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President’s Message
Bangkok Dusit Medical Services PLC operates comprehensive
healthcare services covering private hospitals and other related
businesses in Thailand and abroad with the vision to become the
innovative leader in excellent health care services accredited
under international standards. Along with our talented professionals, BDMS is devoted to creating values and ensuring utmost
customer satisfaction following corporate governance and sustainable development, including the society, community and
environment.

Heading towards sustainable development, BDMS sets out
the scope of operations related to sustainability and appoints
the Boards of Executives at the organizational level to
enhance sustainable development by assessing risks that
may occur in the present and the future in all aspects.
Moreover, BDMS fosters collaboration during the COVID-19
pandemic by establishing field hospitals equipped with
innovation for telemedicine. As a consequence, BDMS is
listed on Thailand Sustainability Investment (THSI) and
selected as a member of the SET THSI Index (SETTHSI) for
the 2 consecutive years by the Stock Exchange of Thailand.
In addition, BDMS joins as a member of the Dow Jones
Sustainability Index (DJSI) by S&P Global for the first year.
Currently, BDMS generates more than 75,718 million Baht
with more than 30,857employees in total covering 53
subsidiary hospitals and other healthcare businesses. The
patient capacity is approximately 6,391 beds, consisting of
1.4 inpatients and 9.6 outpatients per year. In reverence of
the quality and safety, the hospitals are certified by local
and international standards. The information structure also
complies with the Personal Data Protection Act (B.E. 2562)
2019. In addition, BDMS integrates innovation in collaboration
with Startup companies and hospital networks to achieve
Smart Hospital following the innovation framework and BDMS
Award 2021 in the Patient Experience and Novelty Health
section.
According to BDMS Earth Healthcare Policy, BDMS organizes
training and projects to ensure resource maximization. BDMS
also participates in Care the Bear campaign, held consecutively
by the Stock Exchange of Thailand, to reduce climate change
impact and supports innovative cultures for the environment
through BDMS Award in the Earth Healthcare section. In
2

addition, the pilot projects are implemented to evaluate the
carbon emission in accordance with the regulations and
ensure concrete solutions to climate change from 2022
onwards.
In the social aspect, BDMS fosters initiatives of healthcare
services to those vulnerable and underprivileged while
organizing the training to improve the health and wellbeing
of the communities. Besides, BDMS distributes vaccination
for COVID-19 and launches commercial initiatives for all
stakeholders to engage in helping society through corporate
businesses. As for human capital development, BDMS
provides training with online methods in line with the social
distancing principles. With regards to occupational health
and safety, BDMS assesses the risks, sets out the measures
in all business operations and continues projects related to
the development of the employee’s well-being while
monitoring levels of employee engagement.
Ultimately, BDMS strives to collaborate for and communicate
sustainability performance with the determination to become
the leader in healthcare services to ensure wellbeing while
adopting sustainability. BDMS would like to thank all
stakeholders, shareholders, customers, medical professionals,
employees, and all relevant parties for their support and
collaboration in the light of sustainable corporate growth
together with society.

Miss Poramaporn Prasartttong – Osoth, M.D.
President
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Vision
Bangkok Dusit Medical Services Public Company
Limited’s vision is to become a leading tertiary
healthcare service provider in Thailand. With
the determination to treat the patients with
high international standards together with cutting-edge medical technology, BDMS builds a
team of ethical and efficient medical personnel
to provide safe and successful treatment to all
patients.

Bangkok Dusit Medical Services Public Company Limited
has been listing on The Stock Exchange of Thailand
under the symbol “BDMS” and is regarded as a
healthcare service provider including private hospitals
and other healthcare businesses in Thailand and abroad.
BDMS headquarter is located at 2 Soi Soonvijai 7, New
Phetchaburi Road, Bang Kapi, Bangkok 10310 Thailand.
Currently, BDMS manages 53 hospitals in Thailand and
Cambodia and operates one-stop healthcare services
certified by international quality standards. The services
are inclusive of preventive healthcare, treatment and
rehabilitation programs for both Thai and foreign
customers.
BDMS has established the BDMS Center of Excellence
of the subsidiary hospitals to enhance the efficiency of
the medical services in all aspects. The Hospital
integrated the patient care management from worldclass leading medical institutions into the current model
while setting the guidelines following BDMS international
standards.

https://www.bangkokhospital.com/
about-us/vision-mission

The Centers of Excellence is a collaborative network in
the regions where the tertiary hospitals (Hub) receive
severe cases which exceed the capability of the
subsidiary hospitals (Spoke). This model can ensure the
utmost and mutual benefits on the resources and
medical personnel management.
Besides, BDMS operates other healthcare-related
businesses such as medical laboratory, manufacturing
of medicine and saline, pharmacy and medical supply
store.

1
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BDMS Network

2,3

Bangkok Hospital

Samitivej Hospital

BNH Hospital

Medical Hub of Asia Pacific, Moving
towards Smart Healthcare

Thailand’s leading hospital in
comprehensive medical care,
cutting-edge technology and
supportive infrastructure.

Your Trustworthy Lifetime Healthcare
Companion

Phyathai Hospital

Paolo Hospital

Royal Bangkok Hospital

Becomes a leader who creates a good
health for the potential of patient
well-being

Thailand’s leading hospital in
providing the best treatment
experience to the patients with
outstanding results and innovation

A hospital group providing healthcare
services in Thailand and abroad

BDMS Wellness Clinic

Chiva Transitional Care Hospital

Emphasizing preventive care, rehabilitation and
promoting a long, healthy and fulfilling life

A care facility specializes in rehabilitation services for
post-operative and elderly patients

Healthcare-related Businesses

Manufacturing and distribution of saline, medicine and medical supplies as well as medical laboratories, air ambulance
and other services

2

GRI 2-1
See further details of BDMS businesses at www.bdms.co.th/sustainability; and BDMS Annual Report at https://investor.bangkokhospital.com/en/downloads/annual-report
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Business Member and Association

4

BDMS becomes a member of business associations and organizations as a healthcare service provider and a company
listed on The Stock Exchange of Thailand. Examples of the business associations are The Stock Exchange of Thailand,
The Securities and Exchange Commission, The Thai Institute of Directors Association (IOD) and The Private Hospital
Association and Medical Association of Thailand.

BDMS Business Strategy

5,6

BDMS’s business strategy focuses on increasing customers by applying reasonable medical fees, enhancing efficiency
in patient transfer and increasing the capability in being the Centers of Excellence. BDMS determines to expand
customer base from insurance and contracts while increasing occupancy rate and medical equipment. Moreover,
BDMS collaborates with international companies in becoming Smart Virtual Hospital and supports innovations such
as health applications. Concerning sustainability, BDMS emphasizes quality and safety standards, good corporate
governance and responsibilities towards the society and environment. With such determination, BDMS constantly
receives awards in the related field.

BDMS Vision

GROWING
REVENUE

INNOVATION

INCREASING
UTILIZATION

OPERATIONAL
EFFICIENCY
& CAPEX
OPTIMIZATION

SUSTAINABILITY
DEVELOPMENT

Operational Excellence
& Assured Quality

Risk Management

Governance & Etical Conducts

Human Capital Optimization

4

GRI 2-28
GRI 2-22
See further business strategy & awards at www.bdms.co.th/sustainability ; or in BDMS Annual Report at https://investor.bangkokhospital.com/en/downloads/annual-report
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BDMS Performance Statistics

7,8

Description
Number of Hospitals

Unit
Hospitals

2561

2562

2563

2564

46

48

49

53

Total Revenues

Baht

78,362,601,612

91,402,136,673

71,491,580,937

75,718,538,154

Total Operating Income9

Baht

78,288,254,198

83,773,836,160

69,057,135,111

75,713,963,386

Total Assets

Baht

Total Liabilities

Baht

60,060,678,617

46,480,113,870

44,587,551,883

40,688,686,254

Total Equity

Baht

73,438,072,319

87,181,623,149

91,462,699,360

87,764,932,176

Total Operating Expense

Baht

66,499,927,027

71,723,285,485

60,532,078,612

64,490,582,673

Total Employee Related Expenses Salaries & Benefits

Baht

18,766,889,888

20,704,037,868

16,896,237,619

18,173,186,214

Human Capital Return on Investment
- HCROI10

-

1.63

1.95

1.65

1.62

7

133,498,750,936 133,661,737,019 136,050,251,243 128,453,618,430

GRI 201-1
See further details of BDMS performance in BDMS Annual Report 2021 at https://investor.bangkokhospital.com/en/downloads/annual-report
Total Operating Income = hospital revenue + from sales of goods + other income
10
Calculated by HCROI = Total Revenues – (Total Operating Expense - Total Employee Related Expenses) /Total Employee Related Expenses
8
9
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BDMS Value Chain

11

BDMS Value Chain - Process of Value Delivery

Screening

Admission

Continuity of Care

Patient screening is an effective way
to determine the hospital’s
capability considering existing
resources and prioritize emergency
patients.

The admission process consists of
patient management and hospital
services - outpatient registration,
inpatient admission according to the
criteria and prioritizing healthcare
needs for inpatients. The process
also includes communication of
ward guidelines, treatment and a
hospital fee to the patients and their
families.

BDMS ensures the continuity of care
by certified doctors, nurses and
other medical specialists throughout
the service process such as
emergency assistance, inpatient
admission, diagnosis, treatment,
outpatient treatment and other
services deemed appropriate to the
patients.

Transfer of Patients

Transportation

Transfer of patients must be safe
and align with the acceptance and
capability of the receiving hospitals
that will continue the treatment.
The patient data must also be
systematically recorded.

Patient transportation must comply
with the quality and safety standards
as stated in the rules and regulations
of patient transportation.

Discharge, Referral, and
Follow-Up

BDMS collaborates with medical
personnel and external sectors on
referral or completion of treatment
depending on the patient’s
conditions. The treatment summary
must be presented to the patients
at the end of treatment. Moreover,
health monitoring guidelines must
be well communicated to the
patients, while maintaining complex
medical records for the related
medical personnel in case of
treatment for outpatients. The
hospital must also inform the
guidelines for continuous patient
care to the patients and families as
necessary as well as manage and
follow up patients who refuse
medical advice or flee from the
hospital.

11

GRI 2-6
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About This Report

12

Bangkok Dusit Medical Services PLC (BDMS) has published the Sustainability Report for 9 consecutive years following
the Global Reporting Initiative Standards (GRI Standards). The report information was from January 1 to December
31, 2021; continuing from the previous Sustainability Report Volume. 8 (published on March 8, 2021). The objective
is to update the progress of sustainability performance covering the economic, social, environmental and corporate
governance aspects. Moreover, BDMS aims to communicate the aspiration towards being the leader in healthcare
service excellence accredited under international standards while ensuring utmost customer satisfaction and response
to the expectations of all stakeholders.
Sustainability Performance Statistics Coverage
13,14,15,16

Hospital

Economic

Environment

Human
Capital

Occupational
Health

CSR

Bangkok Hospital Headquarter (BHQ)17
Bangkok Hospital Huahin (BHN)
Bangkok Hospital Sanamchan (BSN)
Thepakorn Hospital (TPK)
Bangkok Hospital Phetchaburi (BPR)
Bangkok Hospital Muangraj (BMR)
Samitivej Sukhumvit Hospital (SVH)
Samitivej Srinakarin Hospital (SNH)
Samitivej Sriracha Hospital (SSH)
Samitivej Sriracha Hospital (STH)
Samitivej Chonburi Hospital (SCH)
Samitivej Chinatown Hospital (SCT)
BNH Hospital (BNH)
Bangkok Hospital Pattaya (BPH)
Bangkok Hospital Rayong (BRH)
Bangkok Hospital Chanthaburi (BCH)
Bangkok Hospital Trat (BTH)
Sri Rayong Hospital (SRH)
11

GRI 2-3
GRI 2-2, GRI 2-4
13
See detaled scope of reporting in each chapter. BDMS will extend the reporting coverage to all operational area in the future. See details of BDMS group’s subsidiaries in
BDMS Annual Report at https://investor.bangkokhospital.com/en/downloads/annual-report
14
Reporting sustainability performance in economic & human resources covered all BDMS operations included healthcare & related businesses.
12
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Sustainability Performance Statistics Coverage
Hospital

Economic

Environment

Human
Capital

Occupational
Health

CSR

100

77.81

100

77.81

86.37

Jomtien Hospital (JTH)
Bangkok Hospital Chiangmai (BCM)
Bangkok Hospital Ratchasima (BKH)
Bangkok Hospital Pakchong (BHP)
Bangkok Hospital Udon (BUD)
Bangkok Hospital Phitsanulok (BPL)
Bangkok Hospital Khon Kaen (BKN)
Bangkok Hospital Chiangrai (BCR)
Phyathai 1 Hospital (PT1)
Phyathai 2 Hospital (PT2)
Phyathai 3 Hospital (PT3)
Phyathai Hospital Sriracha (PTS)
Phyathai Hospital Nawamin (PTN)
Paolo Hospital Phaholyothin (PLP)
Paolo Hospital Samutprakarn (PLS)
Paolo Hospital Chokchai 4 (PLC)
Paolo Hospital Rangsit (PLR)
Paolo Hospital Kaset (PLK)
Paolo Hospital Phrapradaeng (PLD)
Bangkok Hospital Phuket (BPK)
Bangkok Hospital Siriroj (BSI)
Dibuk Hospital (DBK)
Bangkok Hospital Hat Yai (BHH)
Bangkok Hospital Samui (BSH)
Bangkok Hospital Surat (BSR)
% per Total Hospital Revenue18

18

Only Hospitals In Thailand
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BDMS Corporate Governance
BDMS Corporate Governance

1,2

BDMS corporate governance structure consists
of Board of Directors and 5 subcommittees Executive Committee, Risk Management Committee, Audit Committee, Nomination and Compensation Committee, and Corporate Governance
Committee. Their responsibilities are to set an
effective and verifiable policy, internal control
measures and guidelines in accordance with international standards while ensuring compliance
to the policy and constant performance evaluation.
The President is responsible for ensuring that the operations
and corporate governance comply with the internal control
measures and corporate governance guidelines. In addition,
the President is in charge of communicating the policy and
assigning the operational and corporate governance
guidelines through the senior executives who will then
communicate the guidelines to the executives and
employees of all levels

Corporate BDMS Committee

3

The President approves the establishment of Corporate BDMS Committee who is responsible for putting into effect
and aligning the corporate policy and management as well as reporting the performance to the President, Subcommittees
and Boards of Directors respectively.

1

Enterprise Risk Management
Committee

Standardization & Compliance
Committee

Sustainability Development
Committee

Manage risk appetite

Set the guidelines in accordance
with the hospital’s quality
standards

Develop the strategy on
sustainability by integrating
technology and innovation

GRI 2-9
See further BDMS corporate governance structure, corporate governance practices, and corporate governance performance
in BDMS Annual Report at https://investor.bangkokhospital.com/en/downloads/annual-report
3
See responsibilities of each Corporate BDMS Committee in relevant chapter
2
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Code of Conduct
BDMS Code of Conduct
Employee Code of Conduct

1,2

BDMS operates on a foundation of sustainability following the medical ethics and responsibility toward society, the
community and the environment. The related policies are enforced with transparency, while the reporting channels
are accessible for those with inquiries or complaints about violations of the policies. In addition, the BDMS sets out
the Code of Discipline in case of violation, avoidance, defiance or negligence of corporate regulations, rules, measures
and orders from management and employees at the management or professional level. Breaches to the Code of
Discipline of any kind will result in disciplinary actions depending on the management’s discretion, such as verbal
or written warning, unpaid suspension (no more than 7 days), withholding of bonus, suspension of increment and
termination of employment.

Employee Policies” Training
The central Human Resources Department is responsible for the “Employee Policies” training for executives and
employees of all levels. With an objective to create a corporate culture for good governance, the training emphasizes
the environment, corporate governance and supervision of inside information usage. Managers and department heads
must attend the Mandatory Training covering good corporate governance on management while all employees must
join the “Employee Policies” training. The course outline consists of the following policies

Fraud Prevention and
Anti-Corruption Policy

Supervision of Inside
Information Usage and
Corporate Information
Disclosure Policy

Policy and Guidelines
on Human Rights

Policy on Non-Infringement
of intellectual Property Rights
and Copyrights

BDMS also highlight and pay high
attention on prevention and anticorruption in business through
trainings; such as on-boarding
orientation and regular trainings, as
well as online communication of
knowledge materials. BDMS hospitals
and subsidiary companies are
required to communication such
knowledge internally. Moreover, the
resolved corruption case will be
communicated through training
material for employee’s
acknowledgement and prevent
repetition of the case in the future.
The performance indicator is also set
up to ensure awareness of the
corporate-wide employee and
enforced to the executives’ KPIs on
an annual basis.

1

See further details of policies and regulations related to the business Code of Conduct at https://investor.bangkokhospital.com/th/corporate-governance and in BDMS Annual Report
at https://investor.bangkokhospital.com/th/downloads/annual-report
See further BDMS employee Code of Conduct at https://investor.bangkokhospital.com/storage/downloads/corporate-governance/20140617-bgh-code-of-conduct2014-en.pdf

2
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Doctor’s Code of Conduct
The Medical Affairs Office ensures that the doctors and dentists of BDMS subsidiaries comply with the Medical
Council Regulations on Medical Ethics Preservation, B.E. 2549 (2006) and BDMS Code of Conduct by enforcing BDMS
Medical & Dental Staff Bylaws. The regulations state all related and necessary details e.g. qualification and type of
Medical Affairs Office member; appointment and extension; clinical service; appointment and responsibility of the
Committee; inspection and performance evaluation of the doctors and dentists; data confidentiality; and behaviors.
More over, BDMS monitors the efficiency of medical ethics and doctor’s behavior through online reports and
complaints. In case of a breach of medical ethics, fact finding will determine the consequences whether it is a verbal
warning, probation or termination of employment as respectively referred to the BDMS Bylaws.

