MESSAGE FROM MANAGING DIRECTOR & CEO
This year Dusit Thani Public Company Limited commences the compilation of regular reports
to comply with the Global Reporting Initiative (GRI) 3.1 level C. The reports intend to inform
the stakeholders of the goals and contribution of the Company towards social responsibility
as well as to uphold the values of the Company on the long run. Epitomized by the
proliferation of Thai culture in conjunction with the Company’s global expansion and selling
of goods and services responsibly with the impact on society and the environment in mind.
Dusit is committed to operate on the basis of long term development by its synchronized
approach of connecting business progress with those of society and the environment.
The result of our environmental operations has been outstanding as demonstrated by the
effective reduction utilities usage and consistently safe disposal of waste. Dusit Thani is
further distinguished by being the only Thai hotel that has managed to receive sufficient
points as given by customers in through Market Matrix helping it to become the Top 3
Upper Upscale hotels in Asia Pacific based on customer satisfaction. This enhances our
reputation for putting the customers first.
Furthermore to commemorate His Majesty the King’s 85th Birthday in 2012, through
donations “Dusit Smile” has sponsored 85 successful operations on children suffering from
cleft lip and palate.
On behalf of Dusit Thani Public Company Limited, I would like to express my gratitude for all
of your determination and hard work in leading the Dusit through all the challenges that we
have faced together. Lastly I would like to invite all of you to be a part of our efforts in
contributing to social responsibility that would which would be a fundamental part of our
development.

CSR Report
This CSR Report contains economic, social and environmental management and operations
policies from January 1 to December 31, 2012, according to Dusit Thani's annual data
updating cycles. Data was last collected on December 31, 2012. This report was compiled
following the CSR Report on the Global Reporting Initiative (GRI) Version 3.1 (G3.1) Level C;
the data was collected solely in 2012.

Contact information for data collection
Ms. Rattana Preechavudhi
CSR Management, Dusit Thani Public Company Limited
Dusit Thani Building
946 Rama IV Road Bangkok 10500
Telephone 02 667 8919
rattana@dusit.com
www.dusit.com
Scope of Content
Data disclosure in this CSR Report is controlled by Dusit Thani in accordance with the control
levels on Dusit Thani Group hotels. Thus, the report covers hotel businesses owned by Dusit
and hotels located in Thailand that Dusit manages only, excluding affiliates, subsidiaries,
educational businesses and partners, except in the event that they are identified as under
direct management of Dusit or their operations might significantly affect the performance of
Dusit.
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As such, this report covers policies and operating guidelines for sustainability of Dusit Thani
Public Company Limited and eight hotels under its supervision, namely: Dusit Thani Bangkok,
Dusit Thani Pattaya, Dusit Thani Hua Hin, Dusit Thani Laguna Phuket, DusitD2 Chiang Mai,
Dusit Princess Srinakarin, Dusit Princess Korat and Royal Princess Chiang Mai. For more
information apart from this report, please refer to the 2012 Annual Report.

However, Dusit will extend the scope of this CSR Report to cover hotels located in other
countries as part of its supervision and support of international CSR reporting standards, and
in response to expectations of stakeholders for quality information.
Dusit Thani compiled this first CSR Report according to the CSR Report of the Global
Reporting Initiative (GRI), Version 3.1 (G3.1), Level C. The CSR Committee determines the
main points, strategies and procedures, gives opinions on significant issues affecting
economic, social and environmental sustainability of its businesses, and periodically follows
up and evaluates the report so that the content is accurate, complete and transparent.
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GRI Application Level Criteria

Not Required

Report on a minimum of 10
Performance Indicators,
Including at least one from
each of: Economic, Social and
Environmental

B
Report on all criteria listed for
Level C plus:
1.2
3.9-3.13
4.5-4.13, 4.16-4.17
4.1-4.4, 4.14-4.15
Management Approach
Disclosures for each
Indicator Category

Report on a minimum of 20
Performance Indicators, at
least one from each of
Economic, Environmental,
Human rights, Society,
Product Responsibility.

B+

A
Same as requirements for
Level B

Management Approach
Disclosures for each
Indicator Category

Report on each core G3 and
Sector Supplement* Indicator
with due regard to the
Materiality Principle by either:
a) reporting on the Indicator or
b) explaining the reason for its
omission.

