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Prudent and responsible operations

Kiatnakin Phatra Financial Group focuses on operating with respect to rules and regulations,
not using business practices that can harm the economy, culture, society or environment

and not making profit fo the detriment of society.
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Co-ordinating the benefits/interests of stakeholders
while developing and strengthening Thailand'’s
money and capital markets

Kiatnakin Phatra Financial Group holds fast to the idea of aligning the interests of the organization,
employees, customers, and shareholders with the country's economic development

and money and capital markets, focusing on growing along with the Thai capital market.

Good Corporate Governance .
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Using and sharing knowledge and expertise
for the benefit of all

Kiatnakin Phatra Financial Group encourages the use of the knowledge and expertise of the organization

as well as Staff in the Kiatnakin Phatra Financial Group in areas such as management, system design

and law to be used for the benefit of society at large and public charities.
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Promoting volunteerism to give back to society

Kiatnakin Phatra Financial Group encourages its employees to volunteer for or fo participate in

social activities and public charity events, providing funding fo help as appropriate.
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Supporting religion and carrying on the Thai culture

Kiatnakin Phatra Financial Group plays a part in society supporting and promoting fraditions,

customs and culture as well as religion by regularly providing support for religious activities.
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Helping to develop Thai society
for sustainable growth

Kiatnakin Phatra Financial Group encourages the Bank's surrounding communities as well as other communities

to become strong and self-reliant, helping each other to have a good quality of life and live happily together.
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Vision
To be recognized as the bank that stands for customers’
success and builds a sustainable community

Mission

1. To provide a complete and expert service and to
enhance customers' potential for a sustainable
achievement.

2.-1o operate under corporate governance in concern
of best outcome for all stakeholders.
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The year 2013 saw Kiatnakin Bank’s corporate social
responsibility operations clearly improve to the standards set by the
Securities and Exchange Commission (SEC) and the Securities
Exchange of Thailand. This was with the aim to ensure that the
Bank’s operations are conducted responsibly for the benefit of
all groups of stakeholders with minimal negative impact. The
Bank strives towards becoming a bank for customers’ financial
success with sustainable benefits for society in accordance with
the organization’s vision.

The Bank’s Board has reviewed its Code of Conduct and
its Code of Ethics established in 2006 so that they cover the
increasing variety of social responsibility issues at present. The
result was announced as the Bank’s policy regarding business
operational approaches with social responsibility in January
2014 to provide clear operational guidelines for all the directors,
executives and staff members on all fronts regarding corporate
governance, roles towards stakeholders, anti-corruption efforts,
environmental management, CSR innovations and their dissem-
ination, community and social development participation, and
disclosure of information and transparency, which includes the
preparation of CSR reports.

This CSR report has been prepared according to the
Integrated Corporate Social Responsibility Reporting Framework
(ICSR), the principles of which were laid out by the Securities
Exchange of Thailand. The report content reflects the importance
of both CSR in-process and CSR after-process business
operations under the direction of the Bank’s Board, executives
and CSR Agents, with great cooperation and participation from
all employees.

The Bank’s CSR in-process operates on a continuous basis.
Employees are encouraged to recognize the value of their work
and duties to business, the employees themselves and their
families, as well as to society on the whole. Also, the Bank has
reviewed its regulations concerning the issuing of new products
and significant changes in the work process. This is to achieve
effective risk management that covers all important issues to
prevent any negative impact on customers, society or the
environment. Anexampleis theissuing of the “Sin-cheu-jam-jaew”
(great credit), a product which allows auto-leasing customers to
conveniently design their installment payment plans to suit their
income level at certain periods of time. This product causes the
Bank to bear a bit higher cost as adjustments need to be made
in the installment payment reminder system due to the changes
in the plan; however, compared to the risk of non-performing
loans being higher under the normal system as well as the added
convenience for customers, this is considered an adjustment that
provides benefit with manageable risk.
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In addition, the Bank has encouraged various divisions to
work towards innovative work process for effective and efficient
operations and increased customer satisfaction. Several projects
have been put into practice including the following:

» The Business Lending Division promoted the use of prefab
construction technology to real estate business operators who are
the Bank’s customers so that they can apply it to their business
while also granting a line of credit for investing in developing their
own prefab system in order to cut down the costs as well as the
time period of construction projects.

« The Priority Banking Division made use of information
about customers’ different needs and preferences, developing
it into offers of privileges to Priority Banking customers so they
receive benefits that truly meet their needs.

e The Operations Center, Chonburi
sends SMS reminders to auto-leasing customers regarding

Branch now

annual motor-vehicle tax documents via the Bank’s Internet
system instead of making phone calls. As a result, customers
can keep the reminders on their phones for convenience in
preparing the documents later as well as save time in receiving
the information.

The anti-corruption issue is another CSR in-process
effort that the Bank focused on during the past year. The Bank
has been drafting anti-corruption policies, conflict of interest
policies, and information confidentiality policies, which are
expected to be completed and announced within 2014. The
Bank has also conducted fact-finding surveys regarding
operations involved with the anti-corruption efforts in each
division in order to use the information in preparing
self-evaluation forms as regards to anti-corruption measures.
This should ultimately lead to the Bank’s being accepted
as member of the private sector's Collective Action Against
Corruption Coalition.

As far as CSR after-process is concerned, the Bank has
set out the following nine policies:

1. The Bank shall not conduct any business that damages
the economy, culture, society or environment and shall not profit
at the expense of society.

2. The Bank shall hold fast to aligning the interests of
the organization, staff, customers, and shareholders with
the benefits of economic development and the country’s
development of the money market and the capital market, focusing
on growing along with Thailand’s capital market development.

3. The Bank shall make efforts to help and develop the
country’s money market, capital market and securities business
so that they grow with stability.

4. The Bank shall encourage staff to utilize their knowledge
and expertise of the Bank’s banking practices and those of
the Kiatnakin Phatra Financial Group, as well as the staff’s
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own knowledge and expertise in areas such as management,
systems layouts, and the law, for the benefit of the whole society.
This includes doing work for the benefit of charities.

5.The Bank shall promote providing knowledge and
training to instill a sense of responsibility for the community,
society and the environment in staff at all levels continuously
and earnestly, and shall appoint CSR Agents from each
work division to carry out both CSR in-process and CSR
after-process.

6. The Bank shall encourage employees to be volunteers
or to participate in social activities and charity work.

7.The Bank shall allocate funding to help society and
charities appropriately, which by no means shall be restricted to
projects and activities that provide tax incentives.

8. The Bank shall play a part in society in promoting and
supporting those activities that aim to preserve customs and
traditions and shall provide regular sponsorship for religious
activities as good practitioners of religion.

9. The Bank shall help strengthen the community around
the Bank as well as other communities so that they become
self-reliant, are able to support each other, enjoy a good quality
of life, and live happily together.