Medical Ethics and Code of Behavior Training for Doctors and Dentists
BDMS assigns the medical organization to prepare mandatory courses for the doctors to communicate and ensure their
understanding of the good practices and other details outlined in the BDMS Bylaws via the BDMS MSO Training application.
In 2021, BDMS has set up the BDMS Mandatory Course (7 courses in total) included 1.) BDMS Bylaws, 2.) Code of Behavior,
3.) Doctor Communication; which also include 5 sub-courses.

BDMS Bylaws

Code of Behavior

Doctor Communication

All doctors (100%) must attend the Medical Ethics and Code of Behavior Training through the online channel. This
is to enhance the tracking system and ensure 100% acknowledgment of BDMS Bylaws as well as BDMS-Code of
Behavior. Moreover, such online training could facilitate the training to be more efficient comparing with traditional
training approach, and allow the doctor and dentist to be accessible to the training at all time.

12
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Patient Care Guidelines for Clinical Staff
BDMS implements the Code of Conduct and regulations for clinical staff to ensure their confidence and free thoughts
in the operations. The guidelines also apply to the patients, except in necessary and special cases due to the physical
and mental health of the patients and under the doctor’s discretion after thoroughly consulting the Hospital Director,
the representative or related Head of Department. Examples of details for patient care, patient transfer, discharge and
treatment are as follows:

Admission

Patient Transfer

• Seek consent from professionals before patient
admission.
• Ensure sufficient beds according to the treatment
necessity and convenience.
• Deny admission in case the patient is identified with
diseases, that are life-threatening, unfavorable to
other patients, or any other diseases that affect other
patients’ access to treatment in a regular environment,
according to the treating doctors.  

• Facilitate intra-patient transfer by priority, such as
from the emergency room or the recovery room to
the ward or from the critical unit or obstetric patient
care unit to the ward.
• Allow inter-patient transfer when the patient is
accepted at the receiving hospitals; when the
patient’s condition is stable; when requests by the
patients or the treating doctors; or when necessary
to seek treatment in other facilities due to the
incapability of the origin hospitals.

Patient Discharge

Treatment

• Enable patient discharge after consent of the treating
doctor and when the patient diagnosis is filed.
• Fill “Refusal of Medical Treatment” form with doctors
and nurses as witnesses if the patient wishes to
discharge without consent from the treating doctor.
• Ensure collaboration between the medical
professionals and other employees of the hospital to
facilitate and finalize the patient expense in case the
hospital will take responsibility.
• Notify cause of death promptly by the responsible
doctor in case of death in the hospital and ensure
transfer of deceased in accordance with the
regulations.

• Ensure medical professionals’ responsibilities on
patient treatment, including filling the patient records
and sending the patient report to the following
treating doctor and the relatives of the patients.
• Record treatment details in case of patient transfer.
• Provide treatment to the patient constantly. In case
of unavailability, other doctors must be contacted in
advance for replacement.

BDMS At a Glance & Sustainability Development
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Treatment of Patients with Suicidal Ideation

Prescription

• Communicate necessary information to prevent selfharm in the patients with suicidal ideation and
mitigate danger in other patients.
• Implement dedicated measures to the patients with
suicidal ideation by the medical professionals and
employees of the hospitals, such as assigning a
dedicated treatment area to ensure close monitoring;
encouraging treatment sessions with the psychologist;
ensuring proper treatment records; providing extra
patient care and immediately notifying the responsible
doctor in case of any irregular symptoms.

• Ensure the prescription is clear, concise and completed
in writing and record the date and time of treatment.
Should the handwriting be unclear, the nurses or
pharmacists must contact the doctor prescribing the
medication and shall not proceed until receiving
clarification Immediately revoke the prescription in
case the patient is in the process of undergoing
operations, receiving treatment in the ICU or just being
discharged from ICU. The prescription must be newly
written or printed.

Medication

Consent

• Ensure medication used for the patients is certified
by Food and Drug Administration Thailand. The
medication usage must comply with the conditions.
• Maintain daily patient dose monitoring to avoid
overmedication.
• Suspend all kinds of medication immediately after
the intake of 30 days
• Ensure the doctor is responsible for renewing the
prescription.
• Ensure self-medication intake follows the doctor’s
prescription.
• Ensure intoxicating substances, antidepressants and
sleeping pills is strictly prohibited in the hospital for
doctors and patients. No making of drugs is allowed
in any case.
• Confirm all medication is provided from the Pharmacy
Department of the hospital only.

• Sign the consent form before receiving all treatments,
including additional treatments before the surgery.
Notify the treatment details and procedure to the
patients.
• Ensure no treatment or surgical procedures without
consent from the patients. If the patient is unconscious
or under conditions that prevent them from signing
the consent form, the relatives or legal representative
must be contacted. In case of an emergency resulting
in death, 2 doctors must state the reasons for
immediate treatment in the patient medical records.
• Record the reason for consent deny.
• Accept consent to surgery if the patient reaches the
age of majority, except being legal disability or
insanity.
• Ensure the patient or legal representative sign the
consent form in case of photographic evidence.

14
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Consultation

• Ensure the responsible doctor rights to make a decision related to the severity of the disease and ask questions
or raise concerns to clarify the diagnosis or the treatment. The medical professionals in the organization must
monitor the doctors with special rights in treatment and limit the consultation only when necessary.
• Proceed with the consultation (except in an emergency) when the patient is facing a high-risk situation; when
the diagnosis is unclear; or when complications in treatment arise.
• Retrieve the consultation results from inquiring to patients and record in the file. Sign to certify the diagnosis in
the patient’s file before surgery.
• Submit request for a consultation with the responsible doctor. All concerning information must be disclosed
along with the reasons for consultation. The concerning doctor is responsible for providing a consultant.

BDMS Code of Conduct Reporting Channels & Performance

3

The central Human Resources Management and Human Resources departments of BDMS subsidiaries implement
contact channels for all stakeholders to submit inquiries or reporting concerns in all cases. The reporting channels
are published in the BDMS Code of Conduct and the Whistleblower Policy. Reports can be submitted through letter
or e-mail to concerning departments for further rectification and follow-up.
Code of Conduct Reporting Channels
Post
Send the letter to central Human
Resource Department
Bangkok Dusit Medical Services
Public Co.,Ltd.
2 Soi Soonvijai 7 New Petchburi Rd.
Bangkok 10310 Thailand

Internal channels
e.g. Ampos, PeopleSoft or
online incident report system

Social Media
Which the hospital detects
E-mail
Depending on the type of report

Type of Report

Responsible Personnel

E-mail

Violation of Code of Conduct for
Employees

Highest Ranking in Central Human Resource
Management

ConductEmployee@bdms.co.th

Violation of Code of Conduct for
Executives

• Chairman or;
• Chairman of the Audit Committee or;
• Company Secretary

ConductDirector@bdms.co.th

Violation of Medical Professional
Conduct and Ethics

• Chief Operating Officer or;
• Chief of Medical Affairs or;
• Chief of Doctors

ConductDoctor@bdms.co.th

Accounting Anomalies

Chairman of the Audit Committee

ConductAudit@bdms.co.th

Issues Related to Corporate
Reputation and Image

President

Conduct@bdms.co.th

3

See further management process of Code of Conduct case at www.bdms.co.th/sustainability

BDMS At a Glance & Sustainability Development
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Examples of Ethical Related Task
BDMS set the corporate reporting
channels through the incident
reporting system or social media.
The Hospital Ethics Committee’s
responsibilities toward the reporting
channels are as follows:

Foster learning on ethics and
encourage good behaviors

set up testing on Code of Conduct
and relevant policy knowledge for
corporate-wide employee

Monitor and follow up the
performance related to
corporate ethics of all employees

Review and revise ethical issues
related to medical treatment

Appoint a bi-monthly meeting or
once urgent

Report to the performance to
the Quality Management
Committee

Fact-finding, set up committee in
case of Code of Conduct breach and
penalty

set up testing on Code of Conduct
and relevant policy knowledge for
corporate-wide employee

promote knowledge on Code of
Conduct and policy through
relevant channels

Assign corporate-wide HR
department in case of Code of
Conduct breach to communicate
with employee, promoting
awareness and prevent repetition of
the case
In case of policy breach, the investigation will be carried out within the department and the occurrence will then
be reported to the Ethics Committee for evaluation. If found guilty, the Human Resource Department will issue a
written warning which will be taken into consideration during the annual performance review. The disciplinary actions
are determined based on the intention to wrongdoings whether it is willful or reckless misconduct, consequences
of misconduct, severity, repetition and offering of second chances
In 2021, 3 cases resulted in disciplinary action in the aforementioned hospitals. All were investigated, rectified and
reported on the online incident reporting system for further investigation with related personnel or Ethics Committee.
Thereafter, the results will be concluded for the Human Resource Department to review with the Committee. The
employees will then be called for making the statement. If found guilty, the employees will be informed of the
wrongdoings and the disciplinary actions.
Performance of BDMS Code of Conduct Management

7

cases

concerning BDMS Code of Conduct
malpractice and corruption cases
were reported

4

GRI 2-27

16

100

%

of cases concerning BDMS Code of
Conduct malpractice and
corruption were investigated and
rectified

0

case

4

of violation to laws and regulations
in 2020-2021

Bangkok Dusit Medical Services PCL (BDMS)

Risk and Crisis Management
Risk Management

1,2

BDMS risk management is set following the corporate Risk Management Policy. The Policy comprises risk identification and assessment, guideline establishment and integrated management
throughout all business operations. The risk management performance is reported to the Risk
Management Committee quarterly. In addition, any emerging risks related to the medical service
business in line with global trends, population structure and technologies are assessed.

BDMS Risk Factors
Referring to the risk factor analysis in 2020, BDMS categorized the risks from the business operations with the details
as follows:
Clinical Risk & Quality

Technological Risk

managing the risks to obstetrics and
gynecology as well as surgical patients

reviewing the information security procedure,
website’s security and legal risks related to
the information security

Operational Risk

Regulatory & Legal Risk

maintaining the standards on patient
information management and
communication between the patients, their
families and medical personnel

assessing the online sales of product and
services that fail to register with the
E-Commerce, direct marketing, debt
collection or compliance to the regulations
related to private data or land and building
tax

Human Capital Risk

Hazard Risk

managing the outdated contract, ensuring
clear, correct and verifiable overtime pay
and welfare management

Designing the hospital’s system, fire
protection certified buildings, wastewater
treatment system, infectious waste and
contract management

Financial Risk

Reputation Risk

assessing the financial risks, liquidity,
investment risks and budget

Reputational Risk regarding branding or image
to the public.

1

See further Risk Management policy at https://investor.bangkokhospital.com/storage/downloads/corporate-governance/20180417-bdms-cg-risk-management-en.pdf
See further risk management details in Annual report at https://investor.bangkokhospital.com/en/downloads/annual-report ; and www.bdms.co.th/sustainability

2
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Training to Develop and Promote Risk Culture
BDMS continually set up risk management training in 2021 in form of online
training through B Room Live channel due to COVID-19 pandemic situation.
Such training aimed to communicate and update on patient care regarding
Joint Commission Internation, edition 7; for executives, doctors, and
corporate-wide emplyees.
Especially for risk management department personnel, B Room Live will focus on Sentinel Event management,
Root-cause Analysis Workshop, or BDMS Intermediate leadership Intensive Online for BDMS RM and Head of
Department personnel in order to communicate and develop complaint management skills.
BDMS proceeded such course in order to communicate and develop complaint management and risk management
skills for 167 personnel (95% of target personnel) whom directly engaged with patient coordination and risk
management. The course topics are as follows.

Art of Apology

Negotiation &
Communication Style

Breaking a Very Bad Bad News

How to Deal with Angers

How to Deal with Social Media
Scandal

Interesting Case and Law
Updating

Such course will be continued in 2022 in term of Enhancing BDMS RM Communication Skill which will be conducted
through simulation approach. This will aim for the participant to experience the realistic scenario. The course will
be set up as mandatory course for patient safety coordinator personnel which the complaint incident is expected
to be reduced comparing with the previous year.
BDMS also piloted on BDMS Safe Surgery initiative in 14 network hospitals. The pilot project aimed to communicate
the surgery patient care policy for safety of the patient and compliant with the standards. The initiative focused on
Pre-Operative Conference prior to the operation for high-risk patient with potential adverse side effects. The pilot
hospitals’ performance was 100% communicated on the policy which needed to be continued the practice in 2022.
The extension of such initiative will be proceeded towards all network hospitals which also required to follow the
prescribed practices.
Besides, BDMS also conducted patient’s safety standards knowledge sharing session in 2021 through B room Live
for the total of 415 network medical personnel and executives. The participants were undergone testing (80% of
participants passed the test) and had acknowledged the updated necessary knowledge in line with Joint Commission
Internation, edition 7.
18
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BDMS - Occurrence Reporting
BDMS has established the occurrence reporting system for employees and
related internal and external personnel in case of any risk or incidence in
the operating areas. Any incidents during the business operations must be
immediately reported within 18 hours after the incidence through online or
regular channels for investigation and data analysis on the impact. The
reporting is categorized into clinical and other impacts as follows:

0 1
3 4
SE
Near miss

No Harm

Moderate Adverse Event

Serious Adverse Event

Sentinel Event
SE is the patient safety incident which is not relevant to
the nature of illness or congenital disease which results
in death, utmost greatest serious adverse event, and/or
moderate or serious adverse event.

2
5

Mild Adverse Event

Utmost Greatest
Serious Adverse Event

Different level of occurrence report
results in different impact and
investigation methods. The
occurrence report will be monthly
and quarterly presented to the
executives.

BDMS At a Glance & Sustainability Development
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Crisis Management

3

BDMS sets up the guidelines and assigns responsible personnel for crisis management such as an emergency,
pandemic or natural disaster according to the corporate quality and safety standards. The guidelines are to ascertain
an efficient and systematic response plan to the crisis. BDMS collaborates with the stakeholders to establish the
guidelines for crisis management considering both internal and external factors of the organization and prepares
response plans for all scenarios.

Example of Fire Drill (Code 5) in 2021
In 2021, Bangkok Hospital International and Bangkok Heart Hospital under
Bangkok Hospital headquarter proceeded Fire Drill (Code 5) in line with legal
and practices requirements covering following details.
1

2

Patient Assessment and
Screening

Reporting Code 5 to the
Call Center

for appropriate
transportation approach.

department and initiate
fire alarm signal

3

Transporting patients

(if any) out of the
hazardous area.

4

Closing the door and
window

of the fire source room (if
applicable)

5

6

7

8

Basically extinguish the
fire using fire

Controlling the situation

Support team report to
the Incharge nurse

Task delegation with the
support team

upon arrival

for patient transportation

extinguisher appropriately
(Pull-Unlock-Push-Swing)

and cross-team task
delegating while waiting
for the support team

The situation control and task delegation to the support team included patient check by Incharge nurse, consider
switching off the oxygen tank in the department. Task delegation for the internal personnel for patient transportation
included preparation of the medical record, medical instruments, and flashlight for proper patient transportation;
as well as announcement of the situation to other patients. The result of such fire drill was more than 95%
completeness against prescribed procedure. Communication of the opportunity for improvement was also proceeded
to the relevant departments such as internal announcement channel and instrument, fire alarm system and
instruments quality, and required clearer designated tasks for internal personnel.
4

See further crisis management governance structure, crisis mitigation plan, and crisis monitoring at www.bdms.co.th/sustainability
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Example of Contingency Plan to Cope with Computer
Failure (Code 7) in 2021
In 2021, Bangkok Hospital International under Bangkok Hospital headquarter
conducted Contingency Plan to Cope with Computer Failure (Code 7). Such
plan focused on preparedness of the backup system and practices to sustain
the core business functions under emergency situation as follows.
Call Center
Department

Registration
Department

Outpatient
Department

Announcement through internal
broadcast and massaging to the
relevant personnel

Customer personal identification
confirmation, documentation, and
retrospective registration

Preparedness of documents,
documentation system, backup
system; drugs fee inspection,
documentation, and drug
management process management.

Outpatient Cashier
Department

Inpatient
Department

Inpatient Cashier
Department

Preparedness of the backup system,
services cost, and retrospective
documentation

Preparedness of documents,
documentation system, backup
system; laboratory results, drug
management, and retrospective
documentation

Preparedness of the backup system,
services cost, and retrospective
documentation

Medical Record
Department

IT by Greenline
Synergy

Preparedness of the backup system,
backup headcount, medical record
delivery management, and
retrospective documentation

Tasks delegation of the team,
coordination or communication with
relevant personnel, progress
reporting, testing of the backup
system and system preparedness
upon backup completion

As a result, the Contingency
Plan to Cope with Computer
Failure was succeeded at more
than 93.10% against prescribed
procedure, and the opportunity
for improvement was
communicated to the relevant
departments for future
improvement.

Crisis Management Performance in 2021

100

%

of crisis management plan testing compared with
the target of no less than 90%

100

%

of After Action Review (AAR) to follow up
compared with the target of 100%
BDMS At a Glance & Sustainability Development
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BDMS Contribution to COVID-19
BDMS Contribution
to COVID-19
1

Since 2020, COVID-19 has affected the business operations of
existing and upcoming BDMS registered companies. As a result,
BDMS intended to learn and establish countermeasures to manage the impact resulting from the pandemic. BDMS strives to
display its efficiency and immediate response to reduce the impact
from the pandemic, assists the stakeholders and sets out a recovery plan to restore normal operations as soon as possible.
The pandemic severely and globally affects the health, economy
and society. Healthcare services must adapt their roles following
the situation to ensure good health, prevent infection and implement integrated patient treatment inside and outside the hospitals. BDMS network hospitals join hands in assisting society and
those residing in Thailand according to the Policy outlined by the
Ministry of Public Health.

Service Adaptation during COVID-19

Separate the service areas for
inpatients in the cohort ward and
the Intensive Care Unit.

