
Chapter 3 : Roles of Stakeholders
The Company attaches importance to the rights of every group of stakeholders such 

as employees, customers, shareholders, communities and society, environment, trading  
partners, suppliers, government agencies, the Stock Exchange, banks and competitors.  
The Company has also set the Code of Conduct as ethical guidelines for business operations 
by taking into consideration the principle of fairness, human rights, legal respect, intellectual  
property rights and anti-corruption. In 2020, the Company has reviewed other policy on 
anti-corruption and policy on society and environmental such as by taking into account  
the rights of such stakeholders according to the laws or the contract made with the Company.  
All directors, executives and employees including employees of the Company, subsidiaries 
and associated companies are required to strictly comply with such policies, and such policies  
have been disseminated on the Company’s website (www.supalai.com) in order to inform 
shareholders and the general public. Furthermore, it has provided its stakeholders with  
a channel for expression of opinion regarding its operations or for making complaints  
in case of unfair treatment by the Company via Company’s website (www.supalai.com). 

The Company identifies its stakeholders by taking into account the stakeholders with 
truly significant impact to the Company’s operations, i.e. the organization’s activities, products,  
services and connecting to value chains that cause economic, social and environmental  
impacts on the stakeholders, not only concerning the Company, but including its subsidiaries, 
partners that are related parties, without any influence or inclination towards presentation 
only the information of the stakeholders who are in favor of or agree with the Company. 

Human Rights Principles
The Company has complied with the policy regarding human rights principles, 

whereby all directors, executives and employees including employees in subsidiaries,  
associated companies must strictly respect the laws, the different cultures and traditions of 
each country in which the Company invests. The Company regards human rights principle  
as common practice by taking into consideration human dignity, freedom and equality 
of individuals, and shall not do any act and nor encourage the violation of human rights.  
The Company has provided a better understanding of human rights to employees in  
performing their duties, and has not supported any activity that violates human rights and 
all employees shall not do any act in the manner of sexual harassment, flirting, possessing 
pornographic pictures, using sexual language or touching the employees of the Company 
or outsiders who contact the Company. 

In addition, the Company has also extended its policy regarding human rights respect 
to cover its contractors, manufacturers and suppliers of raw materials and services pursuant 
to its policies regarding business operations of the manufacturers / suppliers of raw materials 
and services to foster fair business operations in accordance with human rights principles.
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See additional details regarding respect of human rights under topic "Driving Business  
Towards sustainability".

Principle of Law Compliance
The Company recognizes the importance of law, and applies laws along with morality,  

ethics and integrity with both internal and external stakeholders. It can be seen from  
the Company's quality policy which is focused on continuous quality improvement in 
the system planning, design, construction, sales and community management to meet  
the requirements of the law, professional standard, occupation and written agreements with 
customers and in consideration of the stakeholder interest. Such quality policy are regarded  
as creation of culture in the organization and attitude for employees and executives to  
comply with the laws. The Company has adopted the policy to monitor the business operations 
to be in line with relevant regulatory laws. The Legal Department is responsible for updating  
the list of enforced laws within the Company and follow up the progress, the consideration 
and drafting legislations, relating to the Company's business operations as well as verification, 
revision, amendment, confirmation on the updated list of enforced laws, and confirmation 
on law compliance of every department once a year (within June of each year). In general, 
Legal Department will report to the Chief Executive Officer, and / or the Board of Directors  
subject to nature of the case. Then it will be reported to the Management Committee,  
the Audit Committee and supervisors in all departments. Furthermore, the Chief Executive 
Officer has assigned the Internal Audit Unit to be responsible for the follow-up of the result 
as well. 

In addition, the Company also provides trainings to all employees involved whenever 
there is a promulgation of new laws or there is modification, amendment or revocation of 
laws or regulations as well as educating new employees, such as trainings and seminars 
held by the Legal Affairs Department, offering comments to improve rules and regulations 
suitable to the economic social environment through the state agencies and independent 
organizations such as the National Economic and Social Advisory Council, etc.

Throughout the course of business, It is apparent that the business of the Company  
has not only focused on the best interests of the organization but also carried out the  
management by adhering to the legal principles, honesty, integrity, transparency, honesty  
and accountability as well as paying attention to the importance and responsibility of  
concerned parties, both directly and indirectly, such as customers, suppliers, competitors,  
social, environment and local culture based on compromising principles along with  
the political and legal principles. 
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Intellectual Property 
The Company has complied with the policy on Intellectual Property by requiring that 

the directors, executives and all employees as well as employees of the subsidiaries and  
associated companies strictly comply with such principles. Products or production procedures, 
findings and development, improvement or invention of products, process, procedures;  
or objects made, used, sold or developed by the employees relating to the work of  
the Company or expanded from the work of the Company shall be considered as the products 
or procedures of the Company. All employees have the duty to maintain the confidentiality 
of trade secret, namely, business information and all technical information of the Company 
by protecting confidential information or business partners of the Company. The obligation 
to protect such information shall continue even after the employees have already resigned 
from the Company.

Any employees who disclose any information without permission and cause damage 
to the Company shall be subject to penalty according to the law. All the employees shall 
use computer programs with the copyrights provided by the Company, and shall not install 
and use unlicensed computer software in the Company, shall not demand, accept or use 
business information acquired illegally or immorally, and shall not to infringe the copyrights, 
patents and trademarks of others.

Responsible to stakeholders
Analysis of Stakeholder and Development of Operation Strategies

The Company attaches importance to the attention to and care for all groups 
of stakeholders both inside and outside the Company including the responsibility to  
the society and the environment. Accordingly, the stakeholders have been divided into  
11 groups, namely, employees, customers, shareholders / investors, communities including  
the responsibilities towards the society and the environment, trading partners / suppliers,  
government agencies, SET, banks and competitors. whereby the criteria on connection  
has been taken into consideration. 