*Dusit Thani Public Company Limited starts the CSR Report at Level C.
Since this is the first GRI Version 3.1-based CSR Report, there is no comparison of
significantly changed data.
Stakeholders
Organizational stakeholders are individuals or entities affecting or affected by business
operations or activities concerning such stakeholders as shareholders and investors,
customers, employees, society and government agencies in connection with impacts on the
organization.
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A+

Report Externally Assured

Standard Disclosures

Report on:
1.1
2.1-2.10
3.1-3.8, 3.10-3.12
4.1-4.4, 4.14-4.15

C+

Report Externally Assured

C

Report Externally Assured

Report
Application Level

Stakeholders and Responsibilities
Stakeholders
1. Shareholders and investors

Responsibilities
 Transparent management
 Appropriate compensation for
investors
 Value added to the company

2. Customers
Tourists, businesspeople, seminar
attendants, hotel customers








3. Employees
Executives, employees and workers

 Good benefits and remuneration
packages
 Security and employee career
advancement
 Equal skill development and training
opportunities
 Promotional priorities for current
employees
 Good working environment

Service standards
Satisfaction and safety
Price-worthy goods and services
No taking advantage of customers
Customer confidentiality
Service and after sale service
promotions
 Service information through various
channels
 Wholehearted service before
customer requests
 Prompt execution after customer
requests
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Stakeholders
4. Society
Communities, people, youth, the needy,
schools

5. Government agencies
Government agencies develop the
following policies:

Responsibilities
 Participation in social activities
 Use of environmentally friendly
products and services
 Energy efficiency
 Efficient waste disposal
 Creative co-living in communities
 Completely and strictly promoting
and complying with regulations
 Disseminate good identity and culture
 Supporting government agencies in
activities

Dusit has identified these stakeholders as one of the CSR elements in response to major
customer expectations and current and future regulations in different markets. This is to
create new market opportunities and reduce negative social impacts in operating areas.
Priorities are set based on the overall CSR and impacts on the organization and stakeholders
are evaluated. Issues are addressed and plans are made and executed in response to each
group of stakeholders in a systematic way, in the form of Dusit News, websites, press
releases and meetings, in order to sustainably build stakeholder trust. Stakeholder groups
are regularly revised to ensure their appropriateness for the organization.
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Major issues and association of stakeholders
Importance for Dusit

Very important
Important

Importance for Stakeholders

Important

Very important

 Satisfying customers and
making them feel safe while
receiving services, and
ensuring that the services are
worth the money.
 Giving returns appropriate for
net profits.
 Disclosing accurate data and
reports.
 Responsibly publishing goods
and services before and after
sales.
 Being a good citizen by
supervising socially
responsible businesses in their
areas of operations and
nearby communities.
 Preventing accidents and
disasters that might derive
from Dusit businesses.
 Responding to customer
complaints.
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 Standards of goods and services.
 Rendering full services before
customer requests.
 Good governance.
 Procuring environmentally
friendly products and services.

 Taking care of employees and
giving them career security and
advancement.
 Energy efficiency.
 Compliance with government
laws and regulations.

Business Context
Dusit Thani aims to run its businesses proactively and have effective cost management
practices, focusing on increasing the number of hotels it manages both in Thailand and in
other countries. Meanwhile, it is considering investing in hotel, education and spa
businesses with the aim of maintaining its long-term business values based on Thai cultural
promotion. Dusit sells goods and services with the CSR concept in mind. Committees formed
from various departments have transparent and fair management while performing their
duties in a correct, proper, effective and efficient manner.
Dusit also emphasizes social sustainability through employee development and career
security, which lead to family security. Regarding education, Dusit develops school curricula,
producing the competent and ethical graduates in demand by employers. Additionally, Dusit
places great importance on the communities surrounding its hotels. Dusit always helps
society when given the chance. Environmental awareness is instilled in employees,
customers and stakeholders; environmentally friendly and energy-efficient equipment and
appliances are used widely in hotels so that future generations can continue to enjoy ample
resources.