Ensure relative negative pressure
rooms in the cohort ward for the
safety of the patients and staff.

Establish patient flow by categorizing
regular and emergency patients.

Ensure the cohort ward is fully
equipped with medical equipment
and more than 54 beds in case of
high COVID-19.

Adapt hotels into hospitels to
accommodate green COVID-19
patients while integrating the care
from medical with nonmedical staff
to ensure safe patient care.

Increase the Mitosis ICU Model beds
in the Intensive Care Unit to
accommodate yellow and amber
COVID-19 patients before transferring
to the Intensive Care Unit to reduce
death rates and the need for
intubation.

Launch the field Intensive Care Unit
to accommodate patients
transferred from the field hospitals
for treatment and safe discharge.

Adjust the procedure for critical patient transfer to the hospital by ensuring
staff wearing PPE during the transfer and disinfecting the ambulance
according to the standards. Install isolation chamber in the helicopter or
aircraft to enhance the safety of the patients and the staff.

1

See further COVID-19 response approaches of BDMS at www.bdms.co.th/sustainability
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BDMS Field Hospital at Dhupateme Royal Thai Air Force Sports Stadium
BDMS, together with the Air Force Army, established BDMS field hospital at
Dhupateme Royal Thai Air Force Sports Stadium to accommodate patients
from the severe spread of the pandemic, resulting in a shortage of beds and
increasing death rates. The hospital can accommodate up to 100 beds for
the yellow COVID-19 patients in Bangkok and surrounding cities to receive
treatment similar to the regular hospitals. The facility is equipped with a
relative negative pressure system and ensures a one-way workflow to reduce
the risk of infection.
At the field hospital, vital medical supplies are readily available such as high
flow oxygen devices, ventilators, monitoring devices for patients with extra
care, CCTV, robots to deliver food and medicine. Telehealth also enhances
communication between the doctors and patients during and after the
treatment for safe discharge, reflecting innovative patient care adapted to
the current situation. Moreover, other technology and innovations used are
high-speed internets to share the on-time vital signs and the establishment
of field Intense Care Units to enhance patient care.
After 44 days of operation, 198 of 230 patients are discharged, while 32 are
transferred to the hospitals. Referring to the follow-up report, all patients
are safe. The field hospital is now passed on to the Royal Thai Air Force for
the future benefit of the people.

Health Promotion and Coordination during COVID-19

Provide swab test screening for
patients to raise awareness on
COVID-19 prevention and
surveillance.

Appoint COVID Center to
inform the patient of the
COVID-19 positive results,
coordinate patient transfer to
the hospitals and answer
inquiries related to COVID-19.

Boost the immune system of
the staff and the people by
setting vaccination points
inside and outside the
hospitals such as Siam Paragon
and other schools for 6
months.

BDMS At a Glance & Sustainability Development
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Medical Staff Development
for COVID-19
The nurse organization develops
staff to support the medical services
according to the Policy of the
Ministry of Public Health and the
organization. Examples of
improvements are as follows:

Implement job rotation to assist
each department in case of an
emergency. The results are highly
satisfying as staff are more
consolidated and help enhance the
pride of the nurse organization.

Promote strict guidelines for new
normal in daily life or during work to
prevent the spread of infection to
the surroundings. Set an example for
the others in infection prevention
for the medical staff while attending
to the patients.

Organize training while encouraging
the nurses in special fields and in
the headquarters to attend the
training to gain more knowledge.
Assign clinical nurse educator as a
mentor to arrange online theoretical
and practical training in the short
term and during the daily operations.
40 participants joined with excellent
feedback after the training and were
safe from infection.

Improve the work process for the
nurses to be faster, easier and less
complex with the help of nurse
informatics to develop the IT system.
Reduce touch points in paperwork
to ensure safe handling of
documents to the patients. Examples
of the system are BDMS Field
Documentation, Tool Education,
check list on Google Form and MS
Teams.

Develop the learning ability and
enhance skills related to training in
new normal in compliance with the
current situation and maintain
patient care.

Performance of Contribution to COVID-19
Max Capacity in Cohort Wards
Approximately

3,000

Max Capacity in Hospitel
Approximately

6,000

Beds

Screening Capacity
Approximately

10,000
3

Cases per Day

Currently delivered to the Royal Thai Air Force for public benefits
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Max Capacity in Field Hospital
Approximately

100

Beds

COVID-19 Vaccination Service
More than

4

Million Doses

Beds3
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Supply Chain Sustainability
Supply Chain Sustainability

1

As a leader in medical care and a supporter of the government’s
policy on transforming Thailand into a medical hub, BDMS sets
a supply chain management for a safe product and service delivery to the customers. BDMS enforces a procurement policy and
sustainability risk management throughout the supply chain. This
is to ensure procurement process transparency following international standards and regulations related to product and service
quality. As a result, BDMS is able to prevent environmental and
societal risks while effectively build customer relationships.

Product and Service Procurement
BDMS subsidiary company called National Healthcare Systems Co., Ltd. (N
Health)2 and the Procurement Department of the Hospital are responsible
for the procurement of medical and non-medical products and services for
BDMS group businesses and other supporting businesses, particularly
necessary supplies for COVID-19.

N Health Supplier Products and Services

3

Medicine

Medical Supply

Medical Equipment

General Supply

IT

Service

Construction

COVID-19 Related

1

GRI 2-6
See further information at https://www.nhealth-asia.com
3
No changes to the type of products and services from the suppliers, structure and supply chain management to the BDMS group in 2020
2

BDMS At a Glance & Sustainability Development
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Procurement Policy and Supplier Code of Conduct

4

N Health and the Procurement Department of the subsidiary hospitals are in charge of procurement following the
procurement policy and inform all suppliers of the Supplier Code of Conduct. This aims to ensure support and
collaboration with the suppliers in accordance with the sustainable procurement process throughout the supply
chain.

Sustainable Supply Chain Management

5,6

BDMS devises a strategy and guidelines for sustainable supply chain management with BDMS suppliers covering the
Approved Vendor List and sustainability risk assessment, especially for the critical suppliers identified and included
in the performance development plan to ensure sustainability throughout the supply chain.

Collaborative Projects for Sustainable Development
Sustainable Supply Chain Development Training
N Health collaborates with BDMS in organizing online training called
“N Health Towards Sustainable Healthcare Supply Chain” to communicate
the sustainable procurement guidelines to all 334 suppliers. The courses
cover sustainable procurement in all aspects, including governance,
environment, labor guidelines and occupational safety and health. The
evaluation process is as well stated according to the Supplier Code of
Conduct.

4

See further Supplier Code of Conduct at http://partnership.nhealth-asia.com/Home/DownloadSupplierCodeConduct?lang=EN
See further Supply Chain Management Strategy, Critical Supplier, and Sustainability criteria for supplier evaluation at www.bdms.co.th/sustainability
6
BDMS initiated supplier sustainability assessment especially for new supplier and critical suppliers in 2020 with coverage extension from 2021 onwards)
5
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Easy ECO – Reusable PPE
N Health, together with the external private sectors, launch an innovative project to environmental challenges
called “Easy Eco” to recycle Polyethylene Terephthalate (PET) from plastic waste into Personal Protective Equipment
(PPE). The objective is to ascertain practical PPE suits sufficient for use during COVID-19. The project is in accordance
with the governmental policy encouraging eco-friendly products and services and supporting the collaboration
between the business sectors and the communities to continue business operations that favor the environment.
In addition, Easy ECO provides training for the employees
and the surrounding communities regarding the effects
of increasing waste and the benefits of waste sorting for
recycling. All participants are welcome to donate PET
bottles for PPE production.
The performance from May to October 2021, the project
accumulated up to 36,000 plastic bottles or 800
kilograms from country-wide, which can be transformed
into 2,000 PPE suits. The PPE suits are then distributed
to the medical staff to prevent infection of COVID-19.
Moreover, the project encourages manufacturing
efficiency and intellectual property rights while lessening
the impact on society and the environment. Transforming
plastic bottles into PPE suits can help reduce plastic
waste, save cost in PPE production and promote ecofriendly products.

BDMS At a Glance & Sustainability Development
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Network laboratories Proactive Risk Management Digital Quality Dashboard” - Westgard Sigma Verification of Performance Program
N Health implements a new initiative to improve the quality standards of the laboratories called “Westgard Sigma
Verification of Performance Program” in collaboration with Abbott Laboratories Company Limited. The determinations
are to create values and build trust in the services while ensuring the utmost efficiency for the customers. The Six
Sigma tools with principles related to DMAIC (Define, Measure, Analyze, Improve and Control) assist in constant
improvement in the manufacturing process while decreasing errors or production waste.
The project is an interactive workshop for staff working in
the laboratories. The quality control staff in the laboratories
must participate as the “Westgard Quality Manager” to
systematically monitor the performance.
Moreover, this could support the collaboration between
laboratory head and quality management team of more
than 60 branches of N Health network and Abbott
Laboratories Limited company; with an aim to add value
and gain trust from delivering the most customer value
from collaborative laboratory services.
This initiative can reduce errors from laboratory operational
process through uplifting from 4 Sigma (Defect Rate 99.4%
or 6,210 PPM) to 6 Sigma (Defect rate 99.9997% or 3,4
PPM) according to the 3 piloted sites namely Bangkok
Hospital Headquarter, Phyathai 2 Hospital, and N Health
Headquarter which were certified in 2021. The initiative
extension is planned to 6 sites in 2022 to a total of 9 sites.
The participants were approximately 50 medical
technologists. The certified sites also took roles in
experience sharing to the other sites in each regions as a
showcase of best practices to be implemented countrywide.
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Proactive Risk Management in Laboratories with Digital Quality Dashboard
N Health initiates a project with Abbott related to the quality standards
in laboratories to monitor quality control at the network level and
ascertain utmost efficiency by designing an application called “Digital
Quality Dashboard.” Abbott The application can track and evaluate
the quality in all laboratories by connecting the quality database of
each laboratory with the application. The quality manager of the
laboratory can track the quality control in the laboratory online,
including the daily quality control in samples, check the status of the
equipment and report the results instantly without a physical visit to
the laboratory. In case the laboratory fails to achieve the target, the
application will alert N Health, who will communicate the issues
through online channel of the quality control network and ask the
responsible personnel to assess and provide immediate rectification.
Results of the proactive risk management in Laboratories
with Digital Quality dashboard

Zero Occurrence regarding IQC
Not Passed

zero error incident regarding
uncontrollable sample against
target

Digitalization-Anywhere Anytime

the performance can be online
monitored through Digital Quality
Dashboard

Efficient Trouble Shooting

Trouble shooting can be
monitored promptly for day-to-day
analytical services

Reduce Internal Quality Control Time

Awareness Promotion

Laboratory Quality team can real-time monitor the
performance including daily sample quality control
and instrumental preparedness without showing up at
the site

Promote awareness of laboratory personnel and focus
on laboratory control efficiency

The project encourages the staff in the laboratory to be aware of quality control and immediately and effectively
rectify the issues. It ensures the readiness in the daily services and accuracy of the report, which leads to proper
treatment. The project received an award at the 10th Thailand LA forum 2021 by the Medical Technology Council
in 2021.
BDMS At a Glance & Sustainability Development
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Supply Chain Management Performance
Supply Chain Management Performance in 2021
Total

5,535

7

20,041.43
of total value

Tier 1 Supplier

million Baht

for product and service procurement.

for all product and service procurement.

5,355
Suppliers or 100%
of suppliers covered and
acknowledged
the Supplier Code of Conduct.

217 New Suppliers
were registered on the
Approved Vendor List
according to the
prescribed criteria

674 Suppliers or 12.6%

of suppliers signed the Code of
Conduct (per total tier 1 supplier)

100%

Approved new suppliers
passed the sustainability
criteria in quality,
environmental, and
occupational health
aspects.8

1,304 Tier 1 Supplier or 88%

undergone the evaluation on sustainability criteria in the
past 3 years (compared with the target of 80%)
and 55 tier 1 suppliers were identified with high
sustainable risks.

100

%

of Critical supplier10 and
sustainability high-risk11
have been assessed and monitored
sustainability performance
annually12,13

7

334 Suppliers or 6.24%

of suppliers receives training on the
Supplier Code of Conduct compared
with all suppliers.

483

Total
Critical
Tier 1 Supplier or 82%

compared with
the total value for all
product and service
procurement.

129

Total
Critical
Non-tier 1 Supplier
9

81 Critical Non-tier 1 Supplier or 100%

undergone the evaluation on sustainability criteria in the
past 3 years (compared with the target of 80)
and 1 critical non-tier 1 suppliers were identified with high
sustainable risks.

100

%

of suppliers with high sustainable
risks devise a plan or
countermeasures to manage the
identified risks (compared with all
suppliers identified with high
sustainable risks).

65

%

of suppliers with high sustainable
risks displays improvement in the
past 12 months
(compared with all suppliers devising
a plan or countermeasures to
manage the risks).

Coverage only supplier in Thailand and BDMS will extend the coverage of supply chain analysis to be complete in the future
GRI 308-1, GRI 414-1
Coverage only non-tier 1 suppliers which delivered product and service to identified critical tier 1 supplier
10
Covered tier 1 supplier and Non-tier 1 supplier
11
covered all supplier
12
Onsite sustainability assessment was not available due to COVID-19 situation. However, such assessment is also under consideration of proper practices and will be proceed in
the future
13
BDMS initiated supplier assessment in 2020 on an annual basis. The frequency of the assessment will be revised in the future such as; at least one time per 3 years for low risk
supplier.
8
9
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BDMS Sustainability Development

Sustainability
Vision of BDMS
A Leading Healthcare Services
provider that Promotes
Well-being Delivered through
Sustainable Business

BDMS Sustainability Development Policy

1

BDMS has established a Sustainability Development
Policy to set out the organizational management
guidelines in accordance with sustainability. This aims
to ensure cooperation with all stakeholders, maintain
the balance and control the economic, social and
environmental impact. The Policy as well indicates the
responsibilities of the Board of Directors and the
employees at the operational and management level
to drive the organization.

BDMS Sustainability Development Practices

Stakeholder
Engagement throughout
Value Chain

Identification and
Assessment of
Sustainability Material
Topics

Response and
Management of
Sustainability Material
Topics

Public Communication
on Sustainability
Performance

1

See further BDMS Sustainability Development at https://investor.bangkokhospital.com/storage/downloads/corporate-governance/20200409-bdms-sustainability-developmentpolicy-th.pdf
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Stakeholder Engagement

2,3,4

To ensure completeness throughout the value chain, BDMS reviews the current stakeholders’ list against those of
international healthcare organizations. Stakeholders are categorized into major groups including high-priority and
others. Categorization criteria are based on the level of dependence, the impact from business activities, and
influence on the business. The details on the stakeholder engagement are as follows:
Major
Stakeholders

Patient &
Customers

Employee, Doctor
& Dentist

2

Stakeholder Engagement
Process

Suggestion / Expectation /
Concern

BDMS Response Process

• Contact Call Center 1719
• Prepare service satisfaction
surveys to ensure the
direct response to
demands
• Online communication
channels and application
such as Facebook,
Instagram, Twitter, Line
official - Bangkok Hospital

• Satisfaction towards the
high-quality services
• Privacy security
• Communication channels to
facilitate the customers

• Assign the customer service
department
• Provide complimentary health
training
• Establish projects to improve
customer satisfaction
• Improve employees’ capabilities
in service provision and language
to create impressive service
• Establishment of Information
Security system and customer
privacy

• Perform the engagement
survey of all staff once a
year
• Organize the monthly Staff
Meet CEO
• Create Line group and
communicate through the
applications of the
organization
• Appoint the Welfare
Committee as employee
representatives
• Constantly carry out focus
group discussion for
doctors and dentists
• Arrange online treatment
channels such as TeleMedicine and Teleconsultation
• Establishment of
information media for
BDMS doctor and dentist
to acknowledge on such
information or updates

• Acknowledge and understand
the employee needs through
the contact channels
• Acknowledge feedback,
demands and suggestions
• Publish crucial organizational
information to all employees
• Improve capabilities and
promote learning
• Enhance employee engagement
• Support a culture of
compliments and
encouragement
• Provide compensation during
COVID-19
• Organize the COVID-19 insurance
for doctors, dentists and
employees with a high risk of
exposure

• Establish applications for the
employees to facilitate in skill
development and communication
• Increase the contact channels for
compliments to encourage
employees
• Develop the potential and foster
learning online and in general
• Establish career paths
• Ensure occupational health
• Offer flexible benefits
• Establish awarding programs and
clear employee performance
evaluation guidelines
• Campaigning for doctor and
dentist to be aware of being a
professional doctor through Good
Doctor initiative; and
communicate with executives,
doctor and dentist, and medical
affair offices through all channels
such as BDMS MSO management
meeting, medical affair offices’
email, and BDMS MSO Training
application

Other stakeholders apart from the aforementioned groups are government/authorities/regulators, accreditation bodies and business partners, funders and intermediaries, to ensure
compliance with regulations and constant communication to the stakeholders through provided channels
Business partners include medical institutions, private hospital groups and public hospitals
4
Intermediaries include health insurance companies collaborating with BDMS.
3

32

Bangkok Dusit Medical Services PCL (BDMS)

Major
Stakeholders

Investor and
Shareholder

Supplier

Community

Stakeholder Engagement
Process

Suggestion / Expectation /
Concern

BDMS Response Process

• Organize the Annual
General Meeting
• Quarterly organize analyst
meeting and upload
webcast on Opportunity
Day website of the Stock
Exchange of Thailand
• Submit the complete
information technology
report to the Stock
Exchange of Thailand in a
timely manner
• Organize virtual roadshow
for local and international
investors
• Acknowledge feedback
from shareholders and
investors on the strategic
development and
operational guidelines

• Ensure excellent performance
during the COVID-19
• Ensure a valued return on
investment and proper dividend
payment to stakeholders
• Develop a sustainable business
in response to future changes
• Ensure equality among
shareholders and protect the
benefits of shareholders and
investors
• Disclose information
transparently and in a timely
manner
• Ensure responsibility towards
the society, the community and
the environment