Criteria for Stakeholder Identification

The Company has categorized its stakeholders into 2 major groups as follows

 § Primary Stakeholders are those who are directly involved with the business, 
receiving direct interest or effect from the business operations, i.e. employees, 
customers, vendors and suppliers, shareholders, communities and society,  
environment, contractors, banks and competitors in the same business.

 § Secondary Stakeholders are those who are indirectly involved with the business, 
receiving indirect interest or effect from the business operations, i.e. Stock 
Exchange of Thailand and government agencies.
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In 2020, the Risk Management Committee  
organized a public hearing forum to  
listen to information and suggestions of  
stakeholders about products, services, and 
corporate image from experts in government  
sectors, independent organizations,  
business partners, and mass media in 
order to be the guidelines on operations 
for sustainable creation of added values 
to stakeholders.

Due to a wide variety of stakeholders, the Company has arranged various tools and 
channels to look for the needs and expectations of each group of stakeholders, as well as 
to exchange opinions for further development by the Company, such as;

 § Public Hearing Forum for Stakeholders

Summary of Suggestions

Image of Products

 § Increasing more product groups and advertising to meet the needs of  
the new generation of customers which will be the customer group having  
the purchasing power in the future.

 § Increasing cooperation with business partners and contractors to develop 
products and services which will create good experiences to customers  
in the long run.

Customer Service 

 § Clearly separating groups or types of customers and establishing a specific 
unit to answer customers’ questions or complaints.

 § Increasing more channels for receiving suggestions from customers and  
stakeholders through various applications on smartphones.

 § Enhancing customers’ understanding in the event that there is malfunction 
of electronic equipment, such as elevators, which causes an interruption, for  
the safety of use in the case of power failure or power outage, etc.
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Image of Organization

 § Communicating CSR activities operated by the Company through various 
channels, such as Online, Website, etc., because the Company has organized  
a lot of activities each year, the public may not know such information, including  
communicating the performances which the Company applies its strength  
as a leader in real estate development to develop the community and society 
in the surrounding area of the projects. 

 § Increasing collaboration with other organizations in organizing marketing  
activities to attract more customers. 

 § Organizing customer meeting activities with business partners and contractors 
to strengthen the relationships and build collaboration. 

COVID-19 Crisis Management  
Emergency Response to COVID-19 Situation of Company

The Company prepares the preventive and monitoring plan and the response 
plan when encountering an infected person, including establishes the working group to  
coordinate and issue measures from time to time where the Managing Director acts as  
the Chairman and closely monitors the situation on a daily basis. In addition, the Company also 
issues preventive measures, reports and follow-up results covering all groups of stakeholders.  
Initially, the Company made decisions or took action to handle with the actual situations 
by considering the trends of the quantity of domestic and international infected persons, 
government measures, the quantity of beds accommodating domestic patients, the needs 
of customers, business partners, and employees, including the number of provinces issuing 
Lockdown measures.

The Company foresees and assesses the situations that will affect the operations in 
any areas of the Company as follows;

1. Business Operation : Visiting the projects, construction, repairs of customers’ 
residences, transfer of ownership, home delivery, inability of employees coming 
to work due to the closure of the province 

2. Supply Chain : Raw material supply may not be conducted as scheduled as some 
raw materials require the import and there is the shortage of labor returning to 
their home country or hometown, including the loan application of customers

3. Financial Status : The Risk Management Committee discusses the liquidity in  
the area of Financial Risk Management, which is likely to be important and necessary  
issue due to the following reasons;

 § COVID-19 outbreak, which will take a long time to return to normal situation  
and is likely to have aftermath effects on economic recovery, consumer  
confidence, and purchasing power

 § Sales, down payment, transfer of ownership, loan application, and issuance of 
new bonds relating to cash inflows will be affected and will not be as expectation.
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The Risk Management Committee  
discussed approaches. As a result, the SPL 
COVID-19 Working Group was established  
to manage the health care of employees and 
set up guidelines for prevention of the spread 
of the coronavirus (COVID-19), which consists of;

1) Managing Director,
2) Deputy Managing Director,
3) Senior Director of Community Service  
 and Administration Department, 
4) Director of Corporate Governance  
 and Quality System Department,
5) Manager of Human Resources Department 

In addition, opportunities were provided 
to employees to communicate with the Working 
Group.

The Company initially made the decision to issue important measures to address or  
respond to the situation of the COVID-19 outbreak in a timely manner, for example,

 § Employees can work from home. The Company  
supports and provides necessary equipment to employees, 
such as PC, Notebook, etc., as well as prepares remote  
working systems, such as VDO Conference, Virtual 
Desktop Infrastructure (VDI), Virtual Private Network 
(VPN), etc., enabling employees to regularly perform 
works from home for the Company without traveling 
to the office. This is to reduce the risk of transmission 
of COVID-19 to employees.

 § Establishing a business continuity management plan,  
including: 1. Monitoring plan, 2. Hygiene control plan, and 
3. Response plan for infected persons, and preparing  
for the case of for Lockdown announced by the government 

 § Providing cleaning measures, alcohol gel hand sanitizer, 
and face masks at the area of elevators, workplaces, 
and projects for employees, contractors and customers

 § Preparing public relations media for publicize in all  
channels: 1) Supervisor communicating with employees  
and monitoring the compliance with measures,  
2) Communication via Line Group, 3) Communication via 
Pop-Up display on computers, 4) e-mail All User 
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COVID-19 Crisis Management of the Company 

The Company discusses about the adequacy and appropriateness of measures  
on prevention, surveillance, and incident suppression at each meeting of the Board of  
Directors, the Management Committee, and the Risk Management Committee, including project 
meetings and department-level meetings. In addition, the Company manages and prepares 
resources to be ready for perform operations continuously in the crisis, such as information 
technology (i.e., IT devices, applications for online working, IT Support team, etc.), safety 
and occupational health equipment, (i.e., face masks, hand sanitizers, equipment relating 
to the cleanliness of workplaces and common areas, etc.), other resources, (i.e., temporary 
accommodation near the establishment, food preparation, provision of transportation, etc.). 

The Company adapts to / reviews various areas to be in line with the situations, 
including; 

1. Production of Product and Service: According to the situation of the COVID-19 
outbreak, the lifestyle has changed in various areas, especially in the area of residence, 
which is the important factor causing the Company to focus on creating and developing 
products to support the New Normal, where consumers will need more personal spaces in 
their residences. 

In July, 2020, the Company developed the latest condominium project, “Supalai 
Loft Sathorn-Ratchaphruek”, by adjusting the functions and usage patterns in the unit,  
increasing distances in the common area, and adding green areas to the project to create 
a good environment for residents. In addition, the Company also developed technology 
systems to facilitate consumers nowadays by taking into account the safety of customers, 
allowing everyone to be worry-free when visiting the Sales Gallery, such as the door handle 
coated with the anti-bacteria and virus film with the Nano Copper Technology innovation 
where the film surface can destroy bacteria, viruses, and COVID-19, spraying protection and 
disinfection spray around the sales office, show unit, and screening point before entering the 
projects, and providing temperature measurement service with alcohol gel hand sanitizer.
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2. Construction: The Company plans the construction plan with contractors.  
The contractor will buy materials to provide sufficient stock for using in order to prevent 
transportation problems from shops, such as masonry cement, plaster, etc. In addition,  
the contractor contacted shops all the time regarding transportation of materials from other 
provinces to the area for prompt preparation, for example, if the government announces 
the closure of provinces, the Company may solve the problem by making the bulk order  
to stock up materials for use, etc.
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3. Transportation: For example, modifying routes or delivery times, supplying more 
suppliers to facilitate efficient product transportation and distribution, etc.; According  
to the inspection, it was found that most suppliers or shops doing business with the Company  
were affected by the delayed delivery of products during the COVID-19 outbreak due  
to the interruption of many businesses, such as the production, the transportation - shipment. 
As a result, the Company took the following actions to cope with the situations;

 § Domestic Materials: As the Company has many projects all over the country, 
the delivery in Bangkok and its vicinity is rarely affected in terms of product  
delivery delay. However, the project and business partners provide  
the temperature measurement measures for messengers delivering raw materials 
before entering the project. In the case of a regional area or an area having 
strict access, the Procurement Department coordinates in the transportation  
planning based on Lockdown measures to make the planning smoothly.  
The business partners can apply the material usage plan to plan the production  
appropriately.

 § Imported Materials: The Procurement Department coordinates between  
the projects and business partners by providing the flexibility of the delivery 
time. In the case that there is any interruption, the Company can use domestic  
products instead, if possible, by taking into account the due date of  
appointments for customers and business partners so that all parties encounter 
the least impacts.  

4. Sales and Services: For example, increasing sales and service channels, increasing 
hygiene measures for employees and customers to build confidence, adjusting / expanding 
customer groups, etc.

SUPALAI PUBLIC COMPANY LIMITED278



5. Liquidity and Financial Position of the Company: For example, providing important 
measures to maintain the Company’s cash flow during the crisis, reviewing expenses and 
investment plans, requesting for extension of debt repayment, studying and using benefits 
from measures on impact mitigation offered by the government sector and relating agencies, etc.

The Company performs operations, such as Conservative Cash Flows Projection 
in terms of Base and Worse Case, Fallbacks Plan (Response plan in the case of Worse Case 
or Worst Case), Action Plans for all activities relating to Cash Inflows and Cash Outflows, 
i.e. Sales. , A/R Collection, Customer Preparation and Solution Plan, Ownership Transfer 
Plan, Construction and Installment Payment Plan, Procurement and Suppliers Payment Plan,  
Loan Disbursement Plan, Loan and Debenture Repayment Plan, Selling and Administrative  
Expense Plan and Budget  (S&A), Investment and Payment Plan, etc. The financial  
risk management in the current situations mainly emphasizes on the liquidity management to  
keep the Company stable and able to grow steadily and sustainably in the future when there  
is an opportunity after the situations become normal. The Company also creates the new 
financial innovation, Supalai Smart Solution, for customers who buy condominium units or 
a long lease for 30 years with easy installment payments, ranging from 20-60 installments,  
without interests and mortgages with financial institutions. If a 30-year long lease is  
selected, customers will pay only 60-65% of the Free Hold price. This offers a variety of 
options to customers continuously. 
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Communication During Crisis  

The Company defines communication issues for 
both internal and external stakeholders, including clear 
methods / procedures / channels for communication, 
such as

 § Employees: Providing knowledge and  
promoting health and practices during operation,  
maintaining workplaces and common areas 
for customers and employees, measures on  
pandemic prevention within the Company 
through e-mail, Pop-Up display on computers, 
and Line Group Supalai.

 § Community: Notifying problems and obstacles 
from the community, providing signage for 
communication channels with construction 
managers in charge of projects around the 
project, acknowledging problems, obstacles, 
suggestions or concerns of the communities 
surrounding projects.