Economic Sustainability
In 2012, Dusit Thani officially launched Dusit Thani Maldives, situated in the Maldives,
a country known for natural abundance and beauty and a top tourist destination. Increasing
the number of hotels in the group is an important economic strategy and shows
management capacity and growth of the company.
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More importantly, it creates more local jobs and income, increases company income, adds
value to the brand, expands the company's market networks, etc.

Wage, Salary and Benefit Management
Dusit Thani abides by the minimum wage laws of the countries where its hotels are located.
Wages of our male and female employees are effectively higher than the minimum wage
standards compared to wages offered by local hotels at the same level. In addition, gender is
not an indicator of employee wages.

At the beginning of April every year, Dusit Thani reviews salaries of its employees based on
their KPIs and the company's performance. Thus, employees of any gender or age receive
fair and proper salaries. Moreover, the company's pay structure is appropriate and
comparable to other businesses in the same category. The company acts in compliance with
the government's minimum wage policy, increasing wages of both men and women
employees working in the company's hotels all over Thailand to 300 baht.

Furthermore, Dusit Thani offers many benefits to employees, such as living expenses, special
service expenses, annual bonuses, two free meals per day, holidays, sick leave, retirement
mutual funds, group life insurance, medical benefits covering employee medical expenses
and their family members in private and public hospitals, travel insurance in cases where
employees have to travel to work abroad, funeral allowances and wreaths when an
employee's immediate family member dies, disaster relief funds, benefits of staying in
affiliated hotels at employee prices and letting relatives stay there at special prices, rights
for children of employees to study at Dusit Thani College at discount rates, laundry service
discounts, wedding discounts for employees or their children in hotels in the Dusit Thani
Group, loans at special rates from participating banks, retirement compensation, etc.
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Moreover, Dusit Thani provides medical units with physicians in workplaces to all
employees. Annual physical examinations are also provided for personnel by physicians from
hospitals, who come to hotels to service and give health advice to employees.

Environmental Sustainability
Environmental sustainability is the key to management of hotels in the Dusit Thani Group.
All hotels under Dusit Thani management have been awarded environmental and social
certification by EarthCheck. Dusit Thani promises that it will constantly improve the
environment and society using equipment designed in compliance with EarthCheck
standards in terms of energy preservation and efficiency, water
usage, environmental protection and management, social and
cultural management, space planning and management, air
quality protection, noise control, wastewater management, solid
waste management and storage of materials hazardous to the
environment.
Dusit Thani also complies with laws and regulations on the environment and tries its best to
achieve global standards.
Dusit Thani has appointed regional technical directors so that EarthCheck coordinators and
all hotels have a green team working on environmental issues, assessing risks, recording,
following up on environmental impacts and setting measures of sustainable environmental
and social development. Dusit Thani hires local people to work as employees and
contractors in its hotels and procures products or services from local communities with
environmental awareness. In addition, our employees are encouraged to tell guests, goods
and service providers, contractors and goods distributors about the company's commitment
to sustainable environment and social development and our status under EarthCheck
activities.
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Dusit Thani places importance on selecting materials for equipment in hotels that are
environmentally friendly and fresh clean food, quality assured by the procurement
department, so that our customers can be sure of quality every time they stay at our hotels.

Energy
In order to reduce electricity use while not compromising our international customer service
standards, we are planning to replace incandescent light bulbs with LED light bulbs, in
consideration of the environment, within five years, and install intelligent lighting control
systems in all our hotels in Thailand. We have solar water heating systems, use LPG instead
of diesel to heat water, and change motors and control systems or replace old appliances
with new ones. Employees involved with laundry, kitchens and lifts are trained and educated
on how to decrease electricity use in a practical way.
Furthermore, we run energy saving campaigns encouraging personnel to take the stairs
instead of lifts, turn off computers during the lunch break while they are not using them, use
natural light and set automatic shut down times on air conditioners. We also invite
customers and employees to join the Earth Hour programme every year. With full
cooperation from employees, energy efficiency plans were successful in reducing energy use
to 192.69 megajoules per room usage, a 12.4% decrease from 2011.