• Publish the Annual Information
List (56-1), Annual Report and
Sustainability Report
• Other contact channels e.g.
- Company website www.
bangkokhospital.com under
“Investor Relations”
- Newsletter and E-Newsletter
- Telephone and Email
• Ensure good corporate
governance
• Enforce Anti-corruption Policy to
manage conflicts of interest
• Ensure Risk Management for
Sustainable Growth
• Foster innovations for the
community, society and the
environment
• Put into an effect a Whistleblower
policy

• Communication of Supplier • Ensure fair and transparent
• Establish transparent and fair
Code of Conduct via
business operations with all
supplier selection as prescribed in
website and online
suppliers
BDMS Procurement Policy
meeting
Provide
accurate
and
complete
•
• Establish sustainability initiative in
Incident
reporting
channel
information
collaboration with the supplier
•
Create
shared
value
for
business
•
• Communicate the management
sustainability
approach and follow-up practices
against Supplier Code of Conduct
• Constantly organize
community relations
activities to visit the
community, promote
health and receive
feedback
• Contact Call Center 1719

• Survey and receive feedback
and suggestions from the
community
• Sustainably improve
community’s quality of life
• Operate eco-friendly business

• Establish regular health and
well-being promotion initiatives
such as Health Literacy and CPR
for the public foundation,
organization, community, and
academia; to mitigate death or
illness severity in the society.
• Support standardized healthcare
accessibility for the society,
community, and vulnerable
group.
• Proceed Care the Bear initiative in
collaboration with the Stock
Exchange of Thailand to achieve
eco-event and reduce greenhouse
emission
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Sustainability Material Topics

5

Dimension

The content of the Sustainability Report is based on the context of the society in general, while the sustainability
material topics are identified from the cooperation with the relevant stakeholders, covering all economic, social
and environmental aspects, and undergone review process.
Material Topics

Internal
Employees
and Medical
Professionals

Scope of Impact on Stakeholders
External
Investors
and
Shareholders

Customers
and Patients

Suppliers

Community
and Society

Economy

Supply Chain Management
Privacy and Information Security
Service Quality and Patient Safety
Customer Relationship Management

Environment

Innovation and Collaboration
Climate Change Management
Waste and Hazardous Waste Management
Energy Management
Water and Wastewater Management
Community Engagement and Healthcare Accessibility
Society

Responsible Sales & Labelling
Talent Attraction & Retention
Human Capital Development
Labor Practices and Human Rights
Occupational Health and Safety

BDMS Sustainability Framework

Beyond Excellence
Complete the cyber
security & privacy
management system in
order to deliver digital
services, and improve
corporate sustainability
performance in line with
materiality

5

Developmental
Innovation
Support corporate
innovation culture and
initiate innovative
healthcare partnership

See further sustainability materiality identification details at www.bdms.co.th/sustainability
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Meaningful Sustainable
Engagement
Standardize & verify
environmental
performance data
collection in line with
international standards to
support climate situation
mitigation plan, while
establishing corporate-wide
human rights practices

Social Contribution
Uplift health literacy &
basic life support
knowledge of the
community and society
for better wellness

Bangkok Dusit Medical Services PCL (BDMS)

BDMS Sustainability Performance

6,7

BDMS Sustainability Performance Overview 2021
Selected on Thailand
Sustainability Investment (THSI)
list by The Stock Exchange of
Thailand (SET)

Selected on Dow Jones
Sustainability Indices (DJSI) member
(Emerging Market) by S&P Global

75,718 Million Baht

128,454 Million Baht

53 Hospitals

6,391 Beds

Total Revenues

40,689

Million Baht
Total Liabilities

Total Assets

in Operation

3,836

100%

of tested emergency plan

90%

of customers perceived
excellence in service
quality

new suppliers which passed
the sustainability screening criteria

45.98 Million Baht
Investment on Innovation
in Collaboration with
Innovation Partners

33,837

2,980

30,857

28

Occupationalfatality
of employee
9

100%

Compliance of
Environmental Regulations

8

8,466

0 Confirmed Case
of Environmental Breach
from Regulatory Bodies

of complaints related to
occupational health
and safety were rectified

5,663

of Doctors

1,406 Baht
Average Training Cost per Person
100%

0

0 case
IT security & privacy breach

14,129

of Other Personnel

average training hours

26,367

Average Outpatient
per day

of total part-time employees

of total full-time employees
of Doctors

Total Equity

Average Inpatients
per day

Patient Capacity

100%

87,765 Million Baht

92%

of Other Personnel
Employee and Doctor engagement
targets were accomplished

of Health Literacy
Project Attendees had
Improved

65.63 Million Baht
Social Contribution
Value through CSR
projects

Contacting Channels
For any inquiries on BDMS Sustainability Report 2021, please contact the Corporate Sustainability Development
Department of Bangkok Dusit Medical Services PCL (BDMS)
Address
7th Floor, E Building, 2 Soi
Soonvijai 7, New
Phetchaburi Road,
Bang Kapi, Bangkok 10310
Thailand

Telephone
02-310-3133

Fax
02-310-3255

E-mail
bdms.csd@bdms.co.th

6

GRI 2-7
Excluded Hospitels and field hospital
8
Other personnel are all general and medical employees excluding doctors
9
See reporting scope in Occupational Health & Safety chapter
7

BDMS At a Glance & Sustainability Development
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Information Security & Privacy
Information Security
& Privacy
Healthcare services rely on information technology systems to ensure continuous and efficient
operations. BDMS consequently places high importance on assessing the risks regarding cybersecurity
and user data privacy in conformity with related regulations. A data breach can negatively affect the
corporate reputation and also pose financial risks. Understanding the importance of information
privacy and security, BDMS has established policies and fundamental structures for its information
systems to ensure the personal information security of clients and employees.

Information Security Management

1,2

BDMS has established a structure for information security and also enforces policies, guidelines and standards for
work operations in the organization. This is to ensure appropriate utilization of information technology and to prevent
potential risks.

Cybersecurity Awareness Training
In 2021, BDMS subsidiary hospitals - Samitivej Sukhumvit Hospital and
BNH Hospital - organized Cybersecurity Awareness Training to ensure
understanding of information security and the importance of continuous
compliance to the Information and Cyber Security Policy.
The companies enforced the Information and Cyber Security Policy,
published online infographics and established preventive measures as
well as reporting channels in case of serious misconduct. The training and
test were completed through applications or e-learning channels with the
performance as follows:

98%

of related employees
understand and are
trained on the Information
and Cyber Security Policy
compared with the target
of more than 90%.

1

98%

of related employees pass
the test on the applications
or e-learning channels
compared with the target
of more than 90% of all
employees.

5 average score

of employees that enroll
in the test through
applications or e-learning

The training’s objectives
are to enable all employees
to understand and raise
their awareness of
information and cyber
security guidelines to
ensure proper information
resource usage while
preventing and reducing
risks from threats and
cybercrime, which could
harm corporate reputation
and credibility.

See further Information System Management policy athttps://investor.bangkokhospital.com/storage/downloads/corporate-governance/20190717-bdms-ism-policy-en.pdf
See further Information Security management at www.bdms.co.th/sustainability

2
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Cyber Security System Monitoring and Inspection

In 2021, in response to BDMS Information Security
Management Policy, BDMS subsidiary hospitals - Samitivej
Sukhumvit Hospital and BNH Hospital - initiated cyber
security system monitoring and inspection project by
adopting antivirus software such as Antivirus TrendMicro
and Antivirus Kaspersky. The purposes are to standardize
and establish proper measures while monitoring and
managing risks to cybersecurity and information of all
departments. In addition, this includes managing data
penetration, detecting, analyzing, monitoring and alerting
any cyber incidents to the related departments or
responsible personnel to ensure immediate rectification
and minimize the impact by resolving the incident with
the least timeframe. The project performance is as
follows:

90%

of equipment was
installed with antivirus
program compared with
the target of more than
90%.

90%

of equipment with
antivirus program was
tested and ready for
usage.

99%

of cyber security threats
and attacks were
detected and prevented.

Website Security Development for BDMS Subsidiary Hospitals and Companies
The Information Security Services department of Greenline Synergy Company Limited (GLS) collaborated with BDMS
in installing the firewall to the websites of BDMS subsidiary hospitals and companies with the cost of over 3.6 million
Baht. The project enables the GLS team to improve and enhance the data and network security of BDMS subsidiary
hospitals and companies to prevent cyberattacks, which may result in discontinuity of services causing negative
impact to the corporate image and reputation, and to comply with the Personal Data Protection Act (PDPA) B.E.
2562 (2019).
The firewall can prevent all cyberattacks (100%) on BDMS subsidiary hospitals and companies’ websites, referring
to the monthly cyberattack report. The project aims to continuously prevent cyberattacks and reduce the impact
of service interruption for website visitors.

Cloud Security Posture Management
In 2021, the Information Security Services department of Greenline Synergy Company Limited (GLS), a BDMS subsidiary
in charge of information systems, launched the Cloud Security Posture Management program with the cost of over
1.3 million Baht to ensure corporate cloud security. The program is organized in response to the corporate target
in improving the information security of BDMS subsidiary hospitals and companies. The objectives are to ensure
cloud security and lessen risks and the negative impact of cloud security attacks due to misconfiguration while
protecting corporate reputation and credibility to guarantee business opportunities. Moreover, this is to ensure the
employee and user confidence in a more stable system with better management covering impact from cyberattacks,
damaged data, or service interruption in accordance with the Cybersecurity Act and Personal Data Protection Act
(PDPA)
Beyond Excellence
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BDMS Information Security Awareness E-Learning

09/20

12/20

02/21

03/21

04/21

05/21

Kickoff

Content &
Storyboard

Video

Content &
Storyboard

Video

Close

The Information Security Services department of Greenline Synergy Company Limited (GLS), together with BDMS,
launched BDMS Information Security Awareness E-Learning as a support project to the firewall installation with the
cost of over 500,000 Baht. The project aims to enable GLS employees to learn and be aware of the safe usage of
information systems and corporate information security through 7 training courses. In response to the corporate
target in improving the information security system for BDMS subsidiary hospitals and companies, the project builds
trust to the executives that the employees understand and are aware of the safe usage of information resources
for the utmost benefits in compliance with the Personal Data Protection Act (PDPA) B.E. 2562 (2019). The training
courses are as follows:

Corporate Email Usage
& Phishing Email

Bring Your Own Device
(BYOD)

Internet Usage

Software Usage, USB
Usage & Ransomware

Confidential Data
Management

Password Management

Data Sharing

6,000 employees joined the training with 92% of average test scores compared with the target of 80%. The training
helps reduce risks and negative impacts to the information security, ensure the understanding and raise awareness
on corporate information resources and build customer trust in BDMS information security management.
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Penetration Testing Services
The Information Security Services department of Greenline Synergy Company Limited (GLS), together with BDMS,
established Penetration Testing Services with the cost of over 1 million Baht. With the support from the GLS team
to perform penetration testing in active systems and websites, the information security defects on vital systems
and websites of BDMS subsidiary hospitals and companies are rectified. The aim is to ensure the utmost safety in
compliance with the ISO/IEC 27001 and NIST-CSF, Cybersecurity Act B.E. 2562 (2019) and Personal Data Protection
Act (PDPA) B.E. 2562 (2019). The project helps reduce risks and negative impacts from cyberattacks on the corporate
systems and websites while ensuring customer trust in the services from BDMS subsidiary hospitals and companies.
The working process includes planning and setting the scopes, performing the penetration testing, preparing the
test report, reperforming the penetration testing and preparing the comparative test report. The performance showed
that the loopholes were rectified in the essential work systems namely E-Claim, Phuket Sandbox, My B+, and
Insurance management System for instance.

Support Project to Firewall Installation in BDMS Subsidiary Hospitals and Companies
The Information Security Services department of Greenline Synergy Company Limited (GLS), in collaboration with
BDMS, launched the firewall installation support project with the cost of over 8 million Baht with the support from
the GLS team to improve and enhance the information security system of 17 BDMS subsidiary hospitals and
companies. The project determines to ensure security and lessen the risks and harmful impacts of cyberattacks
from externals in response to the corporate target on information security improvement for all BDMS subsidiaries
in compliance with ISO/IEC 27001 and NIST-CSF, Cybersecurity Act B.E. 2562 (2019) and Personal Data Protection
Act (PDPA) B.E. 2562 (2019).
According to the monthly cyberattack
report, 100% of cyberattacks can be
detected after the project launch
The project is expected to prevent
and minimize the negative impact of
cyberattacks which could cause
service interruption while ensuring
continuity of information systems for
all users.

Intrusion By Severity

Progess

Bangkok Hospital Sanamchan

100%

Royal Hospital Phnom Penh

50%

Bangkok Hospital Phetchaburi

100%

Bangkok Hospital Phetchaburi

70%

Bangkok Hospital Huahin

40%

Samitivej Srinakarin Hospital

100%

Samitivej Sriracha Hospital

100%

Samitivej Chonburi Hospital

100%

BNH Hospital

100%

Sri Rayong Hospital

100%

Jomtien Hospital

30%

Bangkok Hospital Chiangmai

100%

Bangkok Hospital Chiangrai

100%

Bangkok Hospital Phuket

40%

10K

Bangkok Hospital Siriroj

100%

5K

Bangkok Hospital Hat Yai

100%

0

Bangkok Hospital Surat

100%

7.62%

3.47% 1.14%

21.89%

65.87%

Critical (149.704)
Info (49,749)
Medium (17,318)
Low (7,894)
Hig (2,602)

Critical High and Medium Intrusion Timeline
Critical
High
Medium

2021-12-31

2021-12-29

2021-12-27

2021-12-25

2021-12-23

2021-12-21

2021-12-19

2021-12-17

2021-12-15

2021-12-13

2021-12-11

2021-12-09

2021-12-07

2021-12-05

2021-12-01

15K

2021-12-03

Site Name
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BDMS Information Security Status
ISO 27001 and
ISO 27799

3 network hospitals and 2
subsidiary companies* and
companies are certified for
information security in health
informatics in compliance with
international standards

Privacy Management

Vulnerability
Analysis

BDMS performs vulnerability
analysis and penetration tests
on vital systems

Information Security
Breach Zero Cases

BDMS had zero cases of
violations of information
security in 2020

3

BDMS enforces the policy and guidelines on Privacy management covering all details stated in the Personal Data
Protection Act (PDPA) B.E. 2562 (2019), which will be enforced in 2021. The company will implement regulations
related to the BDMS PDPA Program and prepare measures to respond to violations of personal data to ensure
immediate action and trust of stakeholders.

BDMS PDPA Data Governance Policy
Following the Personal Data Protection Act (PDPA) B.E. 2562 (2019), BDMS enforces PDPA Data Governance Policy
to set the principles and procedure for information management covering the Board of Directors, high executives,
employees, and those working with BDMS. The Policy includes information security management and the prevention
of personal data breaches. All BDMS subsidiaries are responsible for information management and compliance to
the Policy, including new revisions resulting from new laws or regulations. ISMC committee is directly in charge of
managing following the Policy and assigning responsibilities to all BDMS businesses.

Data Management Responsibilities

High Executives

Supervise information management, assign responsible
personnel and approve personal data classification
while ensuring proper management of sensitive
information, providing resources for information
system management and rectifying related issues.
Other duties include prioritizing essential tasks in data
quality management and raising the employees’
awareness through training.

BDMS Subsidiaries

Appoint the corporate Data Privacy Officer (DPO)
to conform to laws related to data protection and
provide continuous training to the DPO to ensure
sufficient understanding for their operations.

*Covered (1) Bangkok Hospital Pattaya (2) Phyathai Hospital Sriracha (3) N Health (4) Bangkok Hospital Headquarter (5) Greenline Synergy company
3
See further Privacy management at www.bdms.co.th/sustainability
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Sensitive Data Classification
and Management

Prepare the document

list of the personal data
and sensitive data from
all main servers

Store data

of all activities
according to PDPA

Inspect personal data
storage

by classification from
different locations in a
proper manner

Revise and improve

data warehouse by
sensitivity levels and
data flow map

Guidelines for Data Management According to PDPA

Data Storage and Usage

Data Flow Maps Development and Adjustment

Request for privacy consent before storing necessary
personal data following the regulations or with the
approval of the data subjects with transparency
while ensuring data storage in a reliable, accurate,
and easy-to-maintain database.

Update the data flow maps to understand the data
life cycle and data flow in order to evaluate privacy
risks which principal elements consist of types,
formats, transfer methods, location, authorized users
and system administrator.

Data Storage

Data Quality Management

Ensure no sensitive and highly sensitive data storage
in uncontrolled systems or channels and minimize
storage for necessary data only.
Data Access

Evaluate the guidelines for data access and
disclosure of sensitive and highly sensitive data for
authorized personnel. Ensure only authorized
personnel are accessible to those data during
printing, photocopying, or faxing the documents.
Data Disclosure / Sharing

Develop necessary procedures suitable for the
organizations, set conditions for identity cancellation
to reduce risks while handling sensitive information
and prohibit public sharing of personal and sensitive
data on the public website unless abided by laws.

Manage data quality and completeness; establish
data management guidelines, data cleansing, data
standard-setting, data profiling, and data reporting;
and repair data to ensure utmost efficiency.
Data Retention Policy

Establish the Data Retention and Destruction Policy
and set the retention period suitable for the
objectives following the regulations. The data must
not be destructed before the appropriate period
outlined in the Policy. Should the data subjects
request personal data deletion, the DPO department
must be contacted for further advice.

