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MESSAGE FROM THE CHAIR AND CEO

Tight-loose-tight
is the backbone of
our modernization efforts
to make our teams more
empowered and fast-acting.
And it has greatly
accelerated innovation
within our digital channels.
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dtac app lite is part of our wider vision of closing digital gaps to lift
Thailand’s resilience. We also relaunched our dtac Net for Living
program to empower low-income earners, small merchants and the
elderly to develop new sources of revenue using nothing more than
a mobile phone. For youths, our Safe Internet program continues to
train thousands of schoolchildren every year to make sure that their
time online is spent safely and productively.
We also see Thailand’s small, medium and larger enterprises as critical
components of Thailand’s recovery. In 2021, dtac Business worked with
key industry partners to commercialize new solutions that support a
resilient and sustainable economic development, while also achieving
double-digit growth for our business-to-business revenue. Among these
solutions were numerous firsts for 5G, from the first live broadcast in
Asia on high-band 5G to Thailand’s first 5G private network.
Dear dtac shareholders and stakeholders,
As Thailand continued to battle COVID-19 throughout 2021, dtac
mobilized to ensure our customers could stay safe while connecting
to work, health services and loved ones. We rapidly grew our network
to provide high-speed internet for all. We also lent our direct support
to Thailand’s efforts against COVID-19 by providing connectivity for
frontline staff and patients, facilitating vaccination registration and
implementing strong safety measures for our customers, employees
and partners. The vital role dtac played is a testament to the growing
need for mobile connectivity in Thai society—and proof that dtac is
perfectly positioned to capture this growth opportunity.
TAMBON BY TAMBON
In 2021, dtac transformed its regional operations by improving
collaboration between our commercial and technical teams while also
streamlining management in sales. As a result, we not only rolled out new
network sites at record speeds, adding approximately 12,750 sites
on 700 MHz, but we also did so with a data-driven approach to finding
where the sites could deliver the most value for customers. As a result,
dtac’s network net promoter score increased by 23 points year on year
while 4G usage grew by 4.8 percentage points year on year.
Our new way of work also translates to fast-acting teams who can
react to disruptions and continue to serve customers under difficult
circumstances. For example, with shopping centers closed in
August and September, dtac’s regional teams set up pop-up shops
that allowed customers to safely access our services in an open-air
setting. Shops also created local digital communities through channels
such as Facebook LIVE to continue “face-to-face” communication with
their customers.

While COVID-19 impacted our tourist and migrant segments, dtac’s
renewed focus on Thailand’s mass market successfully grew our
subscriber base to 19.6 million without ever jeopardizing the safety of
our customers and employees.

A SAFE PLACE

DIGITAL SPEED

dtac ended 2021 in a position of greatly improved resilience and safety.
It is our belief that not only pandemics but also extreme climate events
will continue to shake Thai society and our operations. With the launch
of employee awareness campaigns and new reporting channels, dtac’s
Mission SAFE is to reduce incidents in our supply chain.

These examples of resilience and creativity reflect how dtac is
embracing new ways of work for an uncertain future. We call this
“tight-loose-tight,” whereby managers are expected to be tight on
expectations, loose on how teams deliver on these targets and tight on
measuring outcomes.

For the long-term, dtac has also committed to halving our greenhouse
gas emissions by 2030. We are confident 2022 will see Thailand’s
economy begin to recover from the effects of COVID-19. But we believe
businesses should remain fully committed to resilient and sustainable
business operations not just for today, but for the decades to come.

Tight-loose-tight is the backbone of our modernization efforts to
make our teams more empowered and fast-acting. And it has greatly
accelerated innovation within our digital channels.

Given that 2021 was such a challenging year, we are ever more
thankful for the support of all our stakeholders, be they customers,
shareholders, partners or employees. Thank you for standing with dtac
to support our purpose of empowering societies and connecting you
to what matters most.

In 2021, dtac reached 6.7 million digital users. Whereas the dtac app was
hitherto for postpaid customers to check their usage or bill payments,
it has now become a lifestyle destination for all customers. Intensely
gamified and made more appealing with dtac coins, the app engages
customers deeply and beyond core services. Our target for 2023 is to
have 10 million users on our digital channels.
We also rapidly grew our non-core services, increasing this category’s
revenue by 15 percent year on year. From gaming to microloans, we
seek out underserved needs in our customer base, allowing us to delight
them with new services that perfectly match their needs.

Yours truly,

Boonchai Bencharongkul
Chair of the Board of Directors

MIND THE GAP
Digital channels aren’t just entertaining. They also enable customers in
remote areas to access a high level of service without visiting a shop.
This is why we’ve launched a dtac app lite which allows low-end phones
to run the dtac app without having to download it.

Sharad Mehrotra
Chief Executive Officer
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Brand Positioning

Customer Centric
Challenger
Brand Promise

Empowering you to live
the life you truly want
Made for you
We’re all in to suit your
personal needs.

Delightful experience
We adapt to the
changes you want.

We seek to make you
more than happy.

Made for You

We’re all in to suit
your personal needs.
Every customer is unique, which is why we offer such a wide range of services
for different lifestyles: from Gaming Nation, which makes playing online more
secure and affordable, to Jaidee Credit Line, providing financial access to start
your new home business. And because no two people are alike, dtac has the
most interactive and personalized platform to choose the lucky phone number
that fits you!

