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Understanding your world
Sustainability has always been an integral part of our culture and operations, and this year, AIS has taken 
further steps forward to enhance and systematize our sustainability practices, to bring greater value to not 
only ourselves, but also to our stakeholders.

The Sustainable Development Committeeviii

The Company’s Sustainable Development Committee encompasses every function of AIS and is responsible 
for the implementation of our economic, environmental and social policies, with the aim of guiding us toward 
our goal of attaining a global standard of sustainability.

The Sustainable Development Committee comprises 13 key executives including all top managements and 
operational unit heads from Operations, Marketing, Customer Management, Human Resources, and other 
departments. The committee is responsible for setting the direction of our sustainability strategy and ensuring 
that the initiatives implemented are managed efficiently and effectively.

The committee meets regularly to assess our performance and determine the way forward. 

Engaging our stakeholdersix

AIS engages with its relevant stakeholders on a regular basis. We interact with them through different channels 
of communication, with the ultimate objective of understanding their concerns and expectations.

We have filtered the key expectations that have arisen through the process of stakeholder engagement and 
summarized them in the following table.
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Stakeholderxxi 

Employees 

Shareholders 

Partners/ Dealers/ 
Contractors 

Customers 

Community

Government

Communication Channel/Engagement Method 

Regular performance reviews and employee 
perception surveys

Direct communication

Newsletters

Intranet

Reports

Weekly radio talk

Town hall meetings 

Direct communication

Annual reports 

Annual general meetings 

Regular print and electronic communications

Website

Meetings

Reports

Training 

Commercials/advertisements 

Telewiz 

Customer voices

Social media (Twitter/Facebook)

Customer satisfaction survey

Website

Direct communication

Newsletters/print materials

Community consultation

Support through local community 
leaders

Direct communication

Newsletters

Reports

Key Expectations 

Financial stability

Personal and professional 
development

Compensation and benefits 
for self and family

Work-life balance

A culture of learning 

Financial growth

Stable dividends

Reputable company 

Financial support 

Workplace safety

Support to improve skills and 
knowledge

Win-win partnerships

Quality service that meets the 
demands of different lifestyles 

Being able to stay connected 
anywhere, anytime

Excellent service at affordable 
prices

Safety

Community support

An undisrupted, if not 
improved, lifestyle 

Improved access and quality 
of education (society level)

Transparent disclosure

Compliance with regulations

Partnerships to improve the 
well-being of all citizens
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Materialityxii

This year, for a more focused and structured approach to sustainability, we conducted several workshops to 
develop AIS’ own materiality assessment with the following process.

Identifying our sustainability issues
We identified the key social and environmental risks and opportunities associated with our business strategy, 
both current and future, across our value chain. In addition to reviewing the key megatrends impacting the 
telecommunications sector and performing a media and competitive scan of the key issues highlighted by our peers 
in this sector and beyond, 20 AIS senior executives from various operational units also helped to validate these 
issues. Overall, we identified several issues, which formed the basis for our understanding of what is important 
to our stakeholders and what is important to our business, leading to the final selection of material issues.

Understanding what’s most important to our key stakeholders
In the process, we identified our key stakeholders across the AIS value chain, and discussed their strategic 
importance to our business, considering both their impact and dependence on us. Based on this assessment, 
we identified those issues of the greatest significance and concern to these stakeholders.

As this is our first year formalizing our materiality assessment procurement, in light of our efforts to further 
enhance our long-standing sustainability strategy, we agreed that the initial assessment of stakeholder concerns 
would be performed internally, and based our appraisal of stakeholder perceptions on the experienced views 
of those AIS people closest to them. 

For each of the issues selected, we assessed both our stakeholders’ perceived level of concern and its 
importance to our business.

Understanding what’s most important to our business
In terms of importance to our business, each issue was assessed in terms of its level of actual or potential 
impact on our business values, for example, revenue, cost and reputation. Those issues that were identified 
as being both of significant concern to stakeholders and of high importance to our business were selected 
as our material issues.

Sustainability challenges & opportunitiesxiii

The key sustainability challenges and opportunities that AIS must face in the coming years are likely to revolve 
around those issues identified from our materiality assessment – namely those concerning community, partners, 
people, customers and the environment. These challenges and opportunities will arise not only from the impact 
we have on these issues and stakeholders, but also from the risks these emerging sustainability trends pose 
to our business performance – and even our business survival.



AIS SUSTAINABILITY REPORT 2012  |  9  

Community The community is an especially important stakeholder this year as the Company commences the 
expansion of its 3G infrastructure. The communities directly surrounding AIS’ base stations play a key role 
in our operations, and we are committed to ensuring that we do our best not only to conduct our business in 
a way that accounts for their views, needs and concerns – but that reveals new points of collaboration and 
innovation with them through which we can create shared value between us.

We also believe that the impact we can make as a telecommunications service provider should extend to 
society as a whole, and address an issue that truly matters to Thailand. In this connection, we have chosen 
the critical issue of education, with a focus on leveraging our network and technology expertise to raise the 
profile of the nation’s most inspiring teachers, young people and other role models – and share their knowledge 
and wisdom with society at large. 

Partners The success of our company relies considerably on our partners – from the beginning of the value 
chain through our contractors, to the end of the value chain through our dealers. Working side-by-side with 
us throughout our operations also means that our partners indirectly represent our values – brand, prestige 
and identity – to our customers, the communities in which we operate, and our broader stakeholders. As such, 
we believe that it is important for us to share in the responsibility for their behavior and performance during 
the course of their work with us. The importance of building sustainable partnerships with our contractors is 
heightened by the current expansion of our 3G network, whereby contractors are starting to enter into new 
communities to build the necessary infrastructure.  

People As the world continues to face increasing social and environmental challenges, today’s leaders are 
facing a much broader set of challenges than ever. To ensure that our success to date carries on into this 
uncertain future, it is critical that we build “visionary” leaders. Furthermore, as a network provider, we want 
our people to have opportunities to receive constant, relevant training and development so they will be able to 
keep up in a rapidly changing world. It is also important to us that they feel engaged and happy while doing so.

Customers Our customers continue to be one of our most important stakeholders. With telecommunications 
such an essential part of our customers’ lives and society moving toward a digital lifestyle, we see AIS on the 
front lines of a mission to empower people to make their lives and businesses more meaningful. At the same 
time, changes in customer behavior and preferences present a continual challenge to AIS as we strive to 
anticipate ever-changing demands, meet – and exceed – customers’ expectations, and strengthen customer 
engagement with our brand through our service quality.

Environment With the climate change crisis becoming more acute, AIS is committed to contributing to green 
growth and aims to manage its environmental impact, both internally and externally. Our products and services 
have the potential to not only mitigate our environmental impact, but also to create value and empower green 
consumption. At the same time, our green network initiatives and electronic services development projects 
respond to the growing pressure for business to become more environmentally aware. 
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Our sustainability strategyxiv

The emerging challenges and opportunities trigger us, as a leading company in Thailand, to take action. Our 
sustainability strategy is framed around five focus areas, which are, in turn, related to five key stakeholders. 
Considering all of our stakeholder needs and expectations, we strive to find a balance between enhancing 
our business performance while remaining focused on the social and environmental risks and opportunities 
involved. Our sustainability strategy is one that is founded on AIS’ position in the market as a developer of 
innovative user-friendly products and services that empower people to improve their lives and businesses in 
meaningful ways, and AIS’ hope to connect “Your World” to our common future.

Community: Bringing our society together
• To thoroughly understand and take account of the needs of the direct community, and develop the  
 appropriate strategic, integrated and systematic responses to ensure our social license to operate.
• To leverage our strengths as a network provider to meet the needs of the larger society and be viewed as  
 an industry leader in a socially responsible business.

Partners: Building sustainable partnerships
• To share the responsibility for our partners’ behaviors and actions.
• To build win-win partnerships through mutual growth.

People: Growing our people with their strengths
• To develop visionary leaders with 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.

Customers: Providing the best customer experience
• To provide the best customer experience while tapping into new markets through deep insight into people’s  
 needs, personalized products and services that meet those needs, and unparalleled service that says we  
 will do our best to assure you live in “Your World. Your Way”.

Environment: Greening our future
• To develop innovative, yet easy-to-understand and environmentally-friendly, products and services that  
 will empower people today and meet the needs of future generations. 
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Public policy position

The National Broadcasting and Telecommunications Commission (NBTC)xv

Under the Act on Organization to Assign Radio Frequency and to Regulate the Broadcasting and 
Telecommunications Services B.E. 2553 (2010), the National Broadcasting and Telecommunications 
Commission (NBTC) promulgates guidelines to assure that all network providers perform effectively, operate 
fairly, respect the public interest, and ensure that our customers receive a high standard of service. As such, 
AIS is positioned to report to the NBTC to ensure regulatory compliance in the following areas:

• Cell phone service: technical standards, voice quality, ease of access to products and services.
• Cell phone numbers: monthly reporting of all network numbers.
• Complaint remediation: final report on complaints, remedies and outcomes.
• Electronic filing system: reducing paper consumption to save energy and become more efficient for the  
 benefit of both service providers and their customers.

The International Commission on Non-Ionizing Radiation Protection (ICNIRP)xvi

AIS is in compliance with ICNIRP guidelines on exposure to radiofrequency (RF) emissions from base stations, 
which includes the safe construction of towers, evaluating electromagnetic field emissions from base stations, 
displaying warning signs and providing information and public awareness materials on electromagnetic field 
emissions from base stations, operating a complaint center to find solutions to any problems, and always 
using world-class devices and equipment.
 