Beyond Excellence
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Type of Personal Data

Highly Sensitive Data

Highly sensitive data is confidential information
that requires restrictions on access and protection
in accordance with the regulations. Breaches of
highly sensitive data will violate applicable law
and regulations and cause a catastrophic impact
on individuals and organizations in case of
improper disclosure.
Examples of highly sensitive data are identification
card numbers related to health coverage, medical
record, biometrics data, genetic data, nationality,
religion, etc.
Personal Data

Personal data is internal data, excluding sensitive
and highly sensitive data. Such data require
approval before publication and is essential for
business operations.
Examples of personal data are internal
communications, meeting reports, system setting/
records, infrastructure plans and reports of internal
projects.

Patient Privacy Notice for
BDMS Customers
BDMS initiated the Patient Privacy Notice in accordance
with the Personal Data Protection Act (PDPA) B.E. 2562
(2019) and the lawful basis for processing. After receiving
consent from all customers to disclose health information
to doctors, nurses, and/or other personnel within the
medical facilities, the information shall be retained
within 10 years, counting from the last day of treatment
referring to related regulations. Afterward, the paper and
electronic documents will be destructed unless any
conflicts arise and a retention period extension is
required by the governmental sector.

42

Sensitive Data

Sensitive data is personal information protected
against unwarranted copy, disclosure and deletion.
Such data require restrictions on access in
accordance with the regulations. Breaches of
sensitive data will harm individuals and
organizations in case of data loss, damage,
improper disclosure or access by unauthorized
personnel or illegal access.
Examples of sensitive data are name and
identification card number, address, phone
number, credit card number, bank account
number, financial record, etc. The sensitive data is
protected by contracts and intellectual property rights.
Public Data

Public data is information that can be distributed
to the public after approval. Such data is not
considered confidential or personal and does not
require legal actions in data protection.
Nevertheless, disclosure of public data must not
lead to copyright infringement.

Bangkok Dusit Medical Services PCL (BDMS)

Objectives of Patient Privacy Notice

To enable medical diagnosis, treatment and
health services

To support network of electronic medical record
database

within the hospital networks and other medical
facilities.

between medical facilities through applications

To study and analyze the quality improvement

of the medical facilities using confidential data.

for healthcare or publishment of medical newsletter
as well as offers and services (consent required)

To proceed claims

To comply with contracts

to the insurance companies or reimbursement of
medical expenses.

To establish marketing objectives

as customers or request for contract signing.

To disclose information to the person assigning
for health checkups or paying the medical fees

(consent required)

User Personal Data

Personal Data

are last name, identification card number, passport
portrait, gender, date of birth, passport and other
identification numbers.
Contact Data

are address, phone number and email.
Financial Data

are billing details, credit or debit card numbers,
receipts and quotations.
Marketing Data

are information used in registration for marketing
news and activities.

Technical data

are the computer’s IP address, type of browsers,
cookies, time zone setting, operational system,
platform and technology of the devices accessing
the websites and online appointment system.
Health data

are treatment information, physical and mental
health reports, patient health monitoring, laboratory
test results, diagnosis, name of the diseases, medical
history, drug allergy, food allergy, blood test results,
x-ray results, medicine prescribed by doctors,
necessary information for medical services, feedback
and treatment results.

Statistical Data

are anonymous information, the number of patients
and number of website visitors.

Beyond Excellence
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BDMS Data Subject Rights According to PDPA
Data subjects have the right to manage personal data following the BDMS Data Subject Rights in compliance with
the Personal Data Protection Act (PDPA) B.E. 2562 (2019) by submitting requests in writing, by phone or email.
The concerning department must complete the requests within 30 days or a maximum of 60 days with extension
approval. BDMS Data Subject Rights consist of:
Right to Withdraw Consent

Right to Restriction of Processing

Right of Access

Right to Data Portability

Right to Rectification

Right to Object

Right to Erasure

Guidelines for Data Protection Impact Assessment-DPIA

4

BDMS establishes the guidelines for Data Protection
Impact Assessment (DPIA) to manage the impact from
personal data usage with details as follows:

Documentation
& Planning

8

1

Measures to
Mitigation

Description

2

7

3
6

Consultation

4
5
Risk
Assessment

5. Risk Assessment

2. Description

6. Measures to
Mitigation

3. Consultation

7. Documentation
& Planning

4. Necessity &
Proportionality

8. Monitoring
& Review

to assess current and
future activities whether
DPIA is required or not.

DPIA
Identification
Monitoring
& Review

1. DPIA Identification

Necessity &
Proportionality

to set out details on the
process for personal data
usage in particular activities.
to consult DPO and related
departments regarding
the guidelines to ensure
information security.

to identify the necessity
and proportionality of
the activities.

4

GRI 2-23
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to assess risks to data
subjects.

to identify measures to
lessen risks.

to record all procedures
and consult DPO to
ensure the procedure’s
compliance with PDPA.

to assess and review
risk levels and adjust
the procedure.

Bangkok Dusit Medical Services PCL (BDMS)

Projects for Privacy Security
In 2021, BDMS subsidiary hospitals - Samitivej Sukhumvit Hospital and BNH
Hospital - organized projects for privacy security following the internal and
external Privacy Security Policy and the Personal Data Protection Act (PDPA)
B.E. 2562 (2019). The principles for privacy security covers confidentiality,
integrity and availability (C.I.A). This is to prepare and enforce countermeasures
in case of security incidents while preventing damage, minimizing the impact
and building trust in customers. Guidelines for C.I.A. are as follows:

Confidentiality

assign accounts and prioritize user access to data; implement encrypted data using
API; ensure database security and apply deep security to prevent servers according
to the User Account and Information System Management Policy.
Integrity

ensure data integrity by testing the backup and restoration system.
Availability

distribute login system workload; manage Trakcare to ensure service continuity
during an emergency and prepare the backup system to restore data in case of
damage and loss while ensuring the availability in all aspects.
In addition to C.I.A, BDMS prepares the performance report regarding backup and restoration systems in the servers,
implements Code7 (Computer System Down) drill and prepares countermeasures in case of data leakage and critical
incidents. The project also enforces penalties in case of privacy security breaches from non-related personnel.
The project performance is as follows:

0 cases

of complaints related to personal data leakage
according to the target

0 cases

of personal data access from non-related personal
according to the target

Beyond Excellence
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Projects for Awareness of Information Usage and Privacy
In 2021, BDMS subsidiary hospitals - Samitivej Sukhumvit Hospital and BNH
Hospital - organized the projects for awareness of information usage and
privacy in compliance with the Personal Data Protection Act (PDPA) B.E. 2562
(2019), particularly in the management of personal and medical data of the
customers in the hospital information systems of each hospital. The projects
focus on ensuring personal data security and identifying the impact of a
privacy violation to minimize risks from personal data breaches and litigation
risks from the data subjects.
The projects help enforce the Personal Information Security Policy for internal
and external parties by providing training and test through applications and
e-learning channels. The objectives are to manage and lessen risks to
personal information security breaches; avoid legal actions from data subjects
and minimize risks of data leakage to build customer trust. The project
performance is as follows:

87%

of employees understand and are
trained on the Personal Information
Security Policy compared with the
target of more than 85%.

80%

of related personnel are trained
compared with the target of more
than 80% of all related employees.

5 average score

of employees that enroll in the test
through applications or e-learning
channels.

Moreover, the projects help support all employees to understand and raise awareness on the guidelines for
information and cyber security. With proper usage of the information resources, risks from threats and cybercrime
that could affect the corporate reputation and credibility can be prevented and minimized.

Cookie Consent and Privacy Notices on BDMS Websites
The Information Security Services department of Greenline Synergy Company Limited (GLS), together with BDMS,
launched the project to develop privacy on the BDMS websites by installing cookie consent and privacy notices on
websites of BDMS subsidiary hospitals and companies with the cost of 1.5 million Baht and the support from the
GLS team. The project is to comply with the corporate strategy to emphasize information security following the
Personal Data Protection Act (PDPA) B.E. 2562 (2019) and prevent complaints and claims from websites users in case
of a regulatory violation.
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Data Protection Officer (DPO) Training
BDMS organized Data Protection Officer (DPO) Training for more than 60
executives and senior employees of the related departments in 2021.
The sessions resulted in over 27 hours of training by the speakers from the
University of the Thai Chamber of Commerce, Tilleke & Gibbins, Dherakupt
Law Office and Srinakharinwirot University, where the participants are trained
and tested. The training will resume in 2022 for related personnel covering
essential points and related study cases as follows:

PDPA Introductory Concept

PDPA Legal Foundation

Roles & Responsibilities

Data Protection, Information
Security & Cybersecurity
Foundation

PDPA for Human Resources
Management

PDPA Case Study
in Healthcare
& Insurance Sectors

PDPA Protocols - Data Subject
Rights & Incidents Management

Data Governance Foundation &
Risks Management Foundation

PDPA Compliance Checklist
and Timeline Management

Privacy Management Performance 2020
No complaints related to clients’ information leaks were recorded in any channels

0 complaints

from external parties

0 complaints

from regulatory parties

0 confirmed case

5

of information leaks, theft or loss

5

GRI 418-1
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Service Quality and Patient Safety
Principles and Importance of Service Quality and Patient Safety
Service quality management is essential to healthcare facilities, especially in hospitals where
patients’ safety is of great importance. As a consequence, BDMS has established a quality control
policy for healthcare services and internal guidelines in line with national and international standards.
This is to reduce reputational risks that can arise from complaints regarding patient safety resulting
from inferior operations.

Service Quality Management

1

BDMS determine its network hospital to set up quality policy and plan for medical services development to be
standardized. Such manner is governed by Standardization & Compliance Committee to be in line with relevant
regulations and standards, as well as establishment of handbook and quality improvement initiatives which aim to
promote highest patient safety standards. BDMS assigns the subsidiary hospitals to be certified by national and
international medical service standards to ensure a guideline covering all aspects from patient care to organizational
management by appointing the Committee to be responsible for the regulations and related standards.

5

See further service quality governance structure, policy, and management at www.bdms.co.th/sustainability
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BDMS National and International Standards

Hospital Accreditation Thailand (HA)
and Advanced HA

Joint Commission
International (JCI)

JCI CCPC
(Clinical Care Program Certificate)

EMRAM (Electronic Medical Record
Adoption Model) of HIMSS Analytics
HIMSS (Healthcare Information and
Management Systems Society)

Commission on Accreditation of
Medical Transport Systems Global
(CAMTS Global (US&EU)) for Patient
Transfer in Land, Air and Water

College of American Pathologists (CAP)
Laboratory Accreditation Program

ISO / IEC 27001 - Information Security

ISO 27799 - Health Informatics

ISO 15189 - Medical laboratory Quality for
Accurate Results and Support of Research,
Treatment and Disease Prevention

ISO 15190 - Medical laboratory Quality
on General Environment Management,
Hazard Prevention, Biosecurity and
Waste Management

ISO 9001 Quality management system

ISO 9002 - Quality Assurance for
Production, Installation and Services

ISO 17025 - Testing and
Calibration Laboratories

Hemodialysis Standards by
The Royal College of Physicians
Thailand (RCPT)

Quality audit of the Ethics Committee on
Human Research by The Strategic
Initiative for Developing Capacity of Ethical
Review (SIDCER)2

Society for Simulation
in Healthcare for BDMS Simulation Center

Thai Labour Standards (TLS) by
Department of Labour Protection and
Welfare of the Ministry of Labour

Service Standards on Assisted Reproductive
Technology by Protection of a Child Born By
Medically Assisted Reproductive Technology
Act, B.E. 2558 (2015)

2

SIDCER in collaboration with Forum for Ethical Review Committees in Asia and Western Pacific (FERCAP) under World Health Organization (TDR/WHO) and National Ethics
Committee Accreditation System of Thailand (NECAST)

Beyond Excellence

49

Sustainability Report 2021

Service Quality Improvement Initiatives

3

BDMS Award 2021 – Patient Experience
BDMS is aspired to continually deliver internal standards
of services through integration of innovations which are
beneficial and directly respond to the customer’s
expectation. Such manner is implemented through
experience sharing event and integrative patient care for
the patient safety and research, which promote the
learning and corporate sustainable culture as a result.
In 2021, BDMS proceeded an online event BDMS Award
2021 with the concept of Innovation for Sustainable
Healthcare, covering Patient Experience category. Such
category focused on service quality improvement
initiatives that could deliver utmost service quality and
safety per following examples.

Orthopedics department of Bangkok International
Hospital submitted the initiative involved novel method
in hip surgery without cutting through muscle. Such
novel technic was found firstly in Thailand and APAC
and resulted in smaller surgical wound, faster recovery,
less pain, and less side-effect after the operation. These
benefits support the patient’s quality of life and able to
control the cost, as well as less recovery time as
inpatient to within 5 days.

3

ดูู รายละเอีี ยดโครงการพัั ฒนาคุุ ณภาพด้้ วยนวัั ตกรรมเพิ่่� มเติิมในบท นวัั ตกรรมและความร่่ วมมืื อ
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Bangkok Hospital Chiang Mai submitted the initiative
involved Coronary Artery Angiography without
Hematoma, which is an application of movement-lock
wrist support (so called “Lock with Love”) for the patient
after the operation. This aim to prevent the situation of
Hematoma which the actual result presented desirable
outcomes with satisfaction of the patient. Owing to
cleanliness and comfort during the use of such
equipment.
Phyathai 3 Hospital submitted the wearable thermometer
which could continuously monitor the body temperature
for children patient with high fever and high risk of
seizure. Such innovative instrument will not disrupt
sleeping pattern and convenient. By continuously
measure the temperature every 6 minutes, the
instrument will show color codes alarm with sound, and
remotely signal to the nurse desk when the temperature
exceed the set value. This project is expected to be used
in the network hospitals in the future.

Integrated Care for NCDs Patients through Medical Innovation

Bangkok Hospital Phuket has proceed the Integrated Care for NCDs Patients
through Medical Innovation. Such initiative aims to establish integrative
healthcare network for the citizen with the patient care team and the use
of Internet of Medical Things on the NCDs Registry database. By analysis of
patient information database, the integrated healthcare is designed to deliver
benefits for the healthcare workers and patients, with less information
collection time, faster service, reasonable service fee, reduced re-admission
rate, and less complications of Acute Coronary Syndrome and Stroke in
hypertension patient.
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BDMS Network Patients Safety Culture Survey
BDMS proceed BDMS Network Patients Safety Culture Survey for the medical personnel such as doctor, nurse,
patient assistant, physical therapist; and front line officers such as porter or registration staff. The survey form was
referred to Agency for Healthcare Research and Quality (AHRQ), USA, which consisted of 10 categories as follows.

Teamwork

Reporting patient safety events

Organization LearningContinuous Improvement

Communication Openness

Communication about Error

Response to error

Staffing and Work Place

Handoffs and Information Exchange

Hospital Management Support for Patient Safety

The survey result will support assessment of current patient safety culture as well as improvement opportunities
and context of positive organizational safety culture, trust in teamwork from effective communication, confidence
towards preventive mitigation. The result from the survey showed that 74% of medical personnel has positive view
in the promotion of organizational safety culture environment, which is higher than AHRQ bar at 71%
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BDMS Accreditation Results 2021
To ensure continuous development, BDMS complies with the policy and healthcare standards, covering the impact
assessment on health and safety. The standards accreditations are as follows:

11

hospitals under BDMS
participated in JCI evaluation and
all were accredited

4

13

hospitals under BDMS
with BDMS Emergency Services
(BES) were accredited by CAMTS
Global (US & EU)

100%

of hospitals accredited by JCI
and/or HA/Advance HA
have passed the assessment and
development for ultimate
patient’s safety4.

GRI 416-1
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Customer Relationship Management
Customer Relationship Management
Effective customer relationship management enhances customers’ loyalty to healthcare services
as well as increases the company’s value by maintaining and expanding the long-term customer
base. Moreover, new business opportunities can be captured based on customer feedback and demand analysis. BDMS values the importance of customer relationship management and consequently established a governance structure system to analyze customer feedback and demand to ensure
continual customer satisfaction improvement.

Customer Relationship Management Approach

1

BDMS appoints the patient experience management working team in its subsidiaries to establish systematic customer
relationship management practices. The team is responsible for devising the customer relationship management,
operating according to the development strategy covering all aspects of services and reporting the performance to
the healthcare quality department and innovation for continuous services. Moreover, inpatients and outpatients
satisfaction levels are monitored through measurement of perception of personnel excellent services (Top Box
Score) on the monthly, quarterly, and annual bases. This aims to analyze for service improvement opportunity and
establish relevant initiative.

Patient’s Perceptions of Service Behavior 2021

2

BDMS has determined the network hospitals to conduct patient satisfaction survey on a monthly basis by using the
Hospital Consumer Assessment of Healthcare Provide rs and Systems (HCAHPS) developed by the Centers for
Medicare & Medicaid Services (CMS), coupled with the Agency for Healthcare Research and Quality (AHRQ) which
has been officially certified by the National Quality Forum, U.S.A. The main objective is to assess the patients’
perspectives on major medical care procedures of the hospital to be employed in service quality improvement.
The scores are calculated using the percentage of patients who provide the “top-box” scores in each scale which
focuses on the consistency of service in each area in order to promote the organizational culture in providing
patients with the most satisfied experience in every service.
Due to COVID-19 pandemic situation for the past 2 years, BDMS has adjusted standard services delivery approaches
such as Telecare services, healthcare services and medicines delivery at home. These services aim to ensure service
quality and customer trust which could lead to further word-of-mouth.

1

See further details of Customer Relationship Management startegy, touch-points service process and suggestion or complaint channels at www.bdms.co.th/sustainability
See further details of customer satisfaction survey in Annual Report at https://investor.bangkokhospital.com/th/downloads/annual-report

2
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In 2021, the satisfaction survey presented higher than last year as 90% score against set target of 79% or 95th
percentile comparing with 4,427 hospitals in USA which reported HCHPS Score. BDMS was monitoring the Patient’s
Perceptions of Service Behavior at every Customer touch points (Score 1 = Never, Score 4 = Always) with clear
criteria and comparable with international standard, and details as follows.
Apart from overall satisfaction
survey, BDMS has also monitored
the royalty towards products and
services (Net Promoter Score - NPS),
which initiated from trust and rightto-the-point and can also lead to
word-of-mouth suggestion.
According to the result, NPS score
was 90%, improved from 86% last
year, or 95th percentile in 2021
comparing with 4,427 hospitals in
USA which reported HCHPS Score.

