoor facility

Annual salary adjustment

Social security

and bonus

Worker's compensation fund Physical tests

Compensation in case of

employee death

Employees use of BTS SkyTrain

Care provided
for families

Financial assistance for
employees including
marriage, child birth,

and funerals

n assistance for ¢

as well as reducing expenses. Salary and bonus reviews are
conducted via an online Performance Review and involves
a participatory review process between the supervisor and

employee being reviewed twice a year.

BTSC has created an environment conducive to working, career
advancement and ensuring employees are healthy, in order
to attract and retain skilled and knowledgeable employees for

the long-term.

Human Resources
Development

General Benefits

Training Employee uniforms

Cafeteria
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BTSC believes that the participation of its employees is an
important factor in creating commitment to the organisation.
Therefore, employees are given the opportunity to participate
in sharing opinions, problems and suggestions. We survey
employee satisfaction on an annual basis, in order to ensure
that employees stay with BTSC for the long-term and grow
with the business. Issues covered in the surveys include work
environment, type of work, quality of life and stability,
advancement, supervisor and colleagues, and internal

communications, etc.
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In 2016/17, over 2,077 employees or 95% cooperated in
responding to the online surveys, questionnaires or in-depth
interviews, showing the responsibility the employees have in
participating in the development of the organisation. From the
survey, it was found that 82.65 % were very satisfied, increasing
from 73.60% in 2015/16, which is a result of the efforts and
dedication in retaining all employees. However, in 2016/17,
6.72% of employees resigned, an increase of 1.33 %, compared

to the last year but still lower than the two years earlier.

Employee Turnover Rate

2013/14

2014/15

%
|

8175

7.34%

7.78 %

75 87

6.77% 9.29%

7.92 %

8.33%

2015/16 2016/17

63 80

535% 8.09 %

6.72 %

47 66

4.13 %

5.39%

6.88 %




Nuduan Chuan Kayan

The Nuduan Chuan Kayan project began on 1% April 2013,
with the purpose of encouraging employees to develop
themselves to their full potential, honest and loyal to the
organisation, disciplined and proud to be an employee of BTSC.
The project serves as a reward for dedication, discipline, focus,
thoughtfulness, creativity, love and loyalty to the organisation,
as well as being dedicated to society. BTSC has determined
the criteria used for scoring and the weighting of the scores

based on five factors:

« Criteria related to thoughts or behaviour/actions

« Criteria related to discipline

 Criteria related to performing assigned tasks according
to regulations
» Criteria related to loyalty to the organisation

» Criteria related to annual performance

Employees are able to collect points and exchange their points
for cash, according to the set guidelines. The scores employees
receive in some cases will be used when considering salary
and bonus. Employees can use their accumulated points to join
gyms, or use as tuition assistance for their children. Employees
who have children enrolled in kindergarten to undergraduate
level can request for tuition assistance for three children per
employee. During 2008-2016, BTSC provided 3,738 scholarships
for tuition, totalling 37,894,000 THB and 33 recipients have

graduated with undergraduate degrees.

The Chairman, realising the importance of employees, had a
policy to expand the Nuduan Chuan Kayan project to other
companies in the BTS Group, aiming to offer all employees
in the Group equal welfare benefits. In 2016/17, BTS Group
Holdings Company Limited, was the pilot company to apply
and implement the Nuduan Chuan Kayan project. The project
started on 1% July 2016. Since beginning until the end of the
fiscal year 2016/17 (on 31 March 2017), the Company has
already provided 22 scholarships worth 178,000 THB to its
employees’ children. Meanwhile other companies of the BTS
Group have been in the process of project study to appropriately

adapt it to the operation of each company.
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BTS Child Care Center

Sustainability Report 2016/17

Regarding the annual satisfaction survey of employees at
BTSC, the last year result showed that 70% of total employees
have children studying in kindergarten to elementary level,
which need special care from parents closely. Consequently,
BTSC set up BTS Child Care Center for taking care of its

employees’ children during their working hour period. Children

who are eligible for the BTS Child Care Center must be between

3-11 years old. The Center is open Monday — Friday from
14:30-17:30 hrs. At the Center, BTSC provides staff to take care
of children and also creates activities to enhance their learning
skills in various fields, including skill sharing with others. Since
the opening of the BTS Child Care Center in October 20186,
there are 7 children per day on average, meanwhile after the

school semester there are a maximum of 11 children per day.




Mr. Jires Puopanich

Cash Management Division

Station Revenue Department

Father of Ms. Pichilada Puopanich,
Nickname Nam Ping

Ms. Warabhorn Lalong
Daughter of Mr. Veerapong Lalong
from Signalling System Division
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“BTS Child Care Center is very useful. It
helps employees to be able to work fully
without worries during work, because the
company provides staff to take care of our
children and this also helps reduce personal
cost of taking care of children. Employees
don’t need to bring children to other Child
Care Centers, which are quite expensive. The
provided nannies take care of our children
very well. They helps teach homework, bring
children to the toilet and create activities
for them as well. | would like to thank the
company management and project owner
for this valuable benefit.”

“After school, my dad brings me to stay at
the Center while waiting for him to finish
work here, | have so much fun and make
new friends. Nanny takes care of us and
helps us with our homework. There are many
activities for us to do, such as making paper
plates, balloons, paint. Nanny also teaches
us to do good things at home, then to write
it in the Book of Good. | told my dad that |
would like to stay here every day.”
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BTS Kids Camp 2016

BTS Kids Camp is a consequent activity of the BTS Child Care
Center, with the purpose of lightening the burden of child care for
employees after the school semester. This morning-to-evening
activity is opens for children to participate in various activities
together for 12 days from 8:30 — 17:30 hrs. to enhance their
physical, mental, emotional, and intellectual development,
while growing up in society and also cultivating children to
do useful and age-appropriate activities. The Camp was held

from 10" — 21° October 2016, with 25 children participating.

In organising the BTS Kids Camp, BTSC collaborates with of
Art for All art camp and a group of students from the Faculty of
Social Sciences, Kasetsart University, who organised activities
to strengthen the physical, mental, intellectual and emotional

development of children throughout the 12 days.

Sustainability Report 2016/17
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2013/14 2014/15 2015/16 2016/17

Employee by type

Total Workforce 1,182
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Safety

‘ Safety is considered to have been the key to the business operations
of BTSC over the past 17 years of service, aiming to provide the
utmost confidence to all stakeholders under every circumstance.
BTSC strictly follows safety and security policies, as well as prepares
itself for unusual situations and emergency incidents, including
management any risks to ensure the lowest possible security impact

. 7
to our operation.




BTS Group Holdings Public Company Limited

Transport Safety

Sustainability Report 2016/17

Safety is the main focus for BTSC operations, particularly in
the BTS SkyTrain mass transit system. Safety is also a key
success indicator, building the reputation and branding of the

company.

Maintaining efficient safety management creates confidence
for all stakeholders and reduces costs related to fines, as a
result of operational mistakes. BTSC takes into consideration
all safety aspects, beginning with planning before project
implementation, through the establishment of safety measures
stated in the employer’s Terms of Reference (TOR) for use in
selection and management of contractors in terms of design,
installation, inspection and testing of the system in compliance
with international standards, such as the European Railway
Standard (EN-50126, EN-50128 and EN-50129) and the NFPA
130: Standard for Fixed Guideway Transit and Passenger Ralil
Systems. In this respect, we have received ‘Proof of Safety’

Certification from various recognised independent agencies.

With regards to project implementation, BTSC operations are
overseen by the Project Department, Operations Department,
Maintenance Department and Safety Department, in compliance
with the various standards to which the organisation has been
granted certification, such as the OHSAS 18001:2007, Safety
Management System (SMS) and the Best Practice Model
(BPM) following Ricardo Rail and engineering standards,
determined by the Engineering Institute of Thailand. Maintenance
of machinery, equipment and basic infrastructure, follows the

established Maintenance Activity Plans.

In order to ensure safety in operating the rail system, BTSC
has installed an Automatic Train Control system (ATC) which
controls the speed limit of the trains to not exceed 80 kilometers
per hour; and an Automatic Train Protection system (ATP),

which controls the safe distance between trains.

In addition to safety of transportation services, BTSC is prepared
in terms of handling unforeseen situations, emergencies and

providing general services to passengers, including handicapped

passengers and safety monitoring as detailed below.
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Unforeseen or Emergency Situations

BTSC organises annual drills following the emergency response
plan such as fire drills, moving injured passengers and chemical
spills in the Depot. In addition, BTSC has also cooperated with
external agencies such as Disaster Prevention and Mitigation,
Emergency Medical Services and local police stations, for joint

training and planning on a regular basis.

First Aid

Should passengers be injured while using our services, BTSC
provides first aid and patient transportation following BTSC
procedures. All stations are fully equipped with first aid kits
allowing for efficiency and speed in taking care of injured or

sick passengers.
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Services for Handicapped Passengers

BTSC has improved the measures to be taken in assisting
handicapped passengers and provided training to station
security personnel, based on the procedures which were jointly
reviewed and amended with the Association of the Physically

Handicapped of Thailand.
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Services for General Passengers

For other passengers, BTSC has increased safety measures,
such as the installation of Platform Screen Doors, increased
communication channels to promote safety among passengers,
brochures, stickers, and advertisements on LCD monitors at
stations, as well as dissemination of information on social

media.

In addition, BTSC has organised 24-hour well-trained security

personnel, who are at stations, the BTS SkyTrain Management
and Control Center and train depot. BTSC has also increased
the number of female security personnel, in order to provide
assistance to female passengers in case of iliness or emergency

situations.
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Safety Monitoring

BTSC has enforced a baggage security check at all stations,
in order to prevent terrorist attacks or sabotage, and has also
installed a Patrol Management System, consisting of Guard Tour
Readers and RFID Checkpoints, to enhance the performance
of the station master and the security personnel, ensuring that

they thoroughly inspect designated checkpoints in all areas.

Furthermore, BTSC has installed a CCTV Security Center,
with staff to monitor the safety of passengers during operation
hours. If suspicious objects or persons are found, BTSC
coordinates with the respective agencies to immediately handle
the situation. BTSC also works in cooperation with Police
Division 5, K-9 Unit, and Mounted Police, also the Patrol and
Special Operation Division, in order to search for potential

explosives in trains on a daily basis.
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BTSC tracks the ‘Serious Passenger Injury Rate’, a key target set for 2016/17, and also better than the performances
performance indicator for efficiency of transport safety. Data for two previous years ( 2014/15 and 2015/16 ). In addition,
for the past year shows that the Serious Passenger Injury there have been no passenger fatalities.

Rate was at 0 time per one million trips. This is better than the

Serious Passenger Injury Rate

0.0500 0.0500 0.0500
0.0500

0.0400

0.0300

0.0200

0.0100

times per 1 million trips

2013/14 2014/15 2015/16 2016/17

Serious Passenger Injury Rate . Target
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“Safety is given the highest importance for
operation at BTSC, aiming to provide the utmost
confidence to all stakeholders in every situation.
BTSC, consequently, expands safety plans to
more external agencies by coordinating with
government sectors, relevant safety agencies
including other electric train operators, aiming
to magnify safety effects to cover all dimensions.

Last year, BTSC participated in a committee of
the Risk Management Plan and Response Plan for
Public Transport in Bangkok Metropolitan and
Vicinity, with representatives from government
agencies, State-owned and private enterprises
under the Ministry of Transport. BTSC is also a
member of the Emergency Response Coordination
Committee together with government agencies,
State-owned enterprises and 29 private agencies
to develop networks to coordinate between
operatorsandrelevantunits duringanemergency,
under the Act of the National Legislative
Assembly.

In addition, BTSC has organised the System
Familiarisation Program for External Parties,
namely police agencies, officials of the Disaster
Prevention and Mitigation officers, Resident
Medical officers along the BTS routes including
the authorities responsible for
the collection and verification
of explosives, to prepare and
reduce operational risk to
external agencies in case of
emergency.”

Chaiwut Pakpoyen

Director, Safety and Security
Bangkok Mass Transit System
Public Company Limited

Sustainability Report 2016/17

Occupational Health and
Safety

Employees play a critical role in driving the business to success.
Because of this, we take into consideration the health and
safety of our employees, as well as all contractors in the

organisation.

BTSC supports and encourages safety awareness in its
organisation culture, through safety training for employees
according to activity or type of work. Training results, certificates
and training hours of each employee are recorded in the
Operation License System, as a database for implementing
organisation regulations and domestic laws. BTSC arranges for
safety training to be provided to all contractors at the supervisor
level, as well as testing understanding before and after the
training, in order to assess ability to work safely. Contracting
companies which pass the tests are recorded in the Operation

License System, in order to maintain records in the database.

In terms of complaints made about safety issues via the
BTSC Safety Committee, the complaints were evaluated,
addressed and solutions for prevention were determined by
the Occupational Health and Safety Management Committee
(OHS Management Committee) in order to provide solutions

to individuals logging the complaint.

Over the past three years, occupational health and safety
outcomes have shown that BTSC is efficient based on key
performance indicators, including Serious Employee and
Contractor Injury Rate which was zero and better than target
for2014/15,2015/16, and 2016/17 which was set at 0.160 and

0.250 times per 200,000 working hours respectively.
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Serious Employee Injury Rate
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Serious Contractor Injury Rate

In order to promote employee’s health, BTSC has arranged for
annual health checks and high risk factors checks for employees
who are involved in activities which increase risk of disease.
Contractors are required to submit health check results of all

employees to BTSC, in order to be recorded in the database.

BTSC also has a Train Controller Programme for high risk
employee groups, with a focus on particular health parameters

such as weight, blood sugar level, etc. which if they do not

. Target

meet certain standards may have animpact on safe operations.
BTSC requires that employees with results which fall outside the
safe range must manage and take care of their health, in order
to be within standard parameters as soon as possible. This
includes management through exercise, diet, etc. Supervisors
are required to closely monitor progress. If these employees are
unable to bring their health indicators to acceptable standards
within the determined time limit, employees will face penalties

ranging from temporary time off, to more serious penalties.
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GRI Content Index

GENERAL STANDARD DISCLOSURES

STRATEGY AND ANALYSIS

G4-1 5 75 -
G4-3 7 77 -
G4-4 8 78 -
G4-5 15 85 -
G4-6 7-9 77-79 -
G4-7 8 78 -
G4-8 8-9 78-79 -
G4-9 9, 48, 59 79, 118, 129 -
G4-10 48, 59 118, 129 -
G4-11 48, 59 118, 129 -
G4-12 8 78 -
There was no significant change during the reporting peri-
G4-13 - - od regarding the organization’s size, structure, ownership,
or its supply chain.




GRI Content Index

G4-14 24 94 -
G4-15 14-15, 17-20 84-85, 87-90 -
G4-16 21 91 -

IDENTIFY MATERIAL ASPECTS AND BOUNDARIES

G4-17 68-76 68-76 Annaul Report 2016/17
G4-18 13 83 -
G4-19 13-15 83-85 -
G4-20 14-15 84-85 -
G4-21 14-15 84-85 -
G4-22 15 85 -
G4-23 15 85 -
G4-24 12 82 -
G4-25 12 85 -
G4-26 12 85 -
G4-27 12 85 -
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REPORT PROFILE

G4-28 11 81 -

G4-29 11 81 -

G4-30 11 81 -

G4-31 15 85 -

G4-32 140-145 140-145 -

G4-33 _ B We are currently developing the process to seeking
external assurance for the report.

GOVERNANCE
G4-34 21 91 -
G4-46 24 94 _

ETHICS AND INTEGRITY

G4-56 21 91 -
G4-57 12, 21-23 84, 91-93 -
G4-58 21-23,31,36-37 | 91-93, 101, 106-107 -




Economic
Performance

GRI Content Index

SPECIFIC STANDARD DISCLOSURES

CATEGORY: ECONOMIC

143

9, 41-44

79, 111-114

CATEGORY: ENVIRONMENTAL

G4-DMA 28-30 98-100
Energy G4-EN3 28-29, 33 98-99, 103
G4-EN5 29, 33 99, 103
G4-DMA 27, 31 97, 101
Emission G4-EN15 33 103
G4-EN16 33 103
G4-DMA 31 101
Effluents
G4-EN22 33 103
and Waste
G4-EN23 33 103
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CATEGORY: SOCIAL
SUB-CATEGORY: LABOR PRACTICES AND DECENT WORK
G4-DMA 47-48 117-118 -
Employment G4-LA1 54 124 -
G4-LA2 58 123 -
G4-DMA 61-69 131-137 -
Occupational Health
and Safety
G4-LA6 67-69 137-139 -
G4-DMA 49-50 119-120 -
Training and G4-LA9 51 121 -
Education
G4-LA10 49 119 -
G4-DMA 47, 53-54 117, 123-124 -
Diversity and Equal
Opportunity
G4-LA12 48, 54, 59 118, 124, 129 -
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Anti-Corruption

SUB-CATEGORY: SOCIETY
G4-DMA 22-23 92-93
G4-S05 22-23 92-93

SUB-CATEGORY: PRODUCT RESPONSIBILITY

Product and
Service Labelling

G4-DMA

36-39

104-109

G4-PR5

38

108
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