 § Customers: Providing the protection for  
customers to create confidence and safety in 
the Company's COVID-19 preventive measures, 
communicating knowledge on COVID-19 via 
Facebook: Supalai Society 

 § Contractors, Workers, and Business Partners: 
Providing the procedures during construction, 
procedures when entering the construction 
office, procedures for repairing customers’ 
homes, and delivery procedures, through VDO 
Conference and Line Group.

 § Shareholders: Providing the measures to hold 
meetings under the virus outbreak situation.
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Impact Mitigation and Supervision of Stakeholders in COVID-19 Situation 

The Company assessed and managed the impacts for any stakeholder groups as follows;

 § Employee: The Chairman of the SPL COVID-19 Working Group is the managing  
director who issues the policy on exemption of salary reduction to help employees.  
The supervisor is responsible for assigning work which the employees can work 
from home. In addition, the Company also provides financial assistance by assigning  
the Human Resources Department to contact various commercial banks to  
provide low-interest loans as well as takes care of health and hygiene and provides 
pandemic protective equipment, such as reusable cloth masks, hand sanitizer, and 
delivers them to the project sites, and increases the channel to visit a doctor in 
the case of illness by using the Virtual Hospital system in order to reduce the risk 
of being exposed to germs from the hospital.
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 § Customer: During the period that Thailand is facing problems with the COVID-19 
outbreak, there are many measures from the government which affect the Company.  
The main problem arises from income and instability in careers of customers, which 
causes the down payment cancellation or refund due to failures of loan application 
because the bank slows down the loan approval and provides the stringent loan 
approval. As a result, the Company establishes main practices for basic solutions,  
such as allowing customers being affected in their professions to suspend  
the down payment for 3 month, providing relief to customers having outstanding 
installment payment (up to 5 installments) to pay such outstanding installments 
together with the installment for ownership transfer,  cooperating with banks to 
categorize customers into groups based on the problems in order to facilitate  
the management, such as extending the ownership transfer schedule for custom-
ers who previously had good income but their salary is reduced or their business 
is temporarily closed, or merging the plot in the case of customers purchasing  
2 plots to 1 plot to reduce the burden and be able to borrow loans from banks, etc.

In addition, the internal communication system with the Sales Department and  
the Construction Department is improved for fast and accurate data transmission. 
It also allows all related parties to participate in decision-making in order to avoid 
the loss of opportunity to sell or manage the work queue properly.

 § Business Partner: The Company makes the material usage plans and sends it 
to the manufacturing company to apply it and prepare the production plan so 
that it can plan the purchase of raw materials and labor management during  
the COVID-19 situation, including arranges online meetings every week to make planning  
consistent with changing situations.

 § Payment to Business Partners and Contractors: The Company accelerates  
the inspection of construction in order to disburse the progress payment faster,  
and also provides the CM system for disbursement of progress payment,  
which will speed up the process of progress payment disbursement. The payment  
will be transferred to the contractor's account so the contractor does not have 
the risk for transportation and it helps reduce the transportation time as well as  
the use of paper resources.
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 § Funding Support: For any contractors encountering with financial problems,  
the Company has a policy to help procure and supply some construction 
materials in order to reduce the burden of financing with high interests.  
The contractor can provide some investment or only labor investment.

 § Extension of Construction Contract: In the event that the contractor encounters 
the problem of labor repatriation due to the COVID-19 impact and is unable to 
procure materials used in construction works, causing the delay in construction, 
the Company has the policy of exempting the penalty on construction delay 
and the extension of the construction contract for the contractors.

 § Shareholders: In the case of holding 2020 Annual General Meeting of Shareholders,  
it would be the large gatherings which was the risk factor for the spread of  
the COVID-19 virus. As a result, the Company encouraged shareholders to consider 
authorizing independent directors in advance instead of attending the 2020 Annual  
General Meeting of Shareholders in person. Shareholders were able to send  
inquiries in advance by specifying questions with name-surname, phone number, and  
E-mail via the E-mail channel specified by the Company. In addition, measures  
to prevent and control the COVID-19 outbreak for the meeting were provided  
in accordance with the suggestions of the Department of Disease Control, the Ministry 
of Public Health, for the utmost safety of shareholders.

 § Community and Society:  Survival bags and consumer goods were distributed 
to Pattaya people who suffered from the COVID-19 outbreak. The Company  
coordinated with the Pattaya Municipality officials to supervise and organize 
the queue properly based on the Social Distancing principles and also measure 
body temperature, provide alcohol gel hand sanitizer, and ask for cooperation 
to wear face masks. The Company donates items into the Happiness Sharing  
Box at the police station and drinking water and meal boxes under the royal 
support to people affected by the COVID-19 outbreak, including the negative  
pressure isolation rooms and PPE suits to Phuket Provincial Administrative  
Organization Hospital.
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Rehabilitation Planning after Covid-19 Situation 

According to the COVID-19 situation, it causes the moderate impact on the real estate  
market. However, the degree of impact differs based on to the nature of the product.  
For example, in the initial period when the government announced the Lockdown measure, 
both low-rise and condominium projects were affected as customers were unable to visit  
the project conveniently. However, after the government sector relieved the Lockdown measure,  
the low-rise projects showed good sales prospects and had positive impacts because  
the lifestyles and purchasing decisions of customers had changed. The low-rise project addresses  
the concerns of customers in the COVID-19 situation due to its highlight of more spaces 
or open spaces and various functions that can be adjusted according to the usage and 
lifestyle of customers. It is mainly a complete construction and is ready for the ownership 
transfer, allowing customers to make purchase decisions and move in quickly. Therefore, 
we will see a rapid recovery from low rise projects, causing the sales of low-rise projects 
of the Company to reach the highest record in May, 2020.