Patient’s Perceptions of Service Behavior in “Always” Category
(% Top Box Score) in 2018-2021
100
90

87.34

88.8

78

78

78

2018

2019

2020

85.94

90

80
70

79

2021

Patient’s Perceptions of Service Behavior in “Always” Category
Target (Benchmark 75th percentile according to HCAHPS.US)

The survey result in 2021 was an input for initiative in 2022. BDMS will regularly monitor the customer satisfaction
and ensure continuous service quality development for ultimate customer’s satisfaction.
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Innovation and Collaboration
Innovation and Collaboration
Business innovation adds value to the organization and its stakeholders and drives organizational
success. This is in line with our strategy to improve services and differentiate the organization from
others while contributing to enhanced social and environmental values.

BDMS Innovation Management

1

As for innovation management, BDMS enforces guidelines in response to the corporate and innovation development
strategy with the help of local and international organizations. The goal is to achieve Smart Hospital while becoming
a leading one-stop innovative healthcare service provider in 2023 and delivering excellent services with continuous
development in business efficiency.

BDMS
Infinite Innovative Healthcare

Seamless Process

Develop innovations
to facilitate on-time
and illimitable access
to healthcare services
through applications

1

Product & Service
Innovation

Foster innovative
products and services
in collaboration with
alliances for
multifactorial,
emerging and serious
diseases. Improve
treatment process to
ensure excellent
services to the
customers and all
stakeholders

A Holistic Approach

Promote holistic
Boost mindset by
healthcare innovation enhancing relevant
in line with the
skills and concepts to
modern lifestyle
create innovators for
emphasizing
creative service
preventive healthcare
innovation in line
with customer’s
needs

See further details of innovation management at http://www.bdms.co.th/sustainability
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Innovative Mindset

Friendly
Atmosphere

Ensure eco-friendly
atmosphere and
convenience to
support healthcare
services in the
physical and virtual
hospitals

Bangkok Dusit Medical Services PCL (BDMS)

BDMS – 1st Healthcare Organization Certified by NSTDA for Research,
Technology Development and Innovation Management System (RDIMS)
In 2021, Bangkok Health Research Center (BHRC) and
BDMS were certified by the National Science and
Technology Development Agency for Research,
Technology Development and Innovation Management
System (RDIMS) as a potential organization with
standardized R&D management and the first health care
service provider to receive the RDIMS certification.
Currently, BDMS is eligible for a 200% tax deduction for
self-declaration research costing less than 3 million Baht
starting from March 31, 2021 to March 30, 2024 (3 years).
As a result, BDMS focuses on continuous research and
innovation by implementing a concrete research
management system to ensure development and
investment in quality research.

BDMS Award 2021
BDMS organizes BDMS Award to enhance creative culture
and innovation while internally improving the healthcare
services in response to customer expectations using the
highest standards. The projects include competitions
together with workshops for creative thinking skills and
innovation development processes to develop
innovators suitable for healthcare services which can
create business opportunities for BDMS subsidiary
companies.
In 2021, BDMS together with external experts launched
innovation projects for hospitals and BDMS subsidiaries
in 3 categories – Novelty Health, Patient Experience and
Earth Healthcare. The objective was to enhance the
employees’ creativity and innovation, which can help improve the corporate and generate new business opportunities.
During the competition, workshops were to ensure understanding and foster innovative skills. In the former year,
30 projects were in line with the BDMS innovation development strategy and effectively commercialized. In addition,
the winning projects from each category received a President Award of 100,000 Baht.
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BDMS Award 2021 Performance

Over

100 Projects

30 Projects

were submited to
BDMS Award

were selected in
BDMS Award 2021

3 Winning Projects

from each category received the
most prestigious President Award
and will be implemented into
BDMS subsidiary hospitals

Seamless Process
Telemedicine for Healthcare Access

Telemedicine in BDMS subsidiary
hospitals is one of the innovative
projects to link communication
between doctors, multidisciplinary
teams and patients during the
pandemic spreading across the
country for continuous patient care.
In addition, BDMS develops related
systems to enhance opportunities
and facilitate customers to gain
immediate access to healthcare.

e-Register

To facilitate registration and medical
records in patients by enabling
access from anywhere and anytime
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e-Appointment

To make medical appointments at
the hospitals and obtain
consultations from doctors through
telemedicine

e–Health Passport

To notify health information through
the application with secure
identification system while
emphasizing on the information
security

Bangkok Dusit Medical Services PCL (BDMS)

Telemedicine in BDMS subsidiary hospitals differs depending on the hospital group, such as My B+ for Bangkok
Hospital, Samitivej Plus for Samitivej Hospital and Health Up for Phyathai and Paolo Hospital. The 3 telemedicine
share a similar objective to enhance patient healthcare, increase their connection to the medical personnel and
multidisciplinary teams and build trust with easily accessible healthcare from anywhere and anytime, particularly
during the pandemic, which restrains travel and access to healthcare. To summarize, telemedicine ensures access
to patient care, consultation, diagnosis and treatment after the online session, including medicine delivery and
healthcare services at home, which can help save cost from transportation and waiting time.

The performance in 2021 indicates significant growth in the number of users and revenue. For example, My B+ has
70,000 downloads and includes a function for vaccination appointments to facilitate over 10,000 customers during
the COVID-19, while Samitivej Plus has 20,000 users per month. Health Up displays an increase of 300% in the
number of users, reflecting 153% in revenue growth and generating 188.36 million Baht. In the coming years, BDMS
will continue to develop and improve the efficiency of the application to facilitate elderly patients.

Digital ID
Digital ID Registration is an innovative project to enhance
the Smart Hospital Smart Service of Phyathai 2 Hospital
with digital identity verification using identity cards and
face recognition to expedite the registration process and
check the privileges for self-pay patients through kiosks.
The system integrates information technology with
personal data and face recognition which meets high
safety criteria and alleviates privacy concerns from
showing identity cards to the officers.
Moreover, the kiosk can perform self-health assessments
and browse through services within the hospitals such
as health centers, doctor list and schedules and shop
locations inside the hospitals.
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Digital ID Performance

Decrease average waiting time
from 5 to 1 minute per person for
cashier process of self-pay
patients.

Enhance customer satisfaction
with expedite services

Ensure 100% patient identification
with face recognition system and
identity cards

Increase registration for self-pay
patients by 25%

Integrate the projects in subsidiary
hospitals

Boost efficiency in human
resources management,
particularly in customer relations,
to prioritize patient care for those
in need

Product & Service Innovation
Anterior Hip Replacement
Bangkok International Hospital
initiates the anterior hip replacement
project in response to the aging
society in Thailand, resulting in more
patients with hip osteoarthritis. The
new surgical procedure enables
double hip replacement while
ensuring faster recovery, small
incision, earlier hospital discharge,
fewer chances for hip dislocation,
less post-operative pain and lower
risk of different leg lengths after
surgery. The performance of the
anterior hip replacement are as
follows:
60
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100
%
of patients can stand up

and walk within 24 hours

100
%
of patients are

discharged according to
the recovery and
rehabilitation programs

0
%
of re-operation
within 1 year

0
%
of hip dislocation after
the surgery

In addition to the success in innovative patient
treatment, the medical personnel and multidisciplinary
teams can exchange knowledge and patient care while
demonstrating the procedure to hospital alliances,
medical schools and international medical committees.
Anterior hip replacement project won the award in the
Patient Experience category and was granted the
President Award by BDMS Award 2021.

Drip & Ship Innovation for Emergency Referral Process
Drip & Ship innovation for Emergency Referral Process is a stroke fast track
system operating since 2017 for patients with acute ischemic stroke to receive
TPA (Tissue Plasminogen Activator) within 60 minutes in the emergency
rooms of Phyathai Stroke Tele Networks in Bangkok and other cities. The
program utilizes telemedicine technology to diagnose, evaluate and
administer TPA with the help of neurologists from Phyathai 1 hospital. The
overall process must take no longer than 4.5 hours to reduce the death rate
and complications before the referral to Phyathai 1 hospital. The performance
of the project are as follows:

12 Network Hospitals in 7

Cities Such as
(1) Ruam Phaet Chai Nat Hospital
(2) Meungnarai Hospital in Lop Buri
(3) Benjarom Hospital in Lopburi
(4) Supamitr Hospital in Suphan Buri
(5) Aikchol Hospital 1 in Chon Buri
(6) Aikchol Hospital 2 in Chon Buri
(7) Bangkok Christian Hospital in
Nakhon Pathom
(8) Paknampo Hospital in Nakhon
Sawan
(9) Paolo Hospital Chokchai 4
(10) Paolo Hospital Samut Prakan
(11) Paolo Hospital Kaset
(12) Paolo Hospital Phra Pradaeng

Over

200 Patients
Per Year

Were admitted to network hospitals,
of which over 150 cases were
transferred to Phyathai 1 Hospital
annually, resulting in an increased
chance of living, reducing healthcare
costs from disability and enhancing
the quality of life

100% of patients with
acute ischemic stroke

Received TPA within
60 minutes

50

Over
%
of patients were prevented from
disability

and ready to resume normal lives
from fast recovery and save costs
from earlier hospital discharge
Developmental Innovation
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Artificial Intelligence for Teleradiology
BDMS selects and integrates Thai artificial intelligence
technology in health checkups and proactive diagnosis
of chest diseases such as accurate, effective and fast
chest x-ray in BDMS subsidiary hospitals. Teleradiology
helps ease the workload for radiologists, which are
limited in numbers, realize factors affecting diagnostic
chest x-ray examination through quantitative research,
and evaluate its efficiency. In addition, the technology
can test the accuracy and collect data through in-depth
interviews from related personnel in Bangkok Hospital
Headquarters to further improve the business operations.
The teleradiology sensitivity is 99.5%, separating normal
patients from the data group with 100% accuracy while
using less than 1 minute for the radiologists to process
the data. Moreover, the technology fosters the corporate
business plan in providing diagnostic chest x-ray
examinations using artificial intelligence. The innovation
aims to enable diagnostic data for radiologists and will
be further implemented in BDMS network hospitals,
supporting over 60,000 diagnosis cases with other
radiologists.

โครงการปััญญาประดิิษฐ์์กัับการพยากรณ์์ความเสี่่�ยงต่่อโรคไม่่ติิดต่่อ
BDMS, in collaboration with BHRC,
launched an AI project intending to
estimate the risk of noncommunicable disease (NCD) in
Thailand, focusing on cardiovascular
diseases. The project utilizes
information technology and artificial
intelligence to help keep the data
updated.
BDMS in collaboration with the
Faculty of Information Technology
of King Mongkut’s Institute of
Technology Ladkrabang and funded
by the National Innovation Agency
(NIA); the project consists of 3 main
elements, starting with 10-year data
collection by the Health Information
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System (HIS) in 8 hospitals: BDMS Headquarters, Bangkok Hospital Hua Hin, Bangkok Hospital Chiang Mai, Bangkok
Hospital Chiang Rai, Bangkok Hospital Pattaya, Samitivej Hospital Sukhumvit, Samitivej Srinakarin and Samitivej
Chinatown. The research team then analyzed the internal and external data in order to build an AI model to forecast
risks. Users can find the program through various channels such as mobile applications to check the risk for NCD.
Such initiative will be extended for population risk prediction using Internet of Things and follow by Medical Data
Management for Research.
The forecast model prediction of the cardiovascular diseases potentiality of Thai citizen in 1-5 years forwards (based
on lab results, gender, and age data) presented an accurate and efficient results. BHRC will further proceeding such
information integration in API application and forecast model to the Instance. Calcium Score in the application, as
part of BDMS Health Passport application, was analyzed the significance in order to support the cardiovascular
diseases risk assessment of each individuals and for design the preventive plan for healthy customer group.

A Holistic Approach
Khun Pra Chuay
Khun Pra Chuay project fosters customer experience in healthcare for monks who require different medical procedures
than other patients. Paolo Hospital Phaholyothin in collaboration with Priest Hospital initiated a pilot project to
train 49 staffs, including customer service agents, doctors, nurses working in inpatient and outpatient care and maids.
The aim is to understand the procedure for patient monks from treatment, rehabilitation and disease prevention
according to the medical practice and Buddhist discipline. The activities include medical care observation and
training for patient monks in the Priest Hospital, preparation of areas and necessities, consent request before applying
medical procedure and treatment and arrangement of dining areas with specific equipment.
Examples of Customer Experience Innovation in Khun Pra Chuay Project
Prepare “safe orange
robes” in trousers which
can partially open or
close to facilitate some
medical procedure

Provide over beds to
prevent slips during
handling of items

Provide thick orange
kimono robe for x-ray,
separately from regular
patients

The innovative service quality and standards are certified in accordance with the patient monk treatment stated in
the Buddhist discipline of Priest Hospital, marking Thailand’s first hospital to receive the certification and setting an
example for further development in other specific customer groups. The project performance in 2021 are as follows:

New patient monks
visiting for treatment increase
by 10%.

The satisfaction level of the
monks towards the services
is ≥90%.

Revenue generated from the
medical care for monks
continuously increases.

Staff are confident in
performing medical
procedures while the monks
feel more comfortable
receiving the services.
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Fulfill Project by BDMS: Promoting Nutrition in Patients with Specific Diseases with the
Help of the Nutritionists
With the help of nutritionists, Fulfill by BDMS emphasizes nutrition for
patients with specific diseases by focusing on high-quality healthful food for
different groups of patients. Fulfill meals are specifically designed for patients
that are health conscious; need to enhance capability and maintain balance,
as well as those with specific diseases such as diabetes, heart disease and
kidney disease. In 2021, over 2,000 patients were interested in meals from
the project, of which diabetes meals are the most popular. BDMS plans to
develop communication channels to create marketing opportunities in the
future.

Innovative Mindset
BDMS Innovation Acceleration
Nowadays, innovation is considered a major contribution to all sectors, particularly hospital operations and development
to drive corporate growth and sustainability in accordance with the global changes in response to patient needs. Nevertheless,
innovation development in the healthcare business is complex, while customer and employee safety is the priority.
As a consequence, BDMS organizes BDMS Innovation Acceleration project to ensure necessary knowledge and tools for
innovation development on healthcare and organizational working process while effectively enhancing the innovation
development, lessening risks from errors and driving BDMS innovative projects towards success.
Approaches of BDMS Innovation Acceleration

Set target and index for
innovation development

Establish guidelines and
scope for innovation
development

Design action plans for
innovation development

Organize incubation
courses within BDMS

Analyze and evaluate
results from innovation
development

Develop and improve
innovation development
process from time to time

Disseminate the
information to BDMS
subsidiaries

Create a knowledge
management process for
innovation development

The results from the BDMS Innovation Acceleration project indicate that employees receiving initial training can entirely
explain and identify problems in the working process and select effective and appropriate tools for innovation development
such as service blueprint, Pugh matrix and fishbone to tackle issues during work. In addition, the project helps employees
who lack knowledge in development and innovation development tools to express their opinions or share the problems
while creating opportunities for the employees to express opinions, perspectives and attitudes towards the working process
to openly suggest solutions.
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The PPiTCH Awards under Phyathai – Paolo Hospital Network

In 2021, the Phyathai-Paolo Innovation Lab (PIL) of Phyathai-Paolo Hospital under BDMS organized an online project
named The PPiTCH Awards during the COVID-19. The project determines to develop innovators and seek business
opportunities from potential innovation in response to the long-term corporate strategy regarding innovation using
an internal ecosystem, public relations and incubation courses to select projects for The PPiTCH Awards. Moreover,
the employees can learn the concept and process of creating benefits from innovation in the long term to ensure
work efficiency and continuously apply new healthcare technology to stakeholders.
The PPiTCH Awards 2021 Performance

121 Projects

Were submited to The PPiTCH
Awards

13 Projects

Were selected in BDMS Award
2021

2 Projects

Were further developed such as

Continuous Temperature
Monitoring and Paolo Happy Crib

Friendly Atmosphere
Resiliency of Wastewater Treatment by Bangkok Phuket Hospital
Due to the COVID-19 in 2021, the numbers of patients
and customers in Bangkok Phuket Hospital decreased
by 60%, resulting in a lower quantity of water
consumption and wastewater in the activated sludge
process. The uncontrolled wastewater effluent discharge
poses risks of complaints from the surrounding
communities and regulatory violations affecting cost
control.
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As a consequence, Bangkok Phuket Hospital organized a project named
Resiliency of Wastewater Treatment to swap the wastewater treatment into
a Sequencing Batch Reactor (SBR) system and adjust the microbial culture
suitable for the decreased water quantity following the conditions of the
hospital. The performance indicates that the wastewater quality index,
including TSD, daily SV30, etc. is 100% up to standards. Moreover, the field
survey was carried out to ensure no complaints about wastewater effluent
from the surrounding communities. The sufficient oxygen supply for the
living organism in the canals results in a healthy ecosystem that enables
fishing. Nevertheless, once the wastewater quantity exceeds 150 m3 per
day, the activated sludge process will be more effective than the SBR system.
The innovation helped save unnecessary costs from inefficient wastewater
treatment systems or activated sludge costing 120,000 Baht per time during
the pandemic, reducing the usage of calcium hydroxide, chlorine and
electricity from 3,367.38 to 2,157.63 kW per month. As a result, the project
won BDMS Award 2021 in the Earth Healthcare category.  

Electric Turbine from Ventilation Exhaust
Phyathai 3 Hospital designs and analyzes an innovative project regarding an
electricity generation system from ventilation exhaust by building a 12V
electric turbine from the ventilation exhaust. The exhaust airflow velocity
is at 8.33 m/s. The electric turbine comprises the Horizontal Axis Turbine
(HAWT), generator and battery charging. The system can generate 800 W,
saving electricity of 2,920 kWh/year or 10,658 Baht per year while reducing
green gas emission by 1,748 kg CO2eq/year or saving 121 trees.