The Bank has been conducting the CSR after-process
continuously for 42 years - from the time the financial institution
business was established, with the Human Development
and National Development project with Kiatnakin Phatra as an
operational framework. At present, there are ten main activities
divided into those related to education development, ethics and
social development, and disaster relief and charity. In 2013,
the Bank agreed to support the operations of the Buddhadasa
Indapanno Archives for three consecutive years (2013-2016), a
new activity in this project, to support the study and the practice
of dhamma by devout persons in society.

The Bank is determined to promote sustainable growth
in the community and society through the provision of financial
knowledge and the promotion of financial discipline. All departments
and branches are thus required to provide knowledge, with
the Bank’s budgetary support, for the community every time they
take part in activities for the public benefit.

All these operations reflect the Bank’s continuous and
long-existing social responsibility with the aim to take care of our
stakeholders, which will further lead to the sustainable growth of
the business in addition to benefitting society and the environment.
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The Bank places importance on good
corporate governance, business ethics and
business operations with responsibility
to society, focusing on taking care of
all stakeholders, namely shareholders,
customers, staff, trade partners, trade
competitors, creditors, regulartory
agencies, as well as the community,
society, and environment. This is so that
they are treated well and fairly by the
Bank according to their legal rights
and agreements with the Bank, leading
in turn to sustainable development of
the business, surrounding society, and
the country’s economy on the whole.

This report has been prepared in
accordance with the Integrated Corporate
Social Responsibility Reporting
Framework (iCSR), divided into eight
sections as follows:
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The Bank’s business requires involverment and good relationships
with a large number of trade partners, creditors and external
service providers so that the Bank can offer good financial
products and services to customers. Therefore, the Bank sees
that it is important to operate its business fairly and as stated
in its policy regarding the responsibilities to stakeholders, on
the principle of good corporate governance. In doing this, the
Bank shall:

» treat each and every trade partner equally and fairly in
conducting its business

e prepare appropriate contracts and establish a
management and follow-up system to ensure that the
contracts or conditions agreed upon with trade partners
and creditors are followed completely and strictly, and
in the case where any condition cannot be implemented,
trade partners/creditors shall be promptly informed so
that reasonable approaches and solutions can be
mutually agreed upon

» establish rules and guidelines regarding procurement in
which the selection of vendors, contract partners, or
consultants shall be based on the principle that the Bank
achieve the optimum benefit under transparent, unbiased

and accountable selection processes.
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The Bank'’s procurement

The Bank’s procurement process is carried out with transparency
for the Bank’s optimum benefit and to fully meet service
users’ needs. Each of the Bank’s business units must follow the
Bank’s rules regarding procurement. The Office Management,
Operations, supervises the procurement of all kinds except
in those matters related to information technology, which

are supervised by the Information Technology.

In selecting vendors and price examination, the requesting
business units and/or procurement business units must look for
and compare the prices of at least two vendors. Then the
vendor offering the best price and conditions will be selected,
except in the case where there is only one vendor with suitable

qualifications for that particular product or service.

Pertaining to this, the Procurement Sub-committee has the duty
to negotiate with vendors to obtain the most suitable prices

and optimum benefit as set out in the approach.

Purchasing approval mustbe made only by people who have been

authorized by the Bank to enter into procurement agreements.

The Internal Audit follows up and examines the accuracy,

transparency and fairness of the procurement transactions.

Outsourcing

The Bank sets the scope and nature of work to be outsourced
according to the Bank of Thailand’s criteria and sets clear
approaches for standards in the selection of external service
providers before making a new contract or renewing an old
contract. Consideration is given to cover the following issues:
1. technical ability, expertise, and work experience
2. financial stability status
3. business reputation, complaint or lawsuit records,
organizational culture and service providing policies
suitable for the Bank
4. ability to adjust and respond to new developments
5. risk in the case where the external service provider

provides services to several banks
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6. clear criteria for considering the use of services from

outside parties with some relation to the committee

The external service providers selected must enter into written
contracts and agreements of identical standards with the Bank
and be supervised, followed up on, examined, and evaluated
appropriately by the Bank to ensure they meet internal control
standards and service standards as provided by the Bank itself.
This is also to ensure the external service providers have strictly
complied with related laws, accounting standards, and rules
and regulations. On top of this, the Bank audits the external

service providers periodically as appropriate for the work group.

Fair competition

As far as fair treatment of trade partners is concerned, the
Bank states in the principle of good corporate governance that
it shall conduct business according to rules and ethics and have
a control system to ensure that trade competitors confidential
information will not be acquired illegally and that the Bank will
not damage trade competitors’ reputation or make unfounded

accusations against them.

The said principle is based upon the organization’s belief that
competitiveness must result from superior operations and not

from unethical or illegal business conduct.
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Policies to prevent corruption within the
organization

The Bank realizes that corruption compromises the confidence

of stakeholders towards business operations and that corruption
can cause the business to be subject to civil and criminal
penalty as well as management interventions as a result of law.
Therefore, the Bank has set policies and practice guidelines to
prevent corruption inits principles of good corporate governance,
business ethics in the business operations of Kiatnakin Phatra

Financial Group, and work regulations.

Additionally, the Bank has set clear policies, criteria and rules of
practice to prevent corruption for specific business operations
including the following:
» Policy on criteria in reporting stake-holding of board
members, executives, and related persons
« Policy on criteria in disclosing connected transactions
and in reporting strategic shareholders
« Policy on criteria of securities trading of executives,
staff andrelatedindividuals who are involved ininvestments
insecurities forthe Bank’s accountorwho are able to access
internal information which could affect the prices of securities
« Policy on ensuring that the management system is of
standard, with transparency and accountability
« Human resources policy regarding rules of practice and
methods in case of problems or complaints
» Rules regarding the Bank’s policies in procurement of

outsourcing

In 2013 the Bank drafted several additional policies to prevent
corruption that could possibly occur in the organization.
These include anti-corruption policies, policies on conflicts of
interest, and policies on confidentiality of information, which
are expected to be approved by the Bank’s Board of Directors

and put into effect in 2014.
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executives and staff

« Arrange training in professional ethics and organization’s
values for new executives and staff

« Encourage executives and staff to enroll in dhamma
practice for development of ethics and virtues as well
as arrange dhamma lectures on various occasions such
as the Bank’s anniversary

* Asapartof these efforts, the Bank sent representatives
to attend “Anti-corruption Day 2013: ACT NOW” organized
by Anti-corruption Organization of Thailand on Friday,

6 September 2013, Royal Paragon Hall, Bangkok.

Examples of measures in responding to

corruption cases

» Intheinvestigating process to determine the facts when
there are complaints or recommendations by outside
parties, customers, trade partners and staff, the Bank’s
or the Bank subsidiary’s managing directors can use
their discretion to set up a working group to investigate
facts or actions thatmay negatively impact the organization.
Examples are staff’s violation of rules, orders, behavior
conflicting with the organization’s values as well as
suspicious acts of fraud or corruption.

e The Bank has procedures in place to investigate and
deal with complaints fairly. The superordinates consider
the complaints, address the situation and then inform

the parties filing the complaint.  Should the staff feel
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dissatisfied with the result, appeals can be filed with top
management within a set time frame. The judgement of
the top management or the managing director is
considered final.

* In cases where the employee is judged to be at fault,
having genuinely violated work rules, the employee
will be subject to disciplinary action in accordance with
the nature, extent or seriousness of the wrongdoing.
The Human Resources will jointly consider the case
and comment on the disciplinary action in each
case to ensure fairness and equality within the

organization.

Cooperation with external agencies to support
anti-corruption efforts

The Bank supports fighting corruption in society and thus
announced its intent to be part of the Private Sector Collective
Action Coalition against Corruption from 9 December 2010.
The coalition was initiated with the cooperation of seven
organizations: namely, the Thai Institute of Directors, Thai
Chamber of Commerce, International Chamber of Commerce,
Thai Listed Companies Association, Thai Bankers Association,
Federation of the Thai Capital Market Organizations, and
Federation of the Thai Industries, with the support from the
government and the National Anti-corruption Commission. It has
the objectives to push for extensive efforts against corruption. A
total of 271 companies have so far announced their intent to be

part of the coalition.

The Bank has conducted surveys of operational facts related
to anti-corruption efforts in every division to collect data for
use in self-evaluation regarding anti-corruption measures. The
final aim is to be certified and gain membership of the Private
Sector Collective Action Coalition against Corruption. As of end

of January 2014, 41 private organizations had been certified.

In addition, the Bank attends comment sessions regarding
disclosure of information of listed companies as regards
1) being against corruption 2) CSR undertakings and

3) information about people with the duty to attain good
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governance in the company, organized by the Office of the
Securities and Exchange Commission, along with the Thai
Listed Companies Association. The Bank also participates
in meetings for understanding the framework for reporting
corporate social responsibility titled “communication and the
stage of setting policies related to the prevention of corruption
by listed companies”, organized by the Thai Listed Companies
Association in cooperation with the Office of the Securities and

Exchange Commission.

In addition, the Bank has allocated funding to support the
operations of the Anti-Corruption Organization of Thailand

Foundation through the Thai Bankers Association.

The number of cases where the Bank is sued as regards

corruption

2013 : 0
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The percentage of the Bank’s businesses assessed as

containing risk of corruption

2013 : N/A (Note: Some work units were surveyed in
2013 by the Compliance Department, Operations

Control Division)
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The percentage of staff having been trained in regarding

anti-corruption matters :

» Money-laundering laws

» Kiatnakin values

» Recognizing the information system security

» Knowledge of fraud and practice according to rules and

regulations

2013 : 21.50% (627 persons)
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Respecting humanrights is part of the Bank’s human resources
management policy from the stage of personnel selection to
holding positions within the Bank. The selection process is
to be conducted fairly with consideration of each position’s
requirements, educational qualifications, experiences and
other requirements necessary for the positions without any
discrimination in terms of religion, gender, physical disability

and other lack of opportunities.

All the Bank’s staff are treated fairly in accordance with their
status as being part of the Bank. Pertaining to this, the Bank
has set clear policies and rules in various aspects to be strictly
followed. As regards fairness, staff are entitled to equal protection
of their basic rights, without gender or physical discrimination.
Forexample, all employees get health insurance, annual physical
examinations, medical treatment, and the right to receive training
to enhance their knowledge and abilities both in the company
and outside the company. They can also get to work in
accordance with their knowledge and capacity. Staff canaskto
transfer to work units for which they are better suited according
to the Career Connect program, befitting their aptitude and
the Bank’s policies. Both male and female employees have
equal rights to earn an appropriate wage. They can choose
to wear traditional clothing in accordance with local traditions
and customs. They also receive vacation leave and can retire

according to the established criteria.

The Bank’s various business units investigate regularly any
action that may affect the principle of equality in basic rights and
freedom. The Compliance, the Internal Audit and the Human
Resources Management Division investigate these matters to
review the principle of respecting human rights or to ensure
that this principle is followed strictly. This is in order to prevent
dissatisfaction on the part of the Bank’s employees, customers,

or trade partners as the case may be.

Practice guidelines for external agencies regarding
respecting human rights

In contracting labor with external agencies to provide personnel
services or when entering into agreements with the Bank’s
trade partners in any matter, the Bank abides by its rules of

procurement, soliciting price quotations from companies that
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are juristic persons according to law, that have measures in
place for treating their employees according to law, and that
have efficient management for providing and guaranteeing
the services to be rendered. The Bank’s approval procedure
is in the form of committees or sub-committees appointed
clearly, fairly and with transparency. The Bank therefore has
not had any problems with complaints of it being unfair to,
discriminating against, or treating the Bank’s contractors or

trade partners badly.

Measures for child labor prevention

The Bank has clear criteria for contracting labor both by itself
and through external companies. It does not employ any
person under 18 so that candidates hired can work for the
Bank efficiently and effectively. It does not support the use
of child labor as children who are of school age should have
the opportunity to learn. This is stipulated in the regulations

regarding work, Section 3, on employment.

Measures to eliminate conscript labor
and forced labor

Meetings are held for representatives to review or modify the
commitments made in the agreements between the Bank
and its trade partners regarding contract labor. The Bank has
consistently adhered to these commitments, including requesting
the trade partners have their representatives work on the Bank’s
premises periodically to promote understanding about how to

treat labor fairly and according to law.

Informing employees about policies and practices
in regard to human rights including those barring
discrimination

The Bank includes respecting human rights as part of its work
regulations in the section ‘human resources management’,
corporate governance principles in the section ‘roles to
stakeholders’ and business ethics for the Kiatnakin Phatra
Financial Group in the section ‘treating others with respect’.
Employees can access this information from the organization’s

internal website at any time.
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Otherrules and criteria related to treatment of other employees
have also been made available in writing and have been publicized

openly via the Bank’s channels of internal communication.

Addressing complaints regarding human rights
received through formal channels

The Bank has certain procedures to follow for those making
complaints and for addressing complaints received regarding the
rights or freedom in performing work, employment conditions,
conflicts, unfair treatment, or other grievances so that employees,
customers, trade partners or outside parties can file any
complaints through specific business units with duties and
responsibilities clearly assigned by the Bank. The Bank’s rules
have outlined the functions and the stages of filing complaints
in detail for the Customer Contact Center and for the Employee
Relations, as stated in the regulations regarding the
Bank’s work, Section 10, on making complaints and the Bank’s

rules of investigating and passing disciplinary action.

Report on evaluation of impact on human rights
at work sites under review

As there have been no problems reported regarding human
rights at work sites, there has been no report so far regarding

this matter.