LIVE

12.7k

Incredible Flexibility

We adapt to the
changes you want.
Our customers never stand still. They might change jobs, welcome a
new member in the family, or move to a new town. dtac welcomes our
customers’ changing needs with more flexibility to manage
products, services and channels. From dtac Business’s Worry-Free
solutions to Flexy Topping for prepaid, dtac makes it easier to stay on
top of what they truly need!

Delightful Experience

We seek to make you
more than happy.
We’re committed to ensuring every interaction with dtac is a moment of happiness. It
starts with a reliable network and superlative customer service —but it’s also much more
than that. For some customers, a happy surprise can be as simple as getting to use the
dtac app lite without the need to install it on their phone. For others, it’s the pleasure
of being rewarded for their loyalty with dtac Reward. Every instant with dtac should be
smooth, friendly and full of joy.

Responsible Business

In 2021, the Company
developed a new
sustainability strategy,

03

02

Digital inclusion

Data privacy

01
Governance
and compliance

“Responsible Business Conduct 2021-2023,” as the foundation of
the Company's strategic business action plan to build a modern

organization to strengthen society. Responsible Business Conduct
2021-2023 consists of seven pillars of operations:

07
04

Employee
wellbeing and safety
in the workplace

Supply chain
sustainability

06

CO

2

Human rights

05
Environmental
management
and climate change
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PURPOSE

Empowering
societies.
Connecting you
to what matters
most.
Internet connectivity impacts nearly every part of our lives,
and we believe it can help our customers live the life they
truly want. It’s about more than good business;
it’s empowering societies.

Connectivity is the first step towards inclusion. We deliver
affordable, essential connectivity services – opening the
digital door of possibilities to millions. Inclusion is also a top
priority for dtac as an employer, seeing diversity as an
essential ingredient to innovate and grow.
To advance both ourselves and the societies around us, we
also need future-ready skills. The global pandemic has
accelerated the need for digital skills while widening the
digital divide. Thus, dtac led projects to build digital skills for
young people, the elderly and low-income earners, allowing
them to take full advantage of the opportunities offered by
connectivity. Internally, through the 40-hour challenge,
we upskill and reskill thousands of employees every year,
creating value for both the employees and the company.

Online safety and safeguarding customers when they use our
services is at the heart of what we do. We work with our
partners to help make the internet a safer, inclusive space.
We prioritize data privacy and security and are always striving
towards new solutions and services to protect our customers.
We are guided by transparency and accountability in our
operations; and our code of conduct is the platform that
ensures we walk the talk.
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STRATEGY

Our Strategic Action
Plan: Modernizing and
advancing to
empower societies.
Connectivity creates opportunities for people, businesses and societies.
We believe this makes secure, reliable and efficient connectivity a fundamental
need. We also believe that trust in our brand is essential to build deeper and
longer relationships with customers and that great customer experiences must
be personalized, seamless and engaging.
Based on these beliefs, our strategic direction has three main components:

Must-Win
Battle

Customer-centric
challenger

1

Deliver growth through a clear brand
position, strong distribution and focused
customer offerings that fuel the persistent
need for connectivity and related services.

Must-Win
Battle

Value-focused
network
Harness the power of data to
constantly improve our network
where it can have the greatest
impact on our customers.

Must-Win
Battle

Efficiency
Continue to innovate on our core business and be a leader in modernization, from how we run
our networks to the way we engage with customers across touchpoints.

Responsible Business
foundation

2
3

Underpinned by our commitment to responsible business,
these three must-win battles ensure dtac will never stop
advancing and exploring new opportunities and solutions –
with the added confidence that we can deliver on our
purpose for decades to come.

COMPANY OVERVIEW

BUSINESS AND PERFORMANCE

CORPORATE GOVERNANCE

FINANCIAL STATEMENTS

ATTACHMENTS

Total Access Communication PLC. I ONE REPORT 2021

14

COMPANY OVERVIEW

BUSINESS AND PERFORMANCE

CORPORATE GOVERNANCE

FINANCIAL STATEMENTS

ATTACHMENTS

Total Access Communication PLC. I ONE REPORT 2021

BOARD OF DIRECTORS
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3.

Chair of the Board of Directors
2.

Mr. Joergen Christian Arentz Rostrup
Vice Chair of the Board of Directors

Mrs. Kamonwan Wipulakorn

5.

6.
Independent Director

7.

Independent Director

Independent Director
4.

Mrs. Chananyarak Phetcharat

Mrs. Tone Ripel
Director

Mr. Rakesh Jain

9.

Director
8.

Mrs. Pratana Mongkolkul
Independent Director

Mr. Haakon Bruaset Kjoel
Director

10.

Mr. Thomas Alexander Thyholdt
Director

15

COMPANY OVERVIEW

BUSINESS AND PERFORMANCE

CORPORATE GOVERNANCE

FINANCIAL STATEMENTS

ATTACHMENTS

Total Access Communication PLC. I ONE REPORT 2021

EXECUTIVES
EXECUTIVE MANAGEMENT
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Mr. Sharad Mehrotra

3.

Mr. Nakul Sehgal

5.

Mr. Prathet Tankuranun

7.

Mr. How Lih Ren

6.

Miss Tipayarat Kaewsringarm

8.

Miss Nardrerdee Arj-Harnwongse

Chief Financial Officer
2.

Mr. Lars Marcus Adaktusson

4.

Mr.Sadat Ibne Zaman
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