Invisible Medical Record
The multidisciplinary team of BNH Hospital launches
Invisible Medical Record or Quippe Electronic Medical
Record for 85% of outpatients and 100% of inpatients,
replacing the paper-based medical records. Moreover,
the data analytics is implemented to evaluate and
design the Early Warning Signs system, such as abnormal
vital sign alert systems and treatment plans to forecast
and prevent risks from severe diseases while ensuring
patient-centered care.
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Invisible Medical Record helps reduce the waiting time
for the patients from 60 to 10 minutes while the doctors
can access the data within 5 minutes from previously
15 minutes. No waiting time and loss of medical records
are reported. Moreover, medical records clerks are now
promoted to Nurse Angels to ensure patient and
customer care from the beginning to the completion of
treatment. The system helps evaluate proactive
treatment plans and forecast potential diseases to
provide suggestions and prevent risks for future sickness.
The innovation reduces the cost of rental space for
medical records storage by 50,000 – 70,000 Baht monthly
and medical records clerk employment by 500,000 Baht
monthly while the Nurse Angels can generate revenue
of 1-1.5 million Baht to the hospital. Moreover, the
storage space now generates over 700,000 Baht a month
from other business opportunities.

Plug & Play and BDMS
BDMS in collaboration with an innovative organization and international
startup called Plug & Play2 to source technology and innovation while
alliancing network to share experiences, knowledge and innovative
technology trends.
In 2021, BDMS selected 43 startups and participated in training related to
new innovative technology for pandemic countermeasures. More than 30
training sessions related to BDMS businesses.

Innovation for COVID-19 Situation
Dry Heat Cabinet for COVID-19 Personal Protective Equipment
Because of COVID-19, Paolo Hospital Rangsit and the microbiology laboratory
of the Faculty of Allied Health Sciences at Burapha University experienced
a shortage of personal protective equipment and N95 masks, resulting in
the creation of the dry heat cabinet to reuse personal protective equipment
and N95 masks. The efficiency test is performed to compare the detection
of staphylococcus aureus and bacteriophage on N95 masks before and after
disinfection in the dry heat cabinet. The results indicate that the temperature
must be maintained at 74°C to ensure a safe usage in the future.

2

See further deatils of Plug And Play at https://www.plugandplaytechcenter.com/
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Negative Pressure Tent for Surgical Procedures during COVID-19
Phyathai Hospital Sriracha launches negative pressure
tent for surgical procedures during COVID-19 to support
the medical operations as the treatment demand in
factory workers in Chon Buri gradually increases,
particularly those patients in need of urgent surgical
procedures, who can’t wait for the COVID-19 test results.
Previously the operating room and anesthesia services
were performed under positive pressure, which posed
high risks of infection. As a result, the negative pressure
tent was installed for surgical procedures while
preventing the spread of infection using less cost and
preparation time suitable for such an urgent situation.
Personnel working at Phyathai Hospital Sriracha
collaborates with the Faculty of Engineering at Burapha
University to design the negative pressure tent by
adapting box negative pressure over the patient’s head
before applying anesthesia services to prevent infection.
The innovation enhances the efficiency in preventing
the spread of disease inside the operating room and
during anesthetic services, saving the cost of building
negative pressure operating room worth 1-2 million Baht
compared with the negative pressure tent, which costs
only 35,000 Baht. With the help of the Faculty of
Engineering at Burapha University, the design and
building process was carried out to assemble plastic
tents and other equipment. Besides, the innovation
reduces referral cases of COVID-19 positive patients for
surgery, saving 80,000-200,000 Baht. The negative
pressure tent won the award in the Novelty Health
category of BDMS Award 2021.
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Artificial Intelligence for Chest X-ray Image Analysis COVID-19 Screening
Phyathai 2 Hospital organizes artificial intelligence for
chest x-ray image analysis for COVID-19 screening with
the help of South Korean technology to ensure efficient
and cost-effective operations while reducing the risk of
infection to other and medical personnel in the hospitals
encountering equipment shortage.
The portable x-ray camera and AI chest x-ray with
machine learning system integrated with the
convolutional neural networks are utilized following the
deep learning. The accuracy rate of the chest x-ray image
analysis is at 94%, building confidence in an efficient
diagnosis and enabling immediate treatment and fast
recovery.
The innovation can identify and enable transfer patients
with and without COVID-19 and pneumonia symptoms
for treatment and promptly control the spread of disease by analyzing a large amount of chest x-ray images in a
short period. Moreover, the project supports business alliances between Center of Private Research and Innovation
Accelerator of Phyathai-Paolo Hospital, Center for Medical Genomics Ramathibodi Hospital at Mahidol University,
Rajavithi Hospital, Advanced Info Services Public Company Limited, Mellow Innovation Company Limited and JLK
Inspection Korea Inc. to improve experience and expertise in artificial intelligence for healthcare. Besides, the project
refects good return in long-term investment and expansion of diagnosis for other chest diseases thank to fast analysis
and results while saving management costs.
BDMS Innovation Performance

45.98 million Baht

Investment in innovation in collaboration
with alliances

1.94 million Baht

Investment in researches and
new knowledge development
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Environmental Policy and Management
Environmental Policy and Management
Environmental management is crucial for businesses as it can help control financial and social impacts and lessen reputational risks arising from activities that are potentially harmful to the environment. Consequently, BDMS enforces an environmental policy and environmental management
system to systematically manage resources, gather, store and utilize such information for continual performance improvement, and express the commitment and transparency in environmental
management to all stakeholders.

BDMS Environmental Policy & Management

1

BDMS enforces the Environmental Policy or BDMS Earth Healthcare to display its determination and provide the
guidelines on environmental management in line with the Sustainable Development Goals (SDG). The Policy will
appoint the supporting team and the central human resources team as well as publicize a communication plan to
all personnel to ensure mutual understanding and collaboration.

Sustainability Development Environment & Safety Member
BDMS appoints the Sustainability Development Environment & Safety Member, comprising responsible personnel
from BDMS business networks, to establish the environmental policies and targets. The Member is responsible for
the working process, coordination and monitoring in the hospitals and network companies. In addition, the training
and updates must be communicated and reported to the Board of Directors for sustainable development.

Implement, monitor,
evaluate against target,
and summary report
the environmental performance

BDMS
Sustainability
Developement
Committee

1

Sustainability Developement
Environment & Safety Member
Appointed by CEO
of each business group

Coordinate and follow up in line with
plan, as well as announcement of
training and update
Establish environmental plan
and policy

Hospital and
Non-hospital network

See further details of BDMS Earth Healthcare policy at https://investor.bangkokhospital.com/storage/downloads/corporate-governance/20200103-bdms-earth-healthcarepolicy-en.pdf; BDMS Earth Healthcare policy explanation clip at https://www.youtube.com/watch?v=9BBLQQ5f9Zk ; and environmental management details at
http://www.bdms.co.th/sustainability
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“BDMS Earth Healthcare” Training in 2021
BDMS Corporate Human Resources Department organized the BDMS Earth Healthcare training program for all
personnel to ensure understanding and capability to establish environmental initiatives following the policy. The
training is intended to set and follow up the environmental policy, promote recognition and engagement with the
external sectors to ensure policy sustainability.
In 2021, BDMS, in collaboration with Chulalongkorn University, provided mandatory training on environmental
management in line with the BDMS Earth Healthcare to raise awareness on the environment and to encourage them
as role models in nature conservation and efficient environmental management in the organization. The training
topics are as follows.
BDMS EHC - Brush up

This course was for the chosen team
under BDMS Award 2021 in order to
improve potentiality of the
environmental or social initiative in
line with the BDMS Earth Healthcare
policy. This also supported
preparedness of the team for the
further final round competition.
BDMS EHC SROI

BDMS EHC - Carbon Footprint
Workshop

This course was for all corporatewide employee focusing on principle
and management for efficient
greenhouse gas reduction and
improve internal environmental
management process as well as
benefits to the society.

This course was for the chosen team under BDMS Award
2021 and interested personnel, focusing on greenhouse
gas reduction calculation and Social Return on
Investment (SROI), which aimed to support internal
environmental management process improvement as
well as benefits to the society.

BDMS EHC Booth Camp

This course was for the chosen team
under BDMS Award 2021 in order to
improve potentiality of the
environmental or social initiative in
line with the BDMS Earth Healthcare
policy. This also supported
preparedness of the team for the
further final round competition.

BDMS EHC Innovative CSR

This course was for the chosen team under BDMS Award
2021 and interested personnel; focusing on creativity,
publicization, knowledge and experience exchange,
environmental management in partnership with the
societal party. The course aimed for proper knowledge
and understanding promotion towards environmental
management and accountability upon sustainable
environment, leading to Pro-environmental Behavior

BDMS Environmental Management Performance

100%

of the environmental performance
complied with regulations

0 confirmed cases

of complaints regarding
environment management from
regulatory body

2

76%

of network hospital’s medical
laboratory were certified ISO
15190:2003 covered hazardous
and non-hazardous waste and
chemical management

2

This environmental assessment per regulations comprises noise levels from water pumps and electricity generators which may affect the community, refrigeration systems, the noise
level in high-noise areas, dust, climate, lighting, heat and quantity of hazardous chemicals in the workplace, fire safety of the building, etc.
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Resource Use Efficiency
Recognizing the importance of resource use efficiency, BDMS
manages solid waste and hazardous waste according to the regulations, to lessen the environmental impact on society. BDMS
understands the ever-changing environmental conditions and
emphasizes water consumption and climate change to ensure all
subsidiary hospitals practice efficient resource consumption in
accordance with the regulations.

Waste and Hazardous Waste

1

BDMS has established solid waste and hazardous waste management in line with the Environment Policy, related
regulations and standards. All BDMS employees and contractors, including stores and restaurants, must operate in
line with the Policy.

Go Green Together
Bangkok Hospital Hua Hin announced the Go Green
Together project in 2021 to drive the sustainability policy
and conserve nature in general. The project raises the
employees, customers and surrounding communities’
awareness and understanding of the natural resources.
Examples of campaigns launched in all network
businesses are replacing foam containers with containers
made from recycled materials and swapping plastic bags
to cloth bags to reduce non-biodegradable plastic. The
hospital encourages all shops and restaurants in the
areas and the cleaning team to sort waste and provide
waste bins with clear waste sorting signage. In addition,
the restaurants must separate the food waste before
disposing to facilitate the waste management process.
In 2021, Bangkok Hospital Hua Hin reduced average of
10% of non-hazardous waste compared with the waste
quantity in the previous year thanks to the collaboration
of shops and restaurants in the hospital. Go Green
Together can also be applied for those who dine outside
to be more aware and reduce disposable containers
usage.
1

See further details of waste and hazardous waste management at www.bdms.co.th/sustainability
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Samitivej Go Green
Samitivej Sukhumvit Hospital and Samitivej Hospital Srinakarin
initiate Samitivej Go Green as a long-term project for all
departments in response to the corporate vision of being the
leader in a green organization. The determinations are to reduce
or save the resources and conserve nature, leading to sustainable
growth. The employees, shops and customers have the social
and environmental responsibilities as follows:

Replace PP containers
with PET containers
which can be recycled to
fiber thread and Grade B
plastics for nonconsumable products.

Swap plastic straw to
paper straw.

Install the standardized
water dispensers and
encourage the customers
to bring their tumblers
and reduce waste.

Promote waste sorting to
facilitate waste disposal
and recycling.

Reduce the use of paper
bags to help the climate
change or promote
eco-friendly paper pill
pouches with soy ink which
are decomposed within 2-5
months.

Asking customers
whether they need the
toiletries or not to reduce
waste from unused
products.

Reduce plastic food
covers used when serving
meals by replacing them
with disinfected
containers.

View medical check-up
results via the Samitivej
Plus application accessible
at all times to reduce
paper use.

Replace the paper
questionnaires with QR
Code to reduce paper use.

Encourage the stores
located in the hospital to
reduce the use of plastic
bags, straws and promote
bringing personal
tumblers.

Replace MRI 1.5 Tesla
with an eco-friendly
model, which helps reduce
the Helium usage to 7
liters.

Raise the awareness on
sharing by installing the
donation boxes to enable
scholarships for
underprivileged children
and reduce waste.

In 2021, the hospital saved 1,709,369 Baht from resources conservation. The project encourages the employees to
take responsibility towards society and the environment by changing their lifestyles to reduce waste. Moreover,
Samitivej Go Green builds the vision for resource and environment conservation while ensuring positive perspectives
from the customers and saving cost from wasting products. The organization can also generate income for selling
the products for recycling.
Meaningful Environmental Engagement
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Waste Bin and Trash Bag Removal
Bangkok Hospital Pattaya announces a waste management project called
“Waste Bin and Trash Bag Removal” in collaboration with the cleaning team
and several departments by removing the waste bins at each working desk.
Instead, the central waste bins are provided for general waste, recycle waste,
paper and plastic bottles to reduce the expense for waste bins and trash
bags. This also helps reduce waste and the workload of the cleaning team
while enabling more time and efficiency to perform other tasks and take
care of the customers. The project can save cost up to 316,785 Baht per
year.

Hazardous Waste Management – Battery Disposal of
Network Hospital
Bangkok Hospital Headquarter, Bangkok Hospital Hua Hin, Bangkok Hospital
Hat Yai and Phyathai 2 Hospital resold the expired batteries from the
emergency lights to the manufacturer to reduce the hazardous waste
disposal. In 2021, 25.76 tons of batteries were recycled.

BDMS Waste and Hazardous Waste Management in 2021

2,3

Waste Performance 2018-2021
9,630.39

9,602.64

5.30

5.16

9,500

9,047.98

9,000
8,500

4.90

4.97
4.85

4.70

8,000
7,500
7,000

5.10

7,863.68

4.52

2020

2021

4.50

Waste Intensity (Kilogram
per Adjusted Patient Day)

Total Waste Generated (ton)

10,000

4.30

2018

2019

Total Waste Generated
Waste Intensity (Kilogram per Adjusted Patient Day)

9,047.98
tons per year

of total waste quantity

4.52

1,463.10

7,577.48

of waste generated
intensity4

of non-hazardous
waste diverted from
disposal5

of waste for disposal

kg per Adjusted
Patient Day

tons per year

2

Related to the specified scope of the report (see further details in the solid waste and hazardous waste statistics)
Due to COVID-19 situation, the waste and hazardous waste quantity, as well as the resource consumption in operations was reduced in 2020

3
4

The Adjusted Patient Day is calculated from converted outpatient number and incorporate with inpatient number on the same basis
Excluded waste directed to incineration and landfill

5
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Waste and Hazardous Waste Statistics
Description*

Waste Generated
Total Quantity of Hazardous Waste
Total Quantity of Infectious Waste
Total Quantity of Non-hazardous
Waste
Waste Generated Intensity6

Waste Diverted from Disposal
Hazardous Waste Diverted from
Disposal
		Recycle
			Managed Internally
			Managed Externally
Infectious Waste Diverted from
Disposal
Non-hazardous Waste Diverted from
Disposal
		Reuse
			Managed Internally
			Managed Externally
		Recycle
			Managed Internally
			Managed Externally
		Composting
			Managed Internally
			Managed Externally
		 Other Management Method7
			Managed Internally
			Managed Externally

unit

Year
2018

2019

2020

2021

9,630.39
186.61
2,229.87
7,213.91

9,602.64
196.22
2,430.91
6,975.51

7,863.68
144.20
2,115.90
5,603.57

9,047.98
120.84
3,006.22
5,920.92

4.97

4.85

5.16

4.52

0.1566
1,307.67
52.05

0.1484
1,373.58
43.23

0.1529
1,119.98
19.78

0.1654
1,470.50
7.40

t
t
t
t

52.05
0
52.05
0

43.23
0
43.23
0

19.78
0
19.78
0

7.40
0
7.40
0

t

1,255.62

1,330.35

1,100.20

1,463.10

t
t
t
t
t
t
t
t
t
t
t
t

1.13
1.13
0
707.81
0
707.81
294.44
0.16
294.12
252.25
0
252.25

1.54
1.54
0
738.78
0
738.78
321.55
0.16
321.23
268.47
0
268.47

1.19
1.19
0
620.83
0
620.83
255.73
0.16
255.41
222.45
0
222.45

1.30
1.30
0
638.90
0
638.90
232.01
0
232.01
590.89
0
590.89

t
t
t
t
kg / Adjusted Patient
Day

g/ Baht Revenue
t
t

6

The Adjusted Patient Day is calculated from converted outpatient number and incorporate with inpatient number on the same basis
Other disposal methods for non-hazardous waste such as sell to the waste collector

7
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Description*

unit

Year
2018

2019

2020

2021

Hazardous Waste Directed
to Disposal

t

8,323.04

8,229.38

6,744.01

7,577.48

Hazardous Waste Directed to Disposal
		 Incineration without Energy Recovery
			Managed Internally
			Managed Externally
		 Landfill
			Managed Internally

t
t
t
t
t
t

134.57
126.07
0
126.07
8.50
0

152.99
144.46
0
144.46
8.53
0

124.42
118.94
0
118.94
5.49
0

113.44
108.14
0
108.14
5.30
0

			Managed Externally
Infectious Waste Directed to Disposal
		 Incineration without Energy Recovery
		Managed Internally
		Managed Externally
Non-hazardous Waste Directed to
Disposal
		 Incineration with Energy Recovery
			Managed Internally
			Managed Externally
		 Incineration without Energy Recovery
			Managed Internally
			Managed Externally
		 Landfill
			Managed Internally
			Managed Externally

t
t
t
t
t
t

8.50
2,229.87
2,229.87
0
2,229.87
5,958.60

8.53
2,430.91
2,430.91
0
2,430.91
5,645.49

5.49
2,115.90
2,115.90
0
2,115.90
4,503.69

5.30
3,006.22
3,006.22
0
3,006.22
4,457.82

t
t
t
t
t
t
t
t
t

528.04
0
528.04
879.93
0
879.93
4,550.64
0
4,550.64

396.81
0
396.81
863.58
0
863.58
4,385.10
0
4,385.10

345.78
0
345.78
748.33
0
748.33
3,409.58
0
3,409.58

398.80
0
398.80
717.82
0
717.82
3,341.20
0
3,341.20

Remark
*		

Waste and hazardous waste management reporting coverage in 2021 was extended from 2020 as follows.
Extended Reporting Coverage in 2021

Reporting Coverage in 2020
•
•
•
•
•
•
•
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Bangkok Hospital Headquarter
Bangkok Hospital Huahin
Bangkok Hospital Pattaya
Bangkok Hospital Rayong
Bangkok Hospital Chiangmai
Bangkok Hospital Ratchasima
Bangkok Hospital Phuket

•
•
•
•
•
•
•

Bangkok Hospital Hat Yai
Bangkok Hospital Siriroj
Samitivej Sukhumvit Hospital
Samitivej Srinakarin Hospital
Samitivej Sriracha Hospital
BNH Hospital
Phyathai 2 Hospital

•
•
•
•
•
•

Bangkok Hospital Chanthaburi
Phyathai 1 Hospital
Phyathai 3 Hospital
Phyathai Hospital Sriracha
Phyathai Hospital Nawamin
Paolo Hospital Phaholyothin

Bangkok Dusit Medical Services PCL (BDMS)

Water and Wastewater Management

1

BDMS manages water consumption and wastewater treatment by recording the quantity of water consumption and
setting out measures for proper wastewater treatment quality in compliance with regulations as well as establish
water consumption optimization initiative.