Water
Since hotel businesses require large amounts of water, we strive for sustainable water
management while meeting international customer service standards. Every hotel has
concrete water saving measures, such as water pipe and water meter maintenance and
replacement, water-saving sanitary ware, faucet and shower installations, use of salt
chlorinators for swimming pools and providing water efficiency training to employees. Dusit
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Thani has ongoing water efficiency plans and activities in order to continuously reduce water
use. This has resulted in a decrease of 623.59 litres per room usage, a 1.4% decrease from
2011.

Waste Landfill
In order to effectively and efficiently reduce and manage waste, the Green Team Committee
has initiated a 3 R's Project (Reduce, Reuse and Recycle). Each hotel, including the central
office, educates employees about waste reduction such as using both sides of paper, storing
documents on hard drives instead of paper, using kitchenware made of durable materials
and sorting waste. Every hotel has an effective waste management system and sorts waste
into two categories: waste that can be reused through the Reduce, Reuse and Recycle
concept, such as used paper, glass, aluminum, and plastic bottles, which are disposed of and
processed, food waste, which is composted into organic fertilizer, and waste that is sent to
landfills, such as used batteries. Proper waste disposal methods are in place for public
safety. Effective waste management reduced landfill waste to 2.55 litres per room usage, a
12.9% decrease from 2011.
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Summary of Environmental Operations in 2012
Usage Processes in 2012 Compared to 2011
Electricity
Water
Waste Landfill

Number per Room Usage of
Customer
Electricity consumption (MG)
% Difference Compared to the
Year Before
Water (litres)
% Difference Compared to the
Year Before
Landfill Waste
% Difference Compared to the
Year Before

Percentage: Room Usage of Customer
12.4%
1.4%
12.9%

2009-2010

2010-2011

2011-2012

Yearly Goal

251.58
0%

220.08
-12.5%

192.69
-12.4%

- 4%

789.12
0%

632.19
-19.8%

623.59
-1.4%

- 3%

4.87
0%

2.93
-39.8%

2.55
12.9%

- 10%
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In 2012, Dusit Thani performed the following environmental activities:
1. Installed LED light bulbs. At present, 40% of the work is completed in all hotels in the Dusit
Thani Group.
2. Installed water saving equipment. At present, 40% of the work is completed in all hotels in
the Dusit Thani Group.
3. Installed key card controlled electricity systems in hotel rooms. At present, 60% of the
work is completed in all hotels in the Dusit Thani Group.
4. Recycled used materials. At present, 80% of all the hotels practice recycling.
5. Maids set the temperature of hotel rooms at 26 degrees Celsius when there are no
customers in the rooms and help save water. Heat control curtains are also installed in our
hotel rooms.
6. Laundry is done in a water efficient manner. Amounts of chemicals are reduced and ozone
laundry systems are used. Water from washing machines is treated and then used to water
trees.
7. Water chillers have been changed to the Screw type to increase energy efficiency by 45%.
8. Installing equipment controlling electricity systems and replacing old motors with new
ones for increased performance. At present, over 40% of the work is completed in all hotels
in the Dusit Thani Group.
9. Over 40% of water heaters are installed and maintained in all hotels in the Dusit Thani
Group.

[14]

Environmental Report
#
1

Items
Electricity Use (EN5)

Objectives
To decrease electricity
use

Goals
> Efficiently decrease electricity use in
all types of appliances within 5 years
and decrease yearly electricity use by
4%.
>Replace 100% of old light bulbs with
LED light bulbs within five years.

2

Water Use (EN8)

Decrease water use

> Effectively reduce water use in all
activities within five years and reduce
yearly water use by 3%.

3

Landfill Waste (EN22)

Reduce waste sent to
landfills.

> Effectively dispose of waste and
reduce amounts of each type of waste
in each hotel within 5 years, and
reduce waste produced each year by
10%

Operations
> Install lighting systems
controlled by key cards and
automatic time settings.
> Change and install light bulbs,
water heating pumps and solar
water heating systems. Replace
diesel with LPG for water heating
systems.
>Replace old motors and control
systems with new ones for
laundry, cooking and lifts.
>Train and educate employees so
they understand the concept and
implementation of energy
efficiency.
> Examine wear and tear of water
pipes and water meters and fix
them if necessary.
>Select water-saving sanitary
ware, faucets and showers.
>Use salt chlorinators for
swimming pools.
>Train and educate employees so
they understand the concept and
implementation of saving water.
> Organize, Reduce, Reuse and
Recycle campaigns
> Allocate areas for waste sorting.
> Turn food waste into organic
fertilizer.
> Effectively deliver waste to
landfills.
>Use environmentally friendly and
biodegradable containers such as
plastic bags made of corn starch.
>Train and educate employees so
they understand the concept and
implementation of waste
reduction.
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Social Sustainability
Thanpuying Chanut Piyaoui, founder of Dusit Thani and Dusit Thani College, saw the
importance of sustainable social development through education. As a result, Dusit Thani is
the only company managing both hotels and a college, proudly graduating quality people
into the job market. At present, Dusit Thani College welcomes 3,000 students per year.
Dusit Thani also established a joint programme with Lyceum of the Philippines University,
providing education to over 14,000 students each year. Each year, over 1,000 students
complete cooking courses offered by Le Cordon Bleu Dusit. Moreover, Dusit Thani offers
opportunities to students to become trainees in hotels in the Dusit Thani Group to enhance
their knowledge.
Since all employees are part of social sustainability, their working and English language skills
are constantly developed so that they are ready for the ASEAN Economic Community (AEC).
In addition, the company organizes an Executive Trainee programme with the aim of
developing the potential of employees and to promote and transfer them for work in Dusit
Thani hotels newly opening in foreign countries. Dusit Thani also offers a Management
Trainee programme to graduates who are interested in the hotel business so they can study,
work as trainees and become employees in Dusit Thani hotels after they complete the
programme.
Furthermore, participation in social activities is another important mission.
As such, Dusit organizes yearly activities such as blood
drives and donations of desk calendars to schools for
the blind in order to increase Braille teaching materials.
On Children’s Day, activities are organized for children
living near Dusit hotels, and campaigns to promote clean
hotels and their environs are also coordinated. The
“Arsa…Dusit” project are raised funds and provided help
to employees and communities when disaster struck.
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Personnel Development
Employees are precious resources of an organization. Therefore, employee competency
development is an important policy. The company allocated 3% of total annual income of
each hotel to training for employees at all levels, who have to attend different training
courses as follows: Executives, plan supervisors and managers must attend over 48 hours
of training. Officer-level employees must attend over 72 hours of training and operating
employees must attend over 96 hours of training. Training curricula are designed to meet
demands of employees at different levels and in different departments. Training is one of
the Key Performance Indicators (KPIs), as are employee evaluation standards. Each
employee is evaluated during the fourth quarter of every year.

All new employees attend orientation training which consist of three programmes: the
programme for new employees, the 60-day orientation programme, and the 365-day
orientation programme. Orientation training is aimed at introducing new employees to rules
in the workplaces, the organization's policies and products, and the location of each hotel,
to prepare them for working with other employees.
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Training Plan for Managers and Higher

Training Plan for Officer-Level and Operations Employees
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Sanitation and Safety in the Workplace
The Ministerial Regulation requires a hotel to provide its employees with training on
sanitation and safety in the workplace. Therefore, hotels in the Dusit Thani Group organize
three training topics for employees as follows:
1. Safety officer work curricula for supervisors.
2. Safety officer work curricula for executives.
3. Safety committee work curricula for committees
All hotels have a safety committee in charge of safety in the workplace, safety regulations,
manuals and standards in the workplace, setting up an unsafe working condition reporting
system, evaluating safety performance in the workplace, follow-up meetings, etc.
Proportion of Employees to Workplace Safety Committee
1
2
3
4
5
6
7
8

Hotel
Dusit Thani Bangkok
Dusit Thani Pattaya
Dusit Thani Hua Hin
Dusit Thani Laguna, Phuket
dusit d2 chiang mai
Dusit Princess Srinakarin
Dusit Princess Korat
Royal Princess Chiang Mai

Committee
10
15
10
9
9
4
7
8
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Staff
816
574
435
408
139
231
216
142

Average (%)
1.23
2.61
2.30
2.21
6.47
1.73
3.24
5.63

Health and Work Safety
For employees to work safely and in order to reduce possible loss, employees are trained
about work safety on a regular basis. The workplace safety committee gathers information
on the safety of employees, which can be divided into three groups: injury rate, absentee
rate and lost day rate, calculated according to the standards of the International Labour
Organization (ILO). Data gathered from 2,745 employees was compiled into a 2012 safety
report as follows:
1. The injury rate of male employees was 0.85%, while the rate for female employees was
0.52%.
2. The absentee rate is the number of days an employee does not come to work due to
work-related causes and other reasons, excluding holidays and leave. The absentee rate of
male employees was 2.72%, while the rate for female employees was 3.98%.
3. Lost days are days lost due to work-related sickness. Days where an employee comes back
to work or is transferred to work in another department in the organization are not counted
as lost days. The lost day rate of male employees was 11.26%, while the rate for female
employees was 8.58%.
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Corruption and Human Rights
Dusit Thani supports and encourages all employees to learn about human rights and anticorruption. Each employee must pass training on human rights and anti-corruption. This is
designated a social responsibility policy of Dusit Thani. All executives and employees must
abide to the local laws, customs, traditions and culture, which differ in each country where
Dusit Thani hotels operate. Dusit Thani employees must strictly observe human rights
according to the Universal Declaration of Human Rights in 2012. Fifty percent of all
employees in the Dusit Thani Group have been through a one-hour training session on anticorruption and human rights. Dusit Thani plans for all employees to complete this training
by 2013.

Services and Customer Satisfaction
In 2012, Dusit Thani hotels were rated by their customers in a survey conducted by the
Market Matrix; Dusit Thani hotels received the highest points in the top three places in the
top luxury hotels category of Asia Pacific and received a customer satisfaction level of 84.9%,
which is very high. In addition, Dusit Thani hotels also received an award from the World
Travel Awards voted by 791,358 experienced travellers from 171 countries. The awards
announced in New Delhi, India, were as follows:
 Asia’s Leading Hotel Brand in 2012 by World Travel Awards
 Asia’s Leading Resort Brand in 2012 by World Travel Awards
 The middle East’s Leading Hotel Brand in 2012 by World Travel Awards
Dusit Thani's service philosophy is to be humble and sincere to its customers, which is why
hotels in the Dusit Thani Group Thai hotels, managed by Thais, are internationally
recognized. This brings pride to all Dusit Thani executives and employees alike. We will help
strengthen Dusit Thani so its hotels retain their status as the world's top hotels.
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Dusit Smile Programme
Dusit Thani cooperated with the Operation Smile Foundation Thailand to organize the Dusit
Smile programme in order to help children with cleft lip (cheiloschisis) and other facial
disabilities. The company's mission was to give smiles and new lives to patients. The Dusit
Smile programme was initiated in 2010. Funds have been raised through different channels,
such as donation envelops in guest rooms, deductions from employee salaries who are
willing to donate money, donations from business partners inside and outside Thailand, etc.
On the occasion of His Majesty King Bhumibol Adulyadej's 85th birthday celebrations in
2012, the programme organized medical operations for 85 children with cleft lip. From the
first day to date, the programme has collected 3.3 million Baht in donations and has
organized medical operations for 161 children with cleft lip.
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CSR Operation Indicators
Indicator

Detailed

Page(s)

Economic
EC5

Range of rations of standard entry level wage by gender compared
to local minimum wage at significant of operation.

8-9

Environmental
EN22

Total weight of waste by type and disposal method.

11-15

EN5

Energy saved due to conservation and efficiency improvements.

10-15

EN8

Total water withdrawal by source.

10-15

Society
SO3

Percentage of employees trained in organization’s anti-corruption
policies and procedures.

22

Labor Practices and Decent Work
LA6

LA7

LA10

Percentage of total workforce represented in formal joint
management-worker health and safety committees that help
monitor and advise on occupational health and safety programs.
Rates of injury, occupational diseases, lost days, and absenteeism,
and number of workrelated fatalities by region and by gender.

Average hours of training per year per employee by gender, and
by employee category.
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19

20-21

17-18

Indicator

Detailed

Page(s)

Human Rights
HR8

Percentage of security personnel trained in the organization’s
policies or procedures concerning aspects of human rights that are
relevant to operations.

22

Product Responsibility
PR5

Practices related to customer satisfaction, including results of
surveys measuring customer satisfaction.
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