FayanENUAUNINNG T29818 FEAUNENGIU JAiNTRNE uaziun 1l 2556

Staff information classified by gender, age range, staff level, education and area for 2013

| AuninauaneINTI981e / Number of staff by age range

a

%0137 30 11 / Under 30 (Years of age)

32413719 30 T §i9 50 1) / Between 30 and 50 (Years of age)

47nN31 50 31/ Over 50 (Years of age)

{ A UNTINRALUNANIMNNTANEY / Number of staff by education
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Realizing the value of human resources and that employees
drive the Bank’s business as well as benefit society, the Bank
selects, develops, promotes, and retains efficient employees
so that its operations can achieve set goals efficiently and
effectively. This is in accordance with the human resources
management policies stated in regulations regarding work and
business ethics, with a focus on fair treatment of employees

as follows:

A compensation system with fairness
and equality for employees

The Bank has arranged a system for determining appropriate

and equal compensation and benefits by considering the job
grade, comparable to other domestic operators in the same
industry, including retirement compensation for employees’

lifetime financial security.

The Bank provides compensation, salary rates and basic
remuneration equally for both male and female staff, including
benefits and leave. For example in 2013, 34 male staff
members asked for leave to take care of their newborn babies,

a total of 91 days of leave altogether.

In case there are any changes in policy, the Bank informs staff
according to its criteria, atleast 30 days in advance. Pertaining
to this, meetings are held to clarify the matter with chairpersons

of the staff’s division in advance.

na9yua1389LAavEW / Provident Fund Data

21gaxTn /
Length of working period
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Regular care of work environment to ensure staff's
safety and security of life and belongings

The Bank has encouraged staff’'s participation in arranging

benefits by setting up a committee for benefits in the organization
and a committee for safety, occupational health, and working
environment. Members are representatives from each division

or department in the Bank in the proportion as stated in the
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regulations. In2013, these two committees played a major role
in presenting information and perspectives regarding benefits
including improvements to staff uniforms, staff’'s well-being,

and staff’s working environment.

In 2013, there were no cases of staff's work-related health
problems at the Bank except small accidents such as tripping
and falling while moving around the office, for which treatment

benefits were provided.

A clear human resources management system for
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appointing, transferring, and issuing rewards and
penalties

The Bank manages its human resources, appointing, transferring,

and issuing rewards and penalties honestly on the basis of the
employees’ knowledge, abilities, and suitability. The said
principles are stated in the policy on good governance, in the

‘roles of stakeholders’ section.

Staff knowledge and abilities development and
provision of extensive and consistent opportunities
to staff

The Bank arranges various training programs in line with its

policies for executives and staff so that they can develop
their knowledge and abilities and build up their expertise
in performing their work. For example, branch employees
undergo specific training programs related to branch operations
and training is conducted in a simulated branch so that the
participants get used to the actual working conditions. They
are also trained by experts and review programs or additional
programs are organized every time a work system is modified.
Examples are the Absolute Marketing program, Leasing
Operation Standards program, and Single Licenses program.
In addition, there are work skill-enhancing courses including
negotiation, problem solving and decision-making skills, as

well as specific programs for branch managers.

The Bank’s executives have been trained in leadership skills
to be models according to the organization’s values through
various programs including the Leading at the Speed of Trust
program, Coping with Feedback program, and the ‘Executive

Talk’ program. The Executive Talk program is held regularly
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: %ﬁngmammmﬂuaﬂ / External programs

{593 / Total

dayan1arinausnuaswineull 2556 / Information about staff training for 2013
MWURANFAT uazwauninauiiinsunisausu luil 2556 / Number of programs and number of staff enrolled in 2013

on topics of interest to executives so that they learn about
the organization’s management approaches according to its
policies through a variety of methods such as one based on
go, a Japanese board game. These executive can then apply

the knowledge acquired to their work.

The Knowledge Management project is another tool used for
organizing knowledge systematically for greater convenience
in retrieving and learning by staff. The Community of Practice
(CoP) project is another channel of learning where staff can
share their knowledge and work experiences. This is carried
out by 19 departments with the aim to let staff both in the same
department and in different departments to learn about each
other. They thus can gain knowledge about other types of work
such as giving estimates of property value, debt management,
office management, law, risk management, organizational
communication, human resources management, work system

development and information technology.

In addition to training for development of knowledge, abilities,
and expertise for executives and staff, the Bank arranges
and supports staff activities. The Bank, for example, provides
meeting venues and funding for activities such as sports
popular among staff like football, badminton, bowling,
basketball, and golf. There are other activities as well where
all Bank staff can participate and make suggestions
regarding management and benefits. At the HR Coffee Talk,
organized at least quarterly, representatives from various

work units get to meet and talk with the Bank’s executives.

: : U
D Anunangas/ | Augn/ Wnsumseusw / |
Number of Number of Number of staff
programs classes enrolled in the
program

109 109 : 308

3 20 1,129

42 199 5,171

11 46 1,062

165 374 7,670
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1l / Year

a3 (1399) / Number of complaints filed

s awuaaenaLiunsus lauda / Number of complaints addressed

The Bank considers it essential to treat each staff member
respectfully, fairly, and politely, honoring his/her personal rights
and keeping confidential only the personal information that
is necessary. The Bank provides work opportunities for staff
of all levels and focuses on development of a healthy work

atmosphere and culture.

When staff experience any frustration at work, they can
communicate directly with their superordinates or file
complaints directly to the top management. They can also
choose to communicate via the staff relations team, Human

Resources Management, or the internal website.

The Bank has established a system to manage staff’s
complaints fairly and clearly as stated in work regulations,
Section 10, on complaints and policies on human resources
management regarding practices when there are problems or

complaints.

2554 /2011 2555/ 2012 2556 / 2013
21 43 9
21 43

dayanisireniineulnalluil 2556 / New staff employment data in 2013
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Number of new staff by age range

{95319 30 3 fiv 50 11/
Between 30 and 50 (Years of age)

{95319 30 3 fiv 50 11/
Between 30 and 50 (Years of age)

ADUNTNNUAUTAIWALUN PINTI987 /

Number of former employees by age range
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The Bank places importance on maximum customer satisfaction
and confidence in the Bank. It thus aims to offer quality
products and excellent services to customers by focusing on
their needs and benefits, not making unfair trade stipulations,
and providing control system to ensure that agreements made
with customers are strictly followed honestly, carefully and

consistently.

The Bank’s credit policies

The Bank sets credit policies to provide standard approaches
for granting credit in accordance with the Bank’s credit risk
management as well as to stimulate credit expansion in set
directions, with returns appropriate to risks. With these policies,
the Bank’s caution is greater than that provided by the criteria of
the Bank of Thailand when considering credit for certain types
of business including business with fast-changing technology,
politically-related business, as well as those businesses that
may have a negative impact on society such as those which
encourage risky behaviors or involve arms manufacturing,
as well as those which could have undue influence including

powerful individuals and newspapers.