Water-Saving Initiative: Use of Hemodialysis RO Reject Water
In 2021, Phyathai 2 International Hospital and Phyathai 3 International
Hospital launched the water-saving project by using Reverse Osmosis (RO)
reject water mixed with the hemodialysis solutions in the sanitary system,
such as in toilets and urinals. The water is as well used for cleaning the floor
and watering the vegetable garden situated on the terrace of the building,
saving 8,664.87 m3 of water or 148,000 Baht per year.
BDMS Water Consumption Performance 2021

2,3

Water Consumption
(x1000 cubic meter)

550.00

0.330

0.311

530.11

530.00

0.310
500.47

510.00

0.290

490.00
470.00

0.259

450.00

ปีี 2561

ปีี 2562

0.270

472.43

0.268

0.250

473.05

0.236

ปีี 2563

ปีี 2564

0.230

Water Consumption Intensity
Cubic meter per Adjusted Patient Day

Water Consumption 2018-2021

Water Consumption (x1000 cubic meter)
Water Consumption Intensity (Cubic meter per Adjusted Patient Day)

2,406,969.42

1,934,541.93

m3 per year

total water withdrawal

m3

total water

0.236

per year per inpatient

water consumption

472,427.48

m3 per year

intensity5

m3 per year

discharge4

total water consumption

m3

8.64

per Million Baht Revenue

Revenue water consumption intensity

1

See further details of water management at www.bdms.co.th/sustainability
Related to the specified scope of the report (see further details in the water and wastewater management statistics)
3
Due to COVID-19, the water withdrawal and the resource consumption in operations reduced in 2020
4
The quality of wastewater after treatment must be in accordance with the regulations. The ratio of the water discharge must be at 80% of the water withdrawal
5
The Adjusted Patient Day is calculated from converted outpatient number and incorporate with inpatient number on the same basis
2
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Water and Wastewater Management Statistics
Year
Description*

2018

Unit
All Areas

Total Water
Consumption
Water Consumption
Intensity

2019

Water Stress
Area6

All Areas

2020

Water Stress
Area

All Areas

2021

Water Stress
Area

All Areas

Water Stress
Area

m3

500,472.61

ML

500.4

9.91

530.11

11.58

473.05

11.12

472.43

11.11

m3/Adjusted
Patient Days7

0.259

0.005

0.268

0.006

0.311

0.007

0.236

0.006

8.14

9.77

8.19

9.49

9.20

9.83

8.64

8.62

m3/ Million Baht
Revenue8

9,905.40 530,108.87

11,108.80 473,052.04

11,115.80 472,427.48

11,108.80

Total Water Withdrawal

m3

2,566,914.92

49,527.00 2,719,759.95

57,891.00 2,438,759.96

55,579.00 2,406,969.42

55,544.00

Total Water Withdrawal
by Company

m3

230,298.63

0 195,510.25

0 179,531.20

0 194,295.90

0

Freshwater Withdrawal

m3

230,298.63

0 195,510.25

0 179,531.20

0 194,295.90

0

		 Surface Water 		
		Source

m3

0

0

0

0

0

0

0

0

			Freshwater
			withdrawal

m3

0

0

0

0

0

0

0

0

			Other withdrawal

m3

0

0

0

0

0

0

0

0

		Groundwater Source

m3

230,298.63

0 195,510.25

0 179,531.20

0 194,295.90

0

			Freshwater
			withdrawal

m3

230,298.63

0

195,510.25

0

179,531.20

0

194,295.90

0

			Other withdrawal

m3

0

0

0

0

0

0

0

0

		 Third-party Water 		
Source) (e.g. municipal
		water suppliers

m3

2,336,616.29

49,527.00 1,775,471.70

57,891.00 1,549,911.73

57,891.00 2,212,673.52

55,544.00

			Freshwater
			withdrawal

m3

2,336,616.29

49,527.00 1,775,471.70

57,891.00 1,549,911.73

55,579.00 2,212,673.52

55,544.00

		Produced Water

m3

2,287,089.29

49,527.00 1,775,471.70

57,891.00 1,549,911.73

55,579.00 2,157,129.52

55,544.00

			Freshwater
			withdrawal

m3

2,287,089.29

49,527.00 1,775,471.70

57,891.00 1,549,911.73

55,579.00 2,157,129.52

55,544.00

			Other withdrawal

m3

0

6

0

0

0

In 2021, only Bangkok Hospital Chiang Mai is in the water stress area referring to the World Resources Institute (https://www.wri.org)
The Adjusted Patient Day is calculated from converted outpatient number and incorporate with inpatient number on the same basis
8
Calculated from water consumption volume in water stress area and hospital revenue according to reporting coverage
7
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Year
Description*

2018

Unit
All Areas

2019

Water Stress
Area6

All Areas

2020

Water Stress
Area

All Areas

2021

Water Stress
Area

All Areas

Water Stress
Area

Total Water Discharge9

m3

2,066,442.31

39,621.60 1,583,033.49

46,312.80 1,965,707.92

44,463.20 1,934,541.93

44,435.20

Freshwater Discharge

m3

2,066,442.31

39,621.60 1,583,033.49

46,312.80 1,965,707.92

44,463.20 1,934,541.93

44,435.20

m3

2,066,442.31

39,621.60 2,189,651.09

46,312.80 1,965,707.92

44,463.20 1,934,541.93

44,435.20

Freshwater Discharge

m3

2,066,442.31

39,621.60 2,189,651.09

46,312.80 1,965,707.92

44,463.20 1,934,541.93

44,435.20

Other Water Discharge

m3

0

Third-party Water Source
(e.g. municipal wastewater
treatment plant)

Remark
*		

0

0

0

0

0

Waste and hazardous waste management reporting coverage in 2021 was extended from 2020 as follows.
Extended Reporting Coverage in 2021

Reporting Coverage in 2020
•
•
•
•
•
•
•

Bangkok Hospital Headquarter
Bangkok Hospital Huahin
Bangkok Hospital Pattaya
Bangkok Hospital Rayong
Bangkok Hospital Chiangmai
Bangkok Hospital Ratchasima
Bangkok Hospital Phuket

•
•
•
•
•
•
•

Bangkok Hospital Hat Yai
Bangkok Hospital Siriroj
Samitivej Sukhumvit Hospital
Samitivej Srinakarin Hospital
Samitivej Sriracha Hospital
BNH Hospital
Phyathai 2 Hospital

•
•
•
•
•
•

Bangkok Hospital Chanthaburi
Phyathai 1 Hospital
Phyathai 3 Hospital
Phyathai Hospital Sriracha
Phyathai Hospital Nawamin
Paolo Hospital Phaholyothin

9

The quality of wastewater after treatment must be in accordance with the regulations. The ratio of the water discharge must be at 80% of the water withdrawal
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Energy and Climate Change
Apart from the impact on climate change, energy is of great importance for healthcare services.
Being aware of such impact, BDMS monitors the energy consumption in the organization and sets
out projects to ensure utmost efficiency and reduction of greenhouse gas emissions.

Energy Management

1

BDMS appoints the Energy Management Committee to operate in line with the Energy Management Policy and
relevant regulations to contain costs, reduce energy imports and lessen environmental impacts. To ensure utmost
efficiency in energy consumption, the Committee is also responsible for arranging the projects for energy saving and
revising the guideline

Solar Roof Top Installation for Renewable Energy Efficiency
BDMS determines to improve the energy consumption efficiency by increasing
the use of renewable energy according to the Sustainability Development
and Nature Conservation Policy in general. For example, Bangkok Hospital
Chantaburi installed 1,440 350W solar panels to substitute the electricity
from the Provincial Electricity Authority. The project saved 792,342 kWh or
398,152 Baht per year.
In addition, Samitivej Sukhumvit Hospital installed the solar rooftop to
increase the electricity production from renewable sources in 3 buildings
and reduced electricity purchased from the external parties. In 2021, the
project saved 1,657,140 kWh or 6,224,372 Baht with an expected payback
period of 6.48 years.
Bangkok Hospital Hua Hin is as well installing the solar rooftop to support
the hot water system. In the future, the project will expand to other hospitals
to encourage renewable energy.

1

See further details of energy management at http://www.bdms.co.th/sustainability
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Air Conditioning System Cleaning Schedule for Energy Efficiency
Bangkok Hospital Phuket sets out the energy-saving project on scheduling
the air conditioning system cleaning where the evaporator in the hall of
outpatients and inpatient ward is washed regularly. The hospital also assigns
responsible personnel to monitor the performance. The project is launched
because the operations require an air conditioning system at all times,
resulting in dust accumulating inside the evaporator and decreasing the
system efficiency. This helps save the electricity cost as the air conditioning
systems can operate more efficiently and ensure the wellbeing of the users.
The project saved the electricity expense of 1,609,855 Baht per year using
the cost of 302,800 Baht with an expected payback period of 0.19 years.

Filter and Main Valve Replacement in Cooling Tower
In 2021, Bangkok Hospital Phuket set out the project to change the defective
filters and main valves in the cooling tower, which affects the water mist
efficiency and the cooling system, resulting in electricity waste. The project
was inspired by the energy-saving measures for the cooling system by the
Department of Energy Development and Promotion. According to the energysaving measures, a temperature decrease on the condensing unit or
condenser by 1 °C can save 0.83% of the energy. After the replacement, the
hospital saved electricity cost of 534,392 Baht per year using the cost of
250,000 Baht with an expected payback period of 0.47 years.
Moreover, replacing the main valves in the cooling system with no valve
blade results in 2 cooling towers operating nonstop for 24 hours. Changing
the main valves enables one cooling tower to rest at night provided the
cooling tower doesn’t overwork. The company saved an electricity cost of
494,294 Baht per year using the cost of 200,000 Baht with an expected
payback period of 0.40 years.

Cooling Tower Replacement
In 2021, Phyathai 3 Hospital replaced the cooling tower to reduce the
circulated hot water temperature, to be reused in the boilers and improve
the heat ventilation efficiency. The project swapped the old device used
for over 25 years with the cooling system. After the removal and installation,
the heat ventilation system is constantly monitored. The project saved
262,800 kWh or 946,960 Baht per year using the cost of 4.13 million Baht
with an expected payback period of 4.4 years.
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Electricity Saving – Replace Compact Fluorescent Light Bulbs with LED
BDMS set out electricity-saving measures, especially on the light bulbs that
leave on all the time. Many light bulbs used are compact fluorescent light
that requires high current flow. As a result, the project to replace the compact
fluorescent light bulbs with LED is implemented in the network hospitals
such as Bangkok Hospital Hua Hin, Bangkok Hospital Pattaya, and Bangkok
Hospital Phuket. LED bulbs can emit the same amount of light in compliance
with the related regulations without heating a wire, resulting in making the
bulb last longer while using less energy (Watts), generating more light, being
safe for the eyes, producing fewer UV rays and containing no mercury.
Performance Examples of Lighting Replacement with LED
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Electricity Saving
(kWh per year)

Electricity Cost Saving
(Baht per year)

Expected Payback
(year)

Bangkok Hospital Huahin

36,855.51

47,422.04

1.31

Bangkok Hospital Pattaya

19,797

71,271

0.68

Bangkok Hospital Phuket

57,202.8

209,934.27

0.95

Bangkok Dusit Medical Services PCL (BDMS)

Chiller Plant System Adjustment
In 2021, Phyathai 3 Hospital implemented a project for the chiller plants,
by adjusting the system according to the climate to reduce electricity usage.
The project saved 51,224.40 kWh per year or 187,481.30 Baht.

BDMS Energy Performance 2021

2,3

250,000.00

165.00

162.01
157.97

200,000.00

160.00
155.00

151.91

201,618.42

194,453.31

195,000.00
194,932.62

190,000.00

145.00

194,885.15
145.21

2018

2019

150.00

2020

2021

140.00

Energy Consumption Intensity per Useful
Area (kWh per square meter)

Energy Consumption (Megawatt hour)

Energy Consumption 2018-2021

Energy Consumption (Megawatt hour)
Energy Consumption Intensity per Useful Area (kWh per square meter)

2
3

194,453.31
MWh per year

1,886.77

of the total quantity of
electricity consumption

of the total quantity of
electricity consumption
from renewable sources

MWh per year

145.21

kWh per square meter of
electricity

consumption intensity
within organization

0.0036
kWh per Baht
Revenue

Electricity consumption
intensity

Related to the specified scope of the report (see further details in the energy management statistics)
Due to COVID-19, the energy and resource consumption in operations reduced in 2020
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Energy Management Statistics
Description*
Total Energy Consumption
within Organization

Unit
kWh

Year
2018

2019

2020

2021

194,932,618.00 201,618,424.33 194,885,145.74 194,453,313.10

194,932.62

201,618.42

194,885.15

194,453.31

kWh/m2

162.01

157.97

151.91

145.21

kWh/Baht Revenue

0.0032

0.0031

0.0038

0.0036

kWh

1,366,901.00 0

1,260,064.00

1,214,915.00

656,054.10

		Coal

kWh

0

0

0

0

		Natural Gas

kWh

0

0

0

0

		LPG

kWh

0

0

0

0

		Diesel

kWh

0

0

0

0

		Fuel Oil

kWh

1,366,901.00 0

1,260,064.00

1,214,915.00

656,054.10 0

kWh

15,084.00

137,416.22

764,936.74

1,886,773.00

		Biodiesel

kWh

0

0

0

0

		Biomass

kWh

0

0

0

0

		Biogas

kWh

0

0

0

0

		Solar

kWh

15,084.00

137,416.22

764,936.74

1,886,773.00

		Wind

kWh

0

0

0

0

Energy Consumption
Intensity within Organization
Total fuel consumption
from non-renewable sources

Total fuel consumption
from renewable sources

MWh

kWh

193,550,633.00 200,220,944.11 192,905,294.00 191,910,486.00

		Electricity Consumption

kWh

193,550,633.00 200,220,944.11 192,905,294.00 191,910,486.00

		Steam Consumption

kWh

0

0

0

0

		Heating Consumption

kWh

0

0

0

0

		Cooling Consumption

kWh

0

0

0

0

Total Energy Purchased for
Consumption
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Year

Description*

Unit

Total Energy Self-generated
but not for Consumption

kWh

0

0

0

0

		Electricity Generated

kWh

0

0

0

0

		Steam Generated

kWh

0

0

0

0

		Heating Generated

kWh

0

0

0

0

		Cooling Generated

kWh

0

0

0

0

Total Energy Sold

kWh

0

0

0

0

		Electricity Sold

kWh

0

0

0

0

		Steam Sold

kWh

0

0

0

0

		Heating Sold

kWh

0

0

0

0

		Cooling Sold

kWh

0

0

0

0

Total Costs of Energy 		
Consumption

baht

Remark
*		

2018

2019

2020

2021

704,737,350.84 739,644,219.33 703,950,285.63 701,696,574.60

Energy management reporting coverage in 2021 was extended from 2020 as follows.
Extended Reporting Coverage in 2021

Reporting Coverage in 2020
•
•
•
•
•
•
•

Bangkok Hospital Headquarter
Bangkok Hospital Huahin
Bangkok Hospital Pattaya
Bangkok Hospital Rayong
Bangkok Hospital Chiangmai
Bangkok Hospital Ratchasima
Bangkok Hospital Phuket

•
•
•
•
•
•
•

Bangkok Hospital Hat Yai
Bangkok Hospital Siriroj
Samitivej Sukhumvit Hospital
Samitivej Srinakarin Hospital
Samitivej Sriracha Hospital
BNH Hospital
Phyathai 2 Hospital

•
•
•
•
•
•

Bangkok Hospital Chanthaburi
Phyathai 1 Hospital
Phyathai 3 Hospital
Phyathai Hospital Sriracha
Phyathai Hospital Nawamin
Paolo Hospital Phaholyothin
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Climate Change Management

1

Climate change can render an impact on business operations of all industries, including healthcare services. Therefore,
healthcare businesses must understand the emerging risks and business opportunities from the increasingly severe
consequences of climate change. BDMS performs the risk and business opportunity assessment resulting from
climate change as well as monitoring the operations to lessen its impact on operations.

Greenhouse Gas Monitoring and Reