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Growing our people with their strengths
VISION
• To develop visionary leaders who personify our brand character.
• To create opportunities for people to learn and develop so that they can guide AIS toward its goal within  
 the framework of sustainability.

RATIONALE
As the world continues to face increasing social and environmental challenges, today’s leaders are confronted 
with a far broader set of challenges than ever before. To ensure that our success carries on into this uncertain 
future, it is critical that we build “visionary” leaders – integrated thinkers and deft collaborators who are highly 
adaptive to people and situations. These leaders should also embody our brand character – and inspire others 
to do the same.

As a service provider, our employees are our most important asset in delivering quality service to customers, 
as well as meeting the sustainability goals driven by our leaders. We want our people to have opportunities 
to receive constant, relevant training and development, in order to keep up in a rapidly changing world, while 
at the same time reaching continually higher levels of career – and personal – satisfaction. It is also important 
to us that they feel engaged and happy while doing so.

The road ahead
Employees need to be continually nurtured and offered learning and developmental opportunities. At AIS, 
we are committed to continually providing best-in-class human resource development that takes care of our 
people – from the selection of talented recruits, to engaging with employees and developing them personally 
and professionally, to rewarding and recognizing talent and creating leaders.
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FRAMEWORK

Growing	our	People	with	Their	Strengths

•		To	develop	visionary	leaders	who	personify	our	brand	character.

•		To	create	opportunities	for	people	to	learn	and	develop	so	that	they	can		guide	AIS	 
	 toward	its	goal	within	the	framework	of	sustainability

Building	a	top-tier	team

•	 Growing	our	employees	-	
from	selecting	 the	 right	
people	 and	 nurturing	
them,	 right	 through	 to	
evaluation	and	

	 remuneration

•	 Creating	opportunities	to	
learn	and	develop

•	 Developing	 visionary	
leaders	and	an	

	 organizational	culture

•	 Engaging	with	our	
	 employees	to	create	
	 innovation

Nurturing	talent
Engaging	with	our	
employees
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Building a top-tier team

A top-tier team is the result of attracting, developing and retaining people effectively. We cannot achieve 
success without strong and dedicated human capital. Human resources have always been our most valuable 
asset, and their role in the organization is even more vital now in our drive toward sustainable development. 
The Company has promised its employees that “AIS is ready to grow together with you” – a promise of  
advancement opportunities and a good standard of living that is realized by the way we manage work and 
the considerable lengths we go to in our desire to establish a family culture. This co-creation creates a caring 
bond between the employee and the Company and makes AIS a “yes” organization for everyone.

The AIS workforcexxii

Total	employees

Breakdown	by	employment	type	

Breakdown	by	gender

68% 65% 67%

32% 35% 33%
Permanent

Male

Contract

Female
40%

60%
40%

60%
40%

60%

8,774 9,286 9,525
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Growing our employees - from selecting the right people and nurturing them, 
right through to evaluation and remuneration

Selecting the right people

Knowledge, ability, creativity and talent are the forces that drive the success of our business, and the competition 
for people with these attributes grows more intense by the day, making employee recruitment and selection a 
vital part of our operations. For this reason, we have upgraded our human resources methods and tools, both 
technically, for example utilizing psychology and statistics, and by raising our standards to a top-tier level 
with an aim to recruiting qualified personnel with the ability and potential to be a major driving force within 
the Company who can scale-up and build on our successes quickly.
 
Toward this end, the Company has organized a range of activities that promote the development of knowledge 
and skills before people even enter the workforce to prepare them for the road ahead. These include our “Moving 
Toward a Brighter Working Life” projects that advise fourth-year university students on the job application 
process and impart the knowledge that will allow them to prepare and better adapt to working life; a university 
road show; and our “Growing with AIS” summer internship program. AIS also provides scholarships to mid-
career professionals in the telecommunications and information technology industries.

Performance and remuneration 
Our Performance Management System begins by setting targets that are determined together by employees 
and their supervisors, and includes systems consulting and coaching, performance appraisal and feedback. 
100% of our employees receive regular performance and career development reviews.xxiv 

For executive compensation, the Company utilizes the “3P Management Principles”:

Pay for Position: At AIS, compensation is determined by the value of the job function and position, following 
a survey of prevailing market rates to ensure that our salary structure remains competitive in the job market.

Pay for Performance: Compensation is determined through a process of appraising the key performance 
indicators of both individuals and teams. Following this annual review, employees receive a salary increase, 
bonus commission, or other incentive.

Pay for Person: Compensation is determined following an assessment of the level of skill, knowledge and 
competency that is reflected in the potential difficulty of finding a replacement for the position, in other words, 
supply and demand.

In formulating the 3P System, we research and benchmark with other leading companies, assuring that we 
can compete effectively with our peers in the industry and attract both seasoned professionals and promising 
young recruits.



AIS SUSTAINABILITY REPORT 2012  |  31  

Promoting well-being and work-life balance 
Our policies on health, family and society are designed to help our employees operate happily within the AIS family 
culture. As a family, we want to create a happy workplace where our employees’ well-being is as important as 
our business goals. The Flexi Health Insurance plan, mothers’ milking room, Health Club and Chill Out Zone with 
karaoke to relax and Ignite Room to innovate and learn are all intended to foster a balanced and secure life. We 
also encourage the establishment of clubs in any area of interest among our people, whether badminton, tennis, 
golf, soccer, photography, ethics, diving, basketball or soccer. In the case of natural disasters such as flood or 
fire, or during disease outbreaks, we provide support that includes educational campaigns and vaccinations as 
benefits for our employeesxxv . Just as important, we encourage people to spend time with their families, particularly 
at important times, and business, birthday, meditation and family medical leaves are readily available.

Benefits	provided	to	permanent	and	contract	employees	[LA3]
xxvi

  Hospital room with on-call 
  doctor and nurse
  Health insurance 
  Physical therapy
  Annual health check
  Accident and life insurance

  Contributions to special events
  (e.g., wedding or funeral)
  Staff promotions on AIS’ 
  products and services
  Provident fund* 
  AIS Cooperative
  Health Club
  Scholarships for 
  employees’ children

 Permanent employees  Contractual employees
(monthly or daily contract) Benefits 

*AIS’ provident fund obligation to our employees [EC3]xxvii

In order to help prepare our employees for retirement, the Company has set up a provident fund managed by an external 
fund management company that is certified by the Securities and Exchange Commission. The fund is provided under 
a voluntary scheme to all permanent staff. Under the scheme, both the Company and its employees are required 
to contribute equally to the fund at a fixed rate of 3%-7% of their salary, based on the employee number of service 
years at AIS. Employees who stay with us for more than 8 years are entitled to receive a maximum contribution at 7%. 
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Average turnover rate 

6% 6%

5%

Keeping people safexxviii 

To reduce the rates of injury, occupational diseases, absenteeism and work-related fatalities, AIS works in 
partnership with our employees and contractors to operate a safe workplace and develop new approaches to 
issues related to health and safety, for example, medical check-up programs based on health statistics such 
as Body Mass Index, disease rates and seasonal diseases.

We never compromise when it comes to the health and safety of our people. A Hygiene and Safety at Work 
Committee, comprised of representatives from management and staff, works in accordance with the law 
(the Standard for Administration and Management of Occupational Safety, Health, and Environment B.E. 
2549 (2006)). We also set up a Hygiene and Safety at Work Committee to supervise each office building and 
warehouse. The committee is responsible for planning and monitoring safety, hygiene and the environment 
in the workplace, in coordination with other units, to promote and improve the health of our people. 
Their activities include:
• Auditing safety policy.
• Planning and monitoring safety operations.
• Conducting a monthly safety audit and monitoring improvements on issues obtained through research.
• Increasing and streamlining the channels used by the Company’s safety contacts to expedite reports by  
 employees to the committee. 
• Supporting fire prevention and organizing annual fire drills.

Hygiene and Safety at Work Committee members, as well as safety officers, receive ongoing training, as does 
their chief supervisor, as a routine part of our preventative strategy for managing the health and safety of our 
workforce.

These various retention programs and benefits have resulted in reductions in the turnover rate in recent years.
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Rate of injuries and accidents during working hours [LA7]xxix

Year

2010

2011

2012

1

2

0

Male

Male

-

Number of incidents Gender

Fatality rate during working hours
No employees have died in the past three years (2010-2012).

Absentee rate  (LA7)xxx

1.10%

0.80%
0.90%

Promoting diversity

AIS offers equal opportunity to all and fosters a work environment characterized by tolerance and inclusion for people 
from very diverse backgrounds both in hiring and HR management. Our open, merit-based applicant-evaluation 
protocol is based on job-related skills, qualifications, abilities and aptitudes, and the selection process focuses 
on equality and fairness with comprehension tests and interviews by highly experienced committee members to 
ensure maximum transparency. Employment decisions based on attributes other than a person’s qualification to 
perform a job – for example, race, gender, religion, sexual orientation or political beliefs – are strictly prohibited. 

We also offer equal opportunity to the socially vulnerable, and recognize the unique talents and abilities of people 
with disabilities, particularly the deaf and the blind, and 29 are currently working as customer relations personnel 
at AIS Call Centers. 

AIS strictly abides by Thai labor law, adheres to the principles of gender equality and equal pay for equal work, 
and strives to build a harmonious corporate culture with fair, just, effective and flexible labor policies that improve 
the efficiency of human resource management and enhance the sustainability of our business. To date, there have 
been no incidents of discrimination reported at AIS. xxxi 



AIS SUSTAINABILITY REPORT 2012  |  34  

Nurturing talent

Continuous learning and development has been identified as an important factor in attracting and retaining 
talent. AIS develops its talent pool through education-based development, relationship-based development, 
and experience-based development. Education-based development includes local and international training, 
workshops, readings and videos that develop new skills and sharpen the intellect so people can perform their 
jobs better and take on special assignments. Relationship-based development is a 360-degree feedback 
process, combined with coaching and mentor programs from direct supervisors and top management, 
aimed at modifying any behavioral traits that could prevent someone from performing at their peak. Lastly, 
experience-based development includes project assignments, job rotations and other programs that emphasize 
practical experience. The combination of these three development methods allows us to nurture our talent in 
a sustainable manner.

Creating opportunities to learn and develop

AIS has a broad range of training initiatives designed to expand the knowledge base of our employees, allow 
them to realize their full potential, enhance their interpersonal skills, brighten their career paths, and make 
them successful and proud. 

Employee	development	by	job	level	 [LA10]
xxxii

Operation	Staff

Management	Staff/
Professional	Staff

Excutive

Average	training	hours	by	job	level
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Self-developmentxxxiii 

AIS has created a Competency Development System in several formats – classroom training, workshops, 
knowledge-sharing, e-Learning and knowledge management, to name a few – all of which have been 
developed to match the knowledge and expertise of our new recruits and imbue in our people from the outset 
the importance of taking responsibility for their own self-development.

Knowledge Management   Our electronic knowledge base system collects all the content that will be essential 
to performing a new employee’s assignments for seven years. The objective is to impart knowledge-sharing, 
experience and best practices to support people in working faster, saving costs, minimizing error and leveraging 
our success. It also encourages self-development since the database contains content on every aspect of the 
Company. In 2012, the 3,500 categories contained 100,000 items, unique users averaged to 4,461 (out of a 
total of 9,463 employees), and 12,646 documents were accessed in the last year.
The e-Learning System   In 2012, we offered 1,840 self-learning courses in every professional and management 
area that were taken by 6,809 unique users - 71.44% of our personnel.
• Customer Service and Customer Care: customer care; handsets and other devices; our customer service  
 system; billing; promotion consulting; customer service support.
• Customer Care and Device Usage: DNAS (Device, Network, Application, Service), for example, device  
 usage, the AIS network, applications and services, IP competency and service management skills.
• Management Development and Management Psychology: external content (online distance learning);  
 content for new personnel and executives; management content, for example, quality decision-making;  
 AIS corporate sales support. 
• Engineering & IT Knowledge: content on telecommunications technology, data & IT.



AIS SUSTAINABILITY REPORT 2012  |  36  

Developing visionary leaders and an organizational culturexxxiv  

As the world continues to face increasing social and environmental challenges, we recognize that more and 
more stakeholders are looking to business to bring value to society. We also understand that in this changing 
business, social and environmental landscape, a new sort of leadership – one that is quick to adapt to 
customers’ digital lifestyles for example –  is required. Toward this end, this year we engaged more than 20 
senior executives in a series of sustainability knowledge-sharing sessions and workshops to formalize our 
sustainability strategy and develop this report.

We also have a range of general management programs in place designed to groom trainees and sharpen 
seasoned executives, because we want to assure that our outstanding high-potential employees – our future 
leaders – are preparing for the challenges that lie ahead, while also allowing their true strengths to shine.

We have a range of programs that help us groom our senior management, middle management, staff, and 
even our young talent.

Our management training and study program is targeted at senior executives with the objective of enhancing 
and broadening management’s perspective of the changing business and social landscape. Management-level 
personnel participate in two- to three-month courses domestically and internationally with specified topics 
and themes. These programs also allow management to build relationships with other business leaders in 
Thailand and abroad. 

Executive coaching is a program aimed at developing leadership skills for next-generation leaders among our 
mid to senior management through personalized professional coaching in a six-month development plan.

Our regional job rotation and executive trainee programs are for staff to mid management level personnel. 
The rotation of job assignments allows our people to learn different methodologies, share knowledge and 
experience with key experts in each area, and receive advice and insight from senior management.

The talent program involves training, workshops, role modeling and development, coaching, and sometimes 
a complete job change, with the objective of attracting and retaining high-potential young staff and building 
fast-track career paths for them. The program also aims to enhance employee engagement with the Company 
in the long term, while responding to our need to develop successors. Over the years, we have selected four 
talent groups with a pool of 167 people from all business units. 

Instilling the AIS culture in our people
Our leaders and staff set the direction of the Company, and embody the essence of who we are as an 
organization. This is why it is so important to us that our leaders today, and in the future, develop world-class 
standards while demonstrating our vision and culture.
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Living our brand values
• The AIS Way@FASTMOVING brings us closer to the goal of ingraining our brand personality with its Triple I  
 culture and work ethic in everyone at the Company, and helps us pass on our service objective of responding  
 to every customer’s needs as a single ‘people brand’.
• The Brand Personality “iHIP” makes our company’s philosophy come to life. We focus on offering our  
 stakeholders insightful products and services, informed and helpful staff, innovative ideas, and a professional  
 demeanor. 
• The Brand Agent System and Brand Champion in every division have also proven to be significant forces  
 in supporting the implementation of our brand character throughout the Company.

The AIS culture
• AIS is insightful. We wish to understand our stakeholders, predict their needs and desires, and develop  
 customized services that respond to them. 
• AIS is helpful. We provide care and attention to our stakeholders by analyzing and forecasting their needs,  
 giving helpful advice, and ensuring that all of their problems are solved expediently.
• AIS is innovative. We are determined to bring creativity and new technology to our products and services  
 that allow our customers to have new experiences first.
• AIS is professional. We aim to deliver our goods and services in a reliable, sincere, transparent, and easy- 
 to-understand manner, with a sense of ethics that creates trust among our stakeholders.
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Engaging with our employees to create innovation
Another way we grow our people is by engaging with them. A highly engaged workforce is critical, and to have 
a highly engaged workforce we need to place great value on our people and their contribution to our success. 
Because we believe that engaged employees are happier at work and more motivated to perform at a higher 
standard, AIS places a strong emphasis on employee engagement and has incorporated it into our corporate 
balance scorecard since 2007. 

AIS has always been devoted to understanding and engaging our employees. Since 2002, we have conducted 
an annual employee survey based on such satisfaction drivers as management style, communication, personal 
development and recognition. However, from 2008 onward, we decided to expand the dimensions we consider 
to better understand our employees and shift from satisfaction to engagement. This shift to the employee 
engagement framework has allowed us to measure staff engagement based on six factors that are more 
relevant to our employees: people, work, total rewards, opportunities, company practices and quality of life. 

Our employee engagement score has been conducted through Aon Hewitt, which has one of the largest 
employee research databases for global benchmarking. The results of the survey have been outstanding:  
for the past two years, we have been categorized as a high-performance organization (HPO). 

With our employee promise to grow “side by side, bringing well-being to everyone”, and valuing our employee 
input, we wish to respond to any concerns that are raised and develop initiatives that truly respond to our 
people’s demands.

Eureka - recognizing innovation

Eureka is AIS’ initiative to encourage the development of innovative ideas and promote collaborative teamwork 
among our staff. Through this challenging opportunity, employees are encouraged to use their entrepreneurial 
mindset and propose to management practical project ideas that meet the Company’s strategic objectives. 
The ideas that are raised and selected will effectively become actual business solutions. 

Since its creation in 2005, the number of people who sign up for this project has increased significantly.  
In 2012, more than 270 project proposals were submitted, a 24% increase over 2011. This year, the Eureka Best 
Award was presented to a team of engineers who proposed the ‘Cloud SCP Resurrection Project’, a solution 
to improve the stability of the pre-paid charging system that was successfully implemented to enhance our 
service connectivity with our customers and reduce the chances of revenue loss. 

Eureka projects do more than encourage employee innovation – we believe that they give our people a sense 
of belonging and achievement that is recognized company-wide. Today, the success and benefits derived 
from this project have encouraged us to further develop it into a full-fledged program.