Providing information on the Bank’s interest rates,
discounts, service charges, and fines

The Bank providing information on its interest rates, discounts,
service charges, and fines is in accordance with the Bank of
Thailand’s guidelines via various channels of communication
with customers, i.e. the Bank’s website, at the front of the
branch, at customer service centers, and from staff. This s for
clarity and transparency in payment and collection of interest,
discounts, service charges, and fines related to deposits and
credit. It also promotes fair competition in business operations
and provides opportunities for customers to make comparisons
before choosing services. In addition, for customer deposit
protection, the Bank notifies customers in writing no less than
30 days prior to collecting account maintenance fees and in
the case where the account is inactive but not subject to the
account maintenance charge, the Bank mustinform customers

by registered or certified letter.
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Risk Management

Policy on operational risk management of the business group
The Bank has set policies on the business group’s operational
risk management according to the Bank of Thailand’s guidelines,
on business continuity management (BCM) and business
continuity plan (BCP), as well as three announcements by the
Bank of Thailand on outsourcing criteria in financial institution
business operations and minimum capital requirement for
operational risks by way of Basic Indicator Approaches (BIA).
This is to ensure that an operational risk control and management
system is in place that is appropriate and adequate for the
quantity of transactions of the Bank and the companies in the
business group. The Bank is also prepared to limit the risks
that may arise in the future from new products to an acceptable
level. Essential elements regarding this policy are Business
Continuity Management (BCM) and the Business Continuity
Plan (BCP). This is to ensure that in the case where events
cause normal operations to be interrupted, major transactions

will continue or be resumed appropriately.

Policy on Internal Capital Adequacy Assessment Process (ICAAP)
The Bank has established a policy on Internal Capital Adequacy
Assessment Process (ICAAP) in reference to the Bank of
Thailand’s announcement on the supervisory review process
(Pillar 2) and other related announcements so that the business
group has an essential complete risk management system
and has an Internal Capital Adequacy Assessment Process
suitable and effective for the number of transactions of the
business group. This provides an approach for examining
and evaluating the efficiency of the group’s risk management
system and ICAAP.

In 2013, the Bank’s capital adequacy stood at 13.7%, higher

than the minimum requirement set by the Bank of Thailand.
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Consumer Protection

Advertising and contracts

The Bank strictly complies with the Consumer Protection Act
B.E. 2522. For example, in consumer protection regarding
advertising, the Bank avoids the use of information that may
be unfair for consumers and the use of information that may
have adverse effects on society on the whole. In addition, the
Bank does not advertise in a way which could cause physical or
psychological harm to anyone or which could cause consumers
annoyance. As for consumer protection regarding contracts,
each provides clear and adequate information about terms
and conditions, agreements, expenses, period of contract
and termination of contract. Contracts are made in clear
easy-to-understand language and fonts. Consumers are
given the opportunity to take the contract away to study it
further before making a decision. They can also ask questions
about details in the contract at the point of sale until mutual
understanding is achieved by both parties. In addition, there
are measures in place to ensure that the Bank will not stipulate

unfair terms and will not take any actions to mislead consumers.

Evaluation and improvement of the potential effect
of products and services on consumers

Rules regarding the issuing of new products and/or making
significant adjustments to the working process

In developing new products and/or making significant adjustments
to the working process, there are set rules to be followed. This
is to ensure that the Bank has an effective operational risk
management system covering key issues and that the system
is of standard, appropriate for market conditions and situations,
and in line with the Bank’s strategies and related laws. The
system also ensures business continuity and prevents any

damage to the business that may impact consumers.
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The Bank regularly evaluates the quality of services offered
through various channels such as its branches for development
and improvement of service quality. Surveys are also conducted
of customer satisfaction with the Bank’s transactions and services
atallbranches. Comments and complaints made via the Customer
Contact Center, Tel. 0 2680 3333, the Bank’s website, and
social media are taken into consideration and the Customer
Contact Center will contact the service users to let them know
the Bank has dealt with the matter within three hours. In addition,
the Bank also provides personal email addresses of independent
committee members on its website as a channel for service

users to communicate with them directly.

Approaches to responsibility to consumers
of various business divisions

« Deposit business
The Bank conducts the Investment Club project to
organize seminars for customers and the general public
on a regular basis to provide knowledge of finance and
moderninvestments. Atotal 1,600 people, both customers
andthegeneral public interested ininvestment, participated
in the 15 courses offered during the years 2012-2013.

» Hire Purchase
The Bank focuses on creating occupational opportunities
for those involved in agriculture, commerce and industry.
As such, the Bank’s auto leasing credit for commercial
vehicles is higher than for other types of autos. This
supports business operators so that they have vehicles

for use in business operations.

dandudnizaiindasasud (%) / % of Hire purchase

Bangkok & vicinity Upcountry
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43,964 76,110
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Real estate lending business

The Bank considers it essential to grant credit to real estate

businesses that demonstrate social responsibility to

the community and environment. Most of these are small
and medium-sized operators. The Bank grants credit
and provides continued support for the customers
until construction projects are completed. The Bank’s
team of consultants works closely with them to give
advice regarding the use and purchase of alternatives
to natural materials for construction for environmental
conservation as well as construction cost reduction.

Customers also get marketing support and the opportunity

to enhance their potential to compete in business

through the following project activities:

1. RE Annual Seminar — This has been organized for
the past10 consecutive years, with approximately
250 seminar participants each year.

2. KK Smart RE — This has been organized, together
with Chulalongkorn University, since 2009, for 10-15
Bank customers to get training in the RE-CU program
each year.

3. RE New Gen — This has been organized, together
with Thammasat University, since 2011, for 40 Bank
customers each year on average to train in this
program to develop a new generation of real estate
operators.

4. Prefab System Research project — This research
project has as its main objective to support and assist
customers in finding solutions to construction
problems during this time of labor shortage which are
relevant and suitable to the small and medium-sized
business operators. It also aims to promote the

operators’ potential to compete and to be able to

continue doing business in the industry without being

taken over by larger operators.
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This project contributes to the increase in the
business operators’ trust and confidence in the
Bank, resulting further in the total real estate credit

business growing steadily each year.
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Personal loan business

The Bank issues personal loans to support its customers
with good credit repayment records for periods of 24
installments to get loans at special interest rates for

their personal use.
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Securities business

As far as Kiatnakin Phatra Financial Group’s securities
business operations are concerned, the Bank relies on
a process of international standards for selecting and
analyzing businesses entering the Securities Exchange,
focusing on transparency in disclosure of information
and providing investment opportunities to various groups

of customers appropriate for the nature of the securities.

As regards customer service, Kiatnakin Phatra Financial
Group’s team of analysts has conducted investment
analysis to international standards so that customers
receive complete information for making investment
decisions and follow up on the investments. Staff only
provide investment advice based on the information from
the team’s analysis. If customers wish to invest in

funds not suggested by the Bank’s analysts, they are
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required to sign a letter of risk acceptance. Furthermore,
the Bank considers the customer’s benefit of prime
importance; it thus chooses the best and the most suitable
investment products for customers, which are notlimited

to the products of the company’s subsidiaries.