This is different from condominium projects that have not been ready to be transferred 
to customers. In addition, the unit size is limited for common areas. As a result, in the short 
term, customers decrease their interest in condominiums. However, the Company expects 
that the condominium market will recover in the future. When considering the flooding  
crisis in 2011 which slowed down the low rise market because buyers remembered that  
the low rise market was flooded, making their life difficult, so they changed their behavior 
to buy condominium projects in the short term, after 1 year, they adapted their behavior  
and changed to buy low rise projects. It is believed that the impacts of the COVID-19 outbreak  
on the condominium market may recover in a similar manner.

From the perspective of the Company, there is no plan to reduce its launch or sales 
targets for low rise projects. The Company focuses on the short-to-medium term projects and 
will launch projects continuously in Bangkok and its vicinity and main cities in other provinces. 
However, regarding a condominium project, it is admitted that it has been directly affected. 
When launching new condominiums, the Company has to be more careful and confident  
in all aspects, such as price level, location, and design, to meet new requirements of customers  
after the COVID-19 situation. This can be seen from the overall launched condominium market 
that has declined for this year and next year. The Company has to reconsider the launch 
of new projects, which may not be as many as those launched previously.

However, one thing that operators have to consider the most from the COVID-19 
situation is Cash Flow. However, the Company has a good and strong financial position with 
the good ability to control cost, so the most urgent and necessary thing is not to devote 
time to dealing with the Company's Cash Flow, but to focus on taking care of customers, 
employees, contractors, and Supplier to overcome the COVID-19 situation. At the same 
time, during the COVID-19 period, the Company has developed and looked forward, such 
as designing new products supporting the New Normal, seeking for more opportunities for 
growth. This is because every time the real estate market is affected by various crises, there 
is always an opportunity. In this situation of COVID-19, many developers may be affected 
in various areas, causing their financial status, land purchase, and the launch of project to 
decrease, or even business partners compete for a good deal of the product. Therefore, 
the Company has increased its market share in terms of product, price, and location and is 
able to perform good Price Performance for customers in this crisis continuously.
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New Normal Expected to Occur in the Company's Industry
Regarding low rise projects, it will receive benefits in the short term due to  

the increasing demand of customers in terms of the space. It is also the product that greatly  
responds to the New Normal of the customer. At the same time, for the New Normal of  
the condominium project, customers may have increasing demand for personal space in 
their units and the ability to adjust new space functions in the unit to support the changing  
lifestyle according to their preferred lifestyle, such as Work from Home, doing business  
online. In addition, the common areas must provide more personal areas and reduce  
exposure according to the Social Distancing principles, including provide the technology  
system that will help facilitate the living to meet the needs of consumers in the New Normal era.

This New Normal is still changing rapidly and drastically, causing real estate companies  
to continually adapt themselves to support the changing customer needs. The Company 
prepares the approach to enter the "New Normal" era. Since the beginning of the COVID-19 
outbreak situation, the Company has prepared to cope with the situation, including  
brainstorming and working in the form of Agile Team of any departments within the company,  
and studying information and constantly changing consumer behaviors, to develop residential 
projects in the future. The Company also looks for a new location that may not necessarily 
be the center of the city because the development of comprehensive mass transit systems 
makes the transportation more convenient. Plus, the product design and functions must 
meet the customers’ needs, including the application of any innovations to the projects 
to accommodate the New Normal. The Company’s project development for customers still 
adheres to the worthiness and the affordable price.

After the situation of COVID-19 relieves, the Company has adopted the aforementioned 
approaches to develop the condominium project, “Supalai Loft Sathorn-Ratchaphruek” with 
functional design and utility space that supports the New Normal. As a result, it is considered  
that the Company has planned and adapted quickly to meet the needs of customers.  
The Company also has plans to cope with various situations that will arise in the future,  
including the strategies for creating products meeting various trends, the application of 
new innovations to be used within the projects, and looking for opportunities in new lands 
for developing low rise projects and condominiums throughout the region to help reduce  
the risk of the Company in terms of the concentration of urban project development.

 § Customer opinion survey after transfer of ownership.

 § Collecting of comments, from customers, Suppliers and employees through  
suggestion box. 

 § Expression of opinions in the shareholders’ meetings, where shareholders can 
ask for information, as well as to give suggestions in respect of the Company’s 
products, services, and operations in various aspects. 

 § Employee visit, both at the Head Office and project sites, by top executives and 
Human Resource Department, to look after their daily livelihood and operations. 

From the use of such tools and channels as guidelines for operation improvement and 
in responding to expectations of every group of stakeholders properly and continuously,  
it will eventually result in sustainable business growth based on participation and good  
corporate governance. Further details regarding the requirement, the stakeholder’s expectations  
and the stakeholders communication channels can be found under topic "Driving Business 
Towards Sustainability"
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Analysis of Economic, Social and Environmental Trends and Changes 
The Company has used data from analysis of economic, social and environmental  

trends and changes in considering the matters that are important to the Company’s  
operations which may affect the stakeholders. Furthermore, it has also used data from  
risk analysis with significant economic, social and environmental impacts, both from internal 
and external factors and severity of impact in consideration of the matters that are important 
to the Company’s operations.

Its economic, social and environmental practices result from stakeholder analysis, using  
criteria that are industrial benchmarks, all of which are significant to the organization  
in economic, social and environmental dimensions, in line with the expectations of  
its stakeholders.

The economic, social and environmental practices of the Company start from complying  
with relevant laws and regulations, ensuring that the impacts from its operations would not 
cause problems to the community, neighboring areas, or the society affected from its business  
operation. It has also given chance for the community and society to play a part in  
its operations, created shared value between the business and the society, as well as having  
laid down guidelines and conduct operations towards sustainability. Thus, it is in line with 
the sustainability development plan in developing business towards Creating Shared Value.

Management Guideline 
The elements of management guidelines are as follows; 

1. Vision: the Company defines its vision Leader in sustainable real estate  
development with contribution to social and environmental improvement, which has arisen 
from the awareness to create sustainable development of the organization.

2. Strategic objectives: the Company defines its management philosophy as;  
To develop quality society of "Supalai People", the Company sets out a firm commitment  
in creating quality housing, continuing product development, developing a society of warmth 
and safety, developing good services in professional manner for customer satisfaction  
by adhering to its management philosophy. 

3. Key performance indicators: criteria have been put in place to indicate  
that something has impact on operation results, the Company has defined reasonable  
indicators that can provide clear, non-complicated information that is measurable and proper 
to the organization. 

4. The Company has reviewed its activities relating to stakeholders to ensure  
that they are in accordance with the objectives and key performance indicators, business 
nature, business size, and readiness of the organization.

5. There has been review of the relationship between activities and strategic objectives  
by ensuring that the activities conducted can respond to the strategic objectives for  
efficiency in performing its social and environmental activities. 

6. Action has been taken for CSR-in-process and CSR-after-process with budgets 
allocated by the Company, pressing forward various activities, including participation  
by employees and stakeholders.
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In this regard, the Company has defined the scope and format of operations in each 
issue for each group of stakeholders as follows;

A)  Employees 

Employees are considered the highest valued resources, the Board of Directors 
has, therefore, laid down clear and tangible policy of employee treatment, in respect  
of remuneration and welfare.  That is, the Company has committed to comply with  
the policy on Treatment of Employees, Policy on Remuneration and Welfare and Policy  
on Employee Development. The Company is fully aware that employees at all levels are valuable  
resource of the Company, which is a factor for success and achievement of the goals of  
the Company. Accordingly, it shall provide care and fair treatment in terms of opportunity,  
returns, appointment, transfer and trainings for the employees as well as encouraging  
them to show their potential in order to be part of a sustainable development of the organization.  
The Company is well aware of the importance of all employees regardless of which section or 
department they are working in without any discrimination, and focuses on creating a good 
working environment, safety, with pay remuneration form performance. Such remuneration 
has been considered to be paid at similar rates of the same group of industry and according  
to the operational results of the Company, that is, for the short term, it depends on  
the ability to make profits each year. This also depends on the considerations of the Nomination  
and Compensation Committee and the Board of Directors. There is also good welfare  
to employees in various forms as well as the provision of innovation and new technologies 
to support their work as rewards to all employees. Regarding development of personnel,  
the Company is fully aware that employees are valuable assets. Therefore, it always emphasizes 
development of knowledge and ability for all employees in order for them to grow sustainably  
along with the organization. Various policies of the Company have been publicized on  
the Company's website (www.supalai.com), for every employee to acknowledge and such 
policies are also included in every orientation of new employees. 

The Company is well aware of the importance of its employees. It pays attention 
to and treats every employee of every level with fairness, both in terms of remunerations 
and welfares as prescribed by the labor laws. It also looks after employees and their family 
in emergency time based on loving kindness principles. Moreover, employees are given  
opportunities to be promoted along with the Company’s growth. The Company attaches 
importance to the potential reinforcing of its employees because it foresees that "personnel"  
is essential resource considered as Human Capital. They can push business operation  
forward to meet the targets, which will result in a sustainable growth of the Company.  
In this regard, the Company has conducted annual Opinion Survey under the slogan  
"Every valuable opinion means every growth and progress together with the Company". 

In addition, the Company promotes knowledge, develops career progress, and support  
personnel to have higher potential and ability, be able to perform works efficiently  
according to the set goals for increasing competitiveness. There is Employee Development 
Plan (EDP) carried out in the direction that is in accordance and connected with business 
strategy. It is considered by the Company as a key policy and implemented continuously.   
Employees are encouraged to learn new things, as well as to practice necessary skills in order to  
increase their capability. Support is provided to employees of all levels so that they can  
obtain knowledge to enhance their efficiency. The Company has implemented the Competency  
system for personnel development of knowledge and ability, as well as to accumulate  
knowledge, skill, personality and desirable attitudes proper for the positions. The Company 
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has communicated to every employee of every level to have a right way of thinking and 
right attitude with understanding in the principles and philosophy on Core Competency.  
The activity for Team Learning & Development has been arranged under the program for 
development and increase of efficiency and neo workforce based on its Core Competency  
to bring about change in behavior for the building of new work culture. More detailed information  
on employee training can be found under topic "Driving Business Towards Sustainability" 

B) Customers

The Company has committed to comply with the policy on treatment of customers,  
and requires that the directors, executives and all employees as well as employees of  
the subsidiaries and associated companies to strictly comply with such policy in order to 
focus on the development of customer's satisfaction and confidence and is committed to treat 
customers with integrity, honesty and fairness on the basis of a fair return to both parties,  
while delivering a quality product at a fair price as well as aiming to provide, develop and 
produce quality products and good services to meet customers' demand with regular  
evaluation and improvement of the potential impact on customers. The Company also controls 
and ensures that its product has the quality that is up to the standards and requirements of 
the Consumer Protection Act or other relevant laws, such as policy on personal information  
protection, and also provides Customer Portal, where customers can check house and  
condominium unit information, track repair status and payment, which are after - sales  
service to the customers. This is to facilitate customers efficiently. In addition, there is  
a system for managing customers’ complaints through 1720 channel. However, such policy 
has been disseminated to customers through the Company's website (ww.supalai.com). 

The Company focuses on building customers’ satisfaction and trustworthiness. It has, 
therefore, implemented the quality management system, ISO 9001 : 2015, an international 
standard mainly emphasizing quality management and customers’ need. The Company pays 
attention to every step with the need for quality check up to the delivery of goods to  
customers, including servicing. The management is carried out in a preventive manner based 
on customers’ satisfaction, which is of direct benefit to the consumers. It is also another 
alternative for the consumers to choose houses that undergo the management process  
under ISO standards. The Company has laid down its quality policy as follows: "Supalai Plc. puts 
emphasis on the continuous development of "quality" in the systems of planning, designing,  
construction, sales and community management, to be in line with legal requirements,  
professional standards and written agreements made with customers".

More detailed information on practices can be found under topic "Driving Business 
Towards Sustainability" 

C)  Suppliers

The Company has committed to comply with the policy on Treatment of Trading 
Partners, it has the policy to treat its contractors, suppliers and banks creditors equally 
with fairness, whereby directors, executives and all employees as well as employees in 
the subsidiaries and the associated companies are required to strictly comply with such 
policy, by taking into account the best interests of the Company, while focusing on fair 
returns to both parties by avoiding situations that cause a conflict of interest. It shall also 
comply with contractual obligations by providing accurate information and correct reports.  
Any negotiation to solve problems and find solutions shall be based on the business  
relationship. The Company has supported the construction contractors on a continual basis 
to boost the morale and to encourage them to create quality work products.
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The Company has committed to comply with the policy on Treatment of Creditors, 
whereby directors, executives and all employees as well as employees in the subsidiaries 
and the associated companies are required to strictly comply with such policy. The Company  
is committed to conducting business in a fair manner in order to create trust among creditors.  
The Company is committed to maintaining a sustainable relationship and mutual trust with  
the creditors. The Company is committed to strict compliance with the conditions of  
the creditors regardless of whether it is the objective in spending the money, repayment, 
maintaining of quality of collaterals and any other agreed matters made with the creditors  
in order to achieve mutual benefits. In the case of non-compliance with any of the conditions,  
it shall inform the creditors promptly in order to jointly solve the problems by applying 
reasonable principles. The Company shall not do any dishonest act against the creditors. 
The Company treats its counterparties/creditors as follows:

 § The Company strictly complies with various agreements and conditions. In the event  
where the Company cannot fulfill any one of the conditions, it will inform the creditors  
promptly in order to jointly find a solution based on rationality.

 § The Company strictly follows the conditions made by its creditors, regardless of 
whether it is about the spending objectives, repayments, maintaining of quality 
of collateral, guarantee conditions, capital management, payments for goods, and 
any other matters agreed with its creditors in order to achieve mutual benefits.

 § The Company has adopted as its policy, requiring employees whose work is to 
contact with suppliers to be fair-minded. In particular, employees must not receive 
or demand any benefit from suppliers or potential suppliers, which may affect  
the fair assessment or consideration in purchasing and price. This has been indicated 
in the Code of Conduct to be strictly complied with by the directors, executives 
and employees. Before making any purchase order such as construction materials 
for house, suppliers that are the Company’s counterparties must propose quotations 
first so that the Company can compare for the best proposals and terms.

 § The Company attaches importance to the payment of goods by making payment 
upon due date as agreed. However, in some cases where a supplier needs to 
receive payment before due date and agrees to give discount, the Company is 
willing to provide assistance if it has adequate liquidity and in a position to do so.

 § It is the Company’s policy to treat contractors as business partners, while adhering 
to contract or agreement mutually made under requirements of the law. In order 
to obtain mutual benefits in operating business between the Company and its 
business partners, the Company has followed the policy to select the contractors  
(business partners) on a fair basis with transparency and strictly complying 
with trading conditions. It also jointly considers and solves the problems with  
the contractors on a regular basis, for instance, providing the Supplier Portal which 
is a communication channel between the contractor and the Company for inspecting  
and delivering quality houses to the Company and customers.The Company  
employs the contractors by providing a lump sum for the materials and the labor 
cost, however, in case of shortage of materials, the Company has leverage potential  
to assist the contractors to procure material supplies for maximum benefits in 
the joint business operation. In addition, the Company provides privilege to  
the construction contractors having worked for the Company for a long time 
to carry out construction work in the provincial projects in order to have work 
continually. 
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 § The Company has also coordinated with the banks to provide support of credit  
lines to the contractors so as to have supplement liquidity and capacity  
in expanding work.

 § The Company has also supported the contractors to have an opportunity to expand 
or change the residence by providing privileges to contractors building houses  
in the Company’s projects to buy Supalai’s houses or the houses of its subsidiaries 

 § The Company has offered a chance to new contractors to jointly work with  
the Company in order to create quality work. 

 § To jointly find a way, to develop and test materials in cooperation with  
the manufacturers to ensure that all materials used for construction possess  
the qualifications as specified.

 § Taking into consideration fairness to financial institution creditors. 

The Company has informed its trading partners of such policies and disseminated 
them on the Company’s website: www.supalai.com

D) Shareholders/Investors

The Company places emphasis on the quality and sustainable business growth.  
Thus, it has conducted business with integrity, transparency, aiming to provide good  
services for customers’ satisfaction, which will result in value adding and maximum returns 
to its shareholders in the long run. 

The Company complies with a policy on equal treatment of both major and small 
shareholders by respecting their rights, and treat all of them equally, while operating  
business with honesty, integrity and transparency. The Company also manages its business 
to grow on a stable basis for sustainable benefits of shareholders by carrying out efficient 
operation with good business performance, while disclosing information to shareholders 
appropriately, completely with standards under legal framework, ethical principles and good 
corporate governance practice.

E) Community, Society and Environment 

The Company has committed to comply with the policy on Responsibility toward 
Community, Society and Environment, whereby directors, executives and all employees  
as well as employees in the subsidiaries and the associated companies are required to 
strictly comply with such policy. The Company is committed and attaches importance to 
business operations with the responsibility towards communities, society and the environment  
in order to achieve sustainable development in terms of economic, social and environmental  
aspects by taking into account interest of related stakeholders in the project area  
as well as the society in general. This is to return benefits to the community, the society  
and the environment on a sustainable basis. More detailed information on practices  
can be found under topic "Driving Business Towards Sustainability"
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F) Environment 

As regards the use of resources, the Company has also observed the policy  
on efficient use of resources, whereby the directors, executives and all employees including 
employees of the subsidiaries and associated companies are required to strictly observe 
this policy as currently, natural resources are diminishing; the Company, therefore, focuses  
on raising awareness of the employees to make the most effective use of resources in 
order to further create the habit and apply at home. This by-product is also expected to 
result in more efficient use of resources at national level. Such good habit would be passed  
on to the younger generations and be a role model for the future. This habit will lead to  
the concept of "thinking before using" and will further help create the saving habit. It also provides 
knowledge on the environment, health and safety to the employees and the general public  
in order to be applied at the office and extended to the outsiders. The topics of the trainings  
comprise "Saving Energy of the Company" and "Producing Household Products", which 
can be naturally decomposed and not adversely affect the environment. More detailed  
information on practices use of resources can be found under topic "Driving Business Towards  
Sustainability"

The Company and its subsidiaries have not been investigated or under investigation 
by any authorities regarding the practices of the Company or its subsidiaries, in respect 
of any violation of social and environmental laws. It has also never taken part in or been 
accused of undertaking business in such a way that create adverse effect on the society 
and the environment, either in the news published in the media or in the case that might 
significantly affect business operations, reputation, or trustworthiness of the Company or 
its subsidiaries. 

Safety, Occupational health and Environment in Working
As regards safety, the Company has complied with the policy on safety, occupational 

health and environment in working, whereby the directors, executives and all employees 
including employees of the subsidiaries and associated companies have strictly complied  
with such policy. Having attached importance to the safety, occupational health and  
environment in working, the Company is committed to improve its operations in terms of 
safety, occupational health and environment on a continual basis. Activities on safety in 
working have been encouraged and supported, while monitoring and evaluating the policy 
implementation for maximum efficiency.

The Company has set up the Committee on Safety, Occupational Health and Workplace  
Environment in accordance with the Notification of the Ministry of Labor and Social Welfare, 
Re: Committee on Safety, Occupational Health and Workplace Environment. More details 
on activities regarding occupational health, safety and working environment can be found 
under topic "Driving Business Towards Sustainability"

In addition, the Company had reported the statistics on accidents in the report of 
professional level of the work safety officer in accordance with the Notification of the Ministry 
of Labor and Social Welfare, Re: Work Safety of Employees, which done on quarterly basis. 
More detailed information can be found under topic "Driving Business Towards Sustainability"
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G) Government Agencies

The Company has complied with the laws while operating according to international  
standards and strictly reported on such compliance, be it the tax payment and other  
expenses according to the regulations and rules prescribed by the state sector, and provided 
cooperation and support in implementing the state policies for the benefits of the country. 
It is also committed to carry out projects beneficial to the public, either being assigned by 
the state sector or initiated by the Company itself. 

The Company has no operation that is in violation of the laws regarding labor,  
employment, child labor, consumers, trade competition and environment; it also has not 
been subject to any action by regulatory agency due to its failure to publicize information 
on significant event within the time prescribed by the authority. 

The Company has established channels of communications for stakeholders to  
communicate and provide suggestions and information beneficial to the Company’s business 
operation, or to directly submit complaints to the Audit Committee in case of malpractices. 
Such information or complaints shall be kept confidential in order to protect informants or 
whistleblowers and maintain confidentiality of the complainants as the access to this kind 
of information would be restricted to only responsible persons to examine the complaint 
issues, and only independent directors shall consider, give instructions and report to  
the Board of Directors. Such channels consist of Supalai Smart Center, Tel: 1720 

H) Competitors 

The Company has committed to comply with the policy on Treatment off Competitors, 
whereby directors, executives and all employees as well as employees in the subsidiaries 
and the associated companies are required to strictly comply with such policy. 

 § Whereby the business operations shall be conducted under the free and fair 
competition framework and shall not seek trade secret of the competitors by 
fraudulent, dishonest, inappropriate, immoral or illegal acts.

 § Regarding its competitors, the Company shall not do any act to cause damage 
to the reputation of the competitors by accusing, defaming or using any tactics 
without grounds; and shall not do any act to violate intellectual property rights 
and copyrighted works of others or competitors; and shall not conduct monopoly 
with its trading partners or suppliers. The Company has never had any dispute 
regarding trading competitors. 

Such policy has been publicized on the website of the Company (www.supalai.com).

I) The Stock Exchange of Thailand

The Company operates with transparency in accordance with a good corporate  
governance by strictly complying to the regulations of the Stock Exchange of Thailand.  
More detailed information can be found under topic "Driving Business Towards Sustainability"
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