In 2013, Phatra Securities PCL, a company in Kiatnakin
Phatra Financial Group, together with the Securities
Exchange of Thailand and Bank of America Merrill
Lynch, organized an event, Thailand Focus 2013
“Connecting to New Investment Frontiers”, to provide
investment opportunities for approximately 180
institutional investors. The participants listened to talks
on the potential of the Thai economy and met with
executives of 112 listed companies to learn about
policy management, past performance, and major
future plans. This is so that investors would be able to
take the information gained into consideration when

making decisions about investing in the Securities

Exchange of Thailand.
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Community and social development participation
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The Human Development for National Development with Kiatnakin Phatra project in 2013 yielded the following results for communities and society:

Kiatnakin Bank has carried out activities to help with community
and social development since the establishment of the financial
institutionin 1971 in accordance with the resolution of Khun Kiat
Wattanawekin, the chairman and founder of the company, which
states “wherever Kiatnakin is, Kiatnakin must be part of the
effort to help the community to develop, as a successful business
needs to be generous to other people”. The Bank grouped
all the projects for community and social development it has
worked on under CSR after-process management in 2005,
called “the Human Development for National Development
with Kiatnakin Project”. This was later changed to “the Human
Development for National Development with Kiatnakin Phatra
Project” following the merger between the Bank and Phatra
Capital Public Company Limited, becoming Kiatnakin Phatra
Financial Group, in response to the organization’s quest for

potential expansion for the benefit of society.

The Human Development for National Development with
Kiatnakin Phatra Project involves activities in three major areas:
e Education promotion
» Ethics and social development

« Disaster relief and charity

FUNNIFILEINANSAN® / Education promotion

naufFulazlamt /

Benefiting groups

L samfuyaiiBifesfnnfiasianisdine /

Students in kindergarten up to secondary school awarded scholarships provided by Kiatnakin Bank,

together with Kiatruammitr Foundation for Education

Kiatnakin Responsibility Scholarship /
Undergraduate students awarded continuing scholarships provided by
Kiatnakin Responsibility Scholarship

! Challenge @ Sasin /

Graduate students participating in the mai Bangkok Business Challenge @ Sasin

1) 2556 (au) /
| 2013 (persons) |

1) 2555 (au) /
2012 (persons) !

1) 2554 (aw) /
2011 (persons) !

300 300 300
91

71 68 70

131 N/A N/A
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v o a av o ) .
AMUNAUIAILDITHUATAHANNUAIAN / Ethics and social development
e

. y 12556 (Au) / | T 2555 (aw)/ | 1) 2554 (Aw)/
nanf{Tulszlaast / Benefiting groups 2013 : : ;
Y i 2013 (persons) @ 2012 (persons) : 2011 (persons)

- fSunssvanufifassalulassmawanndelfiiadyywaziuday

ﬁﬁmmﬂﬁmmﬁfuaguqmw%namwuﬁaﬁ:mﬂwm /
Dhamma practice participants in the Mind Development for Wisdom and Peace project,
organized by the Young Buddhists Association of Thailand, with the Bank’s support

- mallassmasiuayumesiadeususes it / wn 3
Dhamma program participants at Rai Choen-tawan, Chiangrai Province, : :

under dhamma practice facility construction support project

(Without and Within: Questions and Answers on the Teachings of Theravada Buddhism)
%aﬁmmﬂﬁmiaﬁuaqwaawmamsmmmaaumﬁzykyu,mamwuIﬁﬂLLiNVLwa’Lumiiz’ﬂﬁmﬁ/ A ] i
Hotel guests in 8,400 hotel rooms nationwide who have read the book “Without and Within: : :
Questions and Answers on the Teachings of Theravada Buddhism”, published by

Buddhadasa Indapanno Archives and Thai Hotel Association with the Bank’s support

WNITURNAUD Fusiaeanio ﬁﬁmﬂﬁiwﬁunaﬂﬁty"mmwﬁimummaLLa:g{uémeuﬁuﬁuﬁ/ | |

Youth of primary to secondary school levels trained in the dangers of narcotics and other social 3,000 3,000 3,000
dangers in the Youth Relations against Narcotics project, organized by the Bank, together with the ‘ ‘

Metropolitan Police Bureau and the Youth Relations Center 1

Fludunnsfitenenstwawnuain dnieue /
; N/A i 507/1,925 . 435/1,871
i Number of services for Development Cooperative members, Duang Prateep Foundation : :

! successfully trained in financial discipline/total number of members

v L4 . . .
MUVIINMNNILAZAT15040 A / Disaster relief and charity

| 1) 2556/ | 1) 2555/ | 1) 2554 / |
L 2013 | 2012 | 2011 |
T39I asvsneuidfinnsie ; ; i
aosomszlamidnuaneg (une) /

Various agencies’ projects for public benefit

nanflesuiszlamt / Benefiting groups

23 | 20 | 2

(unit : project)
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Mag19nanITHIUIATINTWAIUIAY NAUTIR Examples of activities in People and National

AuiesamAnins Development with Kiatnakin Phatra Project

dudviasunisfinu Educational promotion
. Iﬂﬁnﬁmumsﬁnmﬁmmstﬁmﬁmﬁu%wﬁ’uuaﬁ% .

U

Kiatnakin Bank Scholarship

NgsATINAATINONITANBN The Bank, together with Kiatruammitr Foundation for
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« lassmsnunisansdaiiiasazduiliygia3 Kiatnakin
Responsibility Scholarship

ﬁ%ﬂ@ﬂﬁiauﬁ’ungWmmtﬁm%ﬁmmﬁﬁLLa:wﬁwmé’a
ﬁii‘umam%@ﬁLﬁuim@mi:uaunumiﬁﬂmﬁmﬁaﬁ:ﬁu
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. Iﬂiqmiﬂizmmmuﬁqiﬁa The mai Bangkok Business
Challenge @ Sasin

swiAsaEiuaRUM I TULAUgIN AN B89N The
mai Bangkok Business Challenge @ Sasin %ﬁ@l@ﬂ
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%

wszmmmﬁamu’a’wag} 2

Education, has provided scholarships and support for
school building construction and educational equipment
forunderprivileged students fromkindergarten to secondary

school level throughout the country since 1971.

Kiatnakin Responsibility Scholarship

From 2008 to 2013, the Bank, together with Chulalongkorn
University and Thammasat University, spent a total of
approximately 17 million baht to provide continuing
scholarships for a total of 91 undergraduate students
who are children of government officials under the
Metropolitan Police Bureau and children of Kiatnakin
Bank’s employees demonstrating social responsibility
and good academic performance studying at the two

universities.

The mai Bangkok Business Challenge @ Sasin

The Bank has provided support now for 11 consecutive
years for the mai Bangkok Business Challenge @ Sasin,
jointly organized by Sasin Graduate Business Institute
of Business Administration of Chulalongkorn University
and mai (Market for Alternative Investment). The
competition provides a forum for graduate
students to demonstrate their potential in presenting
international business plans and promotes learning
in business plan presentations for new entrepreneurs.

The winning team is awarded the King’s Cup.
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« Tas9m9 KK aa1ausnnsiu « KK Financial Literacy Project
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The Bank places importance on promotion of knowledge
of personal financial management and financial discipline
for the Bank’s employees, workers and the surrounding
communities. In 2013, the Bank, along with the Institute
of Capital Market Development Fund (Thailand Securities
Institute: TSI), organized a savings promotion and
personal financial management for a model organization
project for 24 staff members in the Bank’s Customers
Relations Department, allowing them to increase their
savings and their understanding of approaches for

solving financial problems effectively.

Furthermore, the Bank, together with Kiatruammitr
Foundation for Education, organized an activity “Save
for Security with Kiatnakin” to provide knowledge about
savings for 300 young people, to train a group of 30
homemakers of View Mai Housing project in the
Chatuchak District of Bangkok in savings and debt
management, and to train 66 operational staff members
of K Group companies so that they could achieve their

personal financial goals within a set time frame.

Ethics and social development

The Mind Development for Wisdom and Peace project

The Bank, together with the Young Buddhists Association
of Thailand, has been organizing the Mind Development
for Wisdom and Peace project since 1994 to provide
training and practice in dhamma for executives, staff,
customers, and interested people in general. For the
Bank’s employees, the days they participate in this

program are not considered annual leave days.

Project of operational funding support for the Buddhadasa

Indapanno Archives

The Bank is making donations to support the operations
of the Buddhadasa Indapanno Archives for three
consecutive years from 2013 to 2015 for use in various
projects including the online dhamma and dhamma

practice training for the public.
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« Youth Relations against Narcotics Project

The bank has provided support to the Youth Relations
Center, Metropolitan Bureau for nine consecutive year to
hold the Youth Relations against Narcotics project.
The project has been conducted consecutively each year
for some 3,000 young students in Bangkok so that
they learn about the dangers of narcotics and social
problems. It also helps expand the community surveillance
network for the police in the district where the schools

are located.

« Outstanding Savings Promotion project, together with the

Duang Prateep Foundation

The Bank has been supporting for 12 consecutive years
the Co-op for educational and occupation development,
Duang Prateep Foundation. The project encourages
co-0p members, who are low-income inhabitants of
the Klong-toey community, to steer away from informal
loans which are subject to excessively high interest
rates and go through to the co-operative system. The
co-op members are encouraged to recognize the
importance of savings regularly. At present, of almost
2,000 co-op members, more than 500 are considered
outstanding members for their continuous savings. The

c0-0p’s total assets have grown to over 25 million baht.

Disaster relief and charity

The Bank supports numerous organizations in conducting

various activities for the benefit of the public at large by way

of providing funding, organizing activities and/or providing

and supporting speakers under various projects including the

following:

Blood donation drive, together with the National Blood
Center, Thai Red Cross and Srinakharinwirot University
The 9th and 10th Darundham training programs in
2013 of the Wongwanich Foundation, held at Wongwanich
Dhammasathan, Chiangklang District, Nan Province

The Business and Professional Women’s Association
of Thailand (BPW-Bangkok) providing occupational
training for women inmates who are close to the end
of their sentence under the “Give Women a Second
Chance” project at the Thanyaburi Correctional

Institution for Female Drug Addicts, Patumtani province.
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Environmental management
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1. mMIaiiulasen1s Save Energy @ Kiatnakin Bank
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NaANNNIALILIATINTT Save Energy @ Kiatnakin Bank
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The Bank carries out various activities and campaigns to
promote social consciousness in staff regarding smart and
effective use and conservation of resources and energy as

follows:

1. Save Energy @ Kiatnakin Bank project

The Bank started the Save Energy @ Kiatnakin Bank project in
2006 to promote energy conservation during the period when the
oil price in the world market rose to the crisis level. The project
has been continued into its eighth year, expanding from fuel energy

saving to sorting garbage and using resources efficiently.

Major accomplishments of the Save Energy @ Kiatnakin Bank
are as follows:

» Atotal number of 100 staff members from all divisions
and branches of the Bank volunteered to be KK energy
ambassadors with support from their superordinates
and colleagues. They took a major role in setting
campaign approaches regarding various energy issues
for the purpose of encouraging people to follow the
principle of the 3Rs (Reduce, Reuse and Recycle).
Furthermore, the KK energy ambassadors acted as
core supporters in campaigning and following up on the

Bank’s energy and environment conservation.

MI3UIIAAINNAN 3Rs / The 3Rs campaign

Recycle

wrinauldlui g1 fluss@nsamwannaudons

Henlwanasnisiasas 2 aalfian

With staff’'s more efficient use of energy, electricity
expenses wentdown by 2% a month on average.

&‘hwﬁﬂ’amwﬁwsﬁaﬂ%Lﬂﬁauﬁ%mim’maau
lnansnTidesissisansnlanszany Wums
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feSasaz 75

The Leasing Department shifts from examining |
hard copy documents to examining documents
on computer, reducing the use of paper by 75%.

NM13304396 biN32aN 2 Wil JenaldUsHImnIg |

T¥nszanmdinauanasdoas 20

The campaign promoting the use of paper on
both sides reduce the office’s paper consumption

by 20%.

winowulguiahdmudandu ilidianm |

msldufnszasanasdasaz 33.4

More staff use their personal glass, reducing

the use of paper cups by 33.4%.

wiineudaeay 80 1%qqﬁwt,ﬁaa@ﬂ%mmmi

Inenaadnivhiianansnyila

80% of staff use cloth bags to help reduce the |

use of plastic bags as much as possible.
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In the paper recycling campaign in co-operation
with the InfoZafe Company during in 2010-2011
and proceeded further up to the present, staff are
asked to deposit sheets of paper, both sides of which
havebeen used, as well as confidential documents,
in InfoZafe installed at various points at |
the Bank’s headquarters and branches
nationwide. The information and the paper are
then destroyed with the use of environmentally-
friendly technology and recycled with efficient
technology, reducing water resources and
energy as well as carbon dioxide emissions. :
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Enmnszaeianasvassmasiignyhaaiamaluladfidudasiufowiadan uazdiunszuaunsslnda (wiae: Alanu) /

The amount of the Bank’s paper documents destroyed using environmentally-friendly technology and recycled (units: kilograms)

9/ Year

2554/2011 | 2555/2012 | 2556/2013
' USsnmnszanw (Rlan3w) / Quantity of Paper (Kilogram) 56,506.70 59,214.00 84,303.40
2. Tassmsuasunaaal d1uu 6,213 naaaludinen 2. The project to change a total of 6,213 light bulbs in the KK
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4. n13eLiiulasen1s KK Clean and Green
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Tower office building to energy-saving LED tube lights

The Bank has used the energy-saving LED tube lights
since 2011, leading to a reduction in electricity consumption
and a 3.7% decrease in electricity expenses for the K Tower

building.

The reduced use of electricity helps society use less
resources in generating electricity and reduce the factors

contributing to global warming.

. Stopping the use of benzene with most of the Bank’s autos

and changing to the use of Gasohol 91 instead

Since 1 July 2012, the Bank has had the policy that any Bank
automobiles that can use Gasohol 91 or E20 are required
to use either of these two types of fuel instead of benzene
in order to help decrease the emission of toxic gas
into the atmosphere and to reduce the cost of fuel by

4-5% annually.

KK Clean and Green project

The Bank encourages staff to play a part in taking care of
the working environment to ensure safety of life and
belongings. This also creates a positive atmosphere for
working and providing services to customers. The KK
Clean & Green project carried out a nationwide campaign
for all branches to participate in a contest for branch design,
focusing on two aspects: cleanliness and order, and safety

and pleasantness.
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Innovations and dissemination of CSR innovations
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The Bank encourages staff to tap their creativity to develop
innovations for efficient and effective operations. Several
projects have already been put into use, resulting in savings in
operations, efficient use of resources, reduction in working time

and stages of work, and increasing satisfaction of service users.

Examples of innovations in the working process include in
KM Innovation & QCC Award project run by the Work System
Development Division are as follows:

» KKTRADE Channel project
KKTRADE produces Internet TV to increase speed and
efficiency in presenting accurate and up-to-date information,
analyses, and new products to staff and customers, via a
convenient, modern and far-reaching channel of
communication. Staff responsible thus develop their
knowledge and expertise continually.

» Project to reduce the amount of paper used in printing
documents
Hire Purchase Oparation is changing the way documents
are examined from using hard copies to computer files.
As a result, the amount of paper used has gone down
by 75%. Expenses for mailing leasing agreements,
payment cards, and policies to customers has also
significantly decreased as a by-product. This, in turn, reduces
the resources and energy used in producing new paper.

» Projectto reduce expenses in mailing reminders to customers
regarding required documents by 90% using SMS in place
of phone calls
In reminding auto leasing customers about the request for
annual auto tax documents, Branch Operations Hub, Chonburi
Branch now sends SMSs via the Bank’s Internet system
instead of making phone calls. This results in the cost of
contact time going down as much as 90% while also
increasing customer satisfaction in term of speedy
communication time went down while also becoming more
efficient. Communication records can now be automatically
recorded in the Bank’s system, reducing working stages
and enabling the Call Center to access information

to answer customers’ questions immediately.
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KK Point: Life & Like Project

Wealth Management develops services that meet customer
needs, making a difference by letting Priority Banking
customers with over 10 million baht worth of total continuous
deposits and investments decide on their preferred privileges
to match their lifestyle. The service has been well-received.
From the time the campaign started in May 2013 to its
end in December 2013, the number of registrations by
existing eligible customers went up by 20.78% and 70 new
customers in this group registered for this program.
Project to reduce branches’ mistakes in fund documentation
Mutual Fund Operation prepares checklists and correct
forms for branches to use for documentation and conducts
work process reviews together with branches via video
conferences. As a result, fund documentation mistakes
were reduced by 65.43% within two months from the
beginning of the project, leading to anincrease in customers’
satisfaction with the Bank’s services.

Project to uplift customer’s satisfaction to 95% by The
Customer Relations Department

The Customer Relations Department, Division of Development
of Work System, Sales Channels and Products improve
staff’s skill, knowledge, and product information that need
to be adjusted and to develop staff’'s expertise through
the study from actual cases provided by QA Monitoring
Team. In addition, staff’'s working hours is changed for
more suitability, and The Department provides more
communication channels between clients and the Bank such
as voice message, notification, via website and e-mail as
well as prompt coaching and feedback to enable staff to
answer more incoming calls.

Project to change the system of using paper meeting files
for the Bank’s various committees to recording information
onto iPads

Office of Corporate Secretariat, Management Office
Division changed the way of preparing meeting files for
the Bank’s various committees, for example, the Large

Credit and Non-performing Assets Committee, Credit and
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Non-performing Assets Committee, and Level 2 Fund
Screening Committee. Instead of printing files out as hard
copies, the files are now recorded onto the iPad of each
committee member, thus reducing the cost of paper use

and outsourcing by 186,000 baht per committee a year.

Innovation of the Bank'’s social responsibility CSR
Agent Drive

From 2012, the Bank has had the policy to increase the role

of volunteer staff to cover CSR in-process operations and the
organization’s work in financial literacy to achieve its objectives.
A group of volunteer staff have thus been selected as CSR
agents to fulfill the following main duties:
(1) Push for the success of CSR in-process operations and
the organization’s work in financial literacy
(2) Act as coordinators in the evaluation of operations
regarding the possible social and environmental impact
on stakeholders as far as the work they are responsible
foris concerned to determine approaches to reduce the
impact.
(3) Report the operation results to the Social Activities
Department to solve problems and for further development

of the Bank’s CSRin-process and financial literacy work.

In 2013, the Bank had a total of 262 CSR agents from various
work units. The work plan for CSR agents in the following year
is to develop the knowledge and understanding of CSR agents
in CSR in-process operations for further dissemination of the
knowledge and understanding to the Bank’s staff. This is so
that the Bank’s CSR in-process work will grow both deeper

and more extensive.

In addition to creating innovations for work process, the Bank
also places importance on the use of the Bank’s and its staff’s
knowledge and expertise to benefit society. In this regard, it
focuses on development of knowledge and abilities in young
people, customers, investors and consumers in the belief that
people are the most important and valuable resource for the

country’s development.
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Examples of innovations for enhancing human potential
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Smart steps for smart investor
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» Innovation of providing knowledge for investors in KK
Intelligent Investment Institute (KK iCube) project
The KK Intelligent Investment Institute (KK iCube) was
set up to provide complete investment knowledge of
standards for small investors who are customers of KK
Trade Securities Co. Ltd., acompany in Kiatnakin Phatra
Financial Group, as well as for non-customers. This is
to help small investors who often have limited access
to accurate investmentinformation and knowledge. The
innovations used in the project are prepared for use in
the programs with certain conditions. Non-customer
program participants are enrolled in the programs in
order. Meanwhile, KK Trade Securities Co. Ltd. customer
participants can enroll in any program and in any order
they wish. In addition, they can also participate in KK

iCube Live (online class).

In 2013, KK iCube organized 23 training programs with
a total number of 2,841 participants. Those interested
in the training can find details about the programs
and the application process at the Customer Service
Center, KKTRADE Securities Co. Ltd., Tel. 0 2680 2888,
Fax. 0 2680 2889, or email cs@kktrade.co.th.
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Innovation of creating valuable human capital for society
The Bank conducts the Kiatnakin Responsibility
Scholarship project. (See project detail on page 39) Criteria
for selecting students to be awarded scholarships are
that successful candidates “must have good conduct,
with a record of working for the benefit of society and
good academic performance”. This reflects the Bank’s
intent to provide opportunities for “upstanding people”
with “knowledge and abilities” so that they can develop

to their full potential.

Thammasat University, which collaborates with the Bank
on this project, also relies on the selection criteria in
considering students for the university’s other
scholarships. This is to support youth with social
responsibility in terms of educational opportunities and
development so they become valuable, contributing
members of society who will benefit the country in the

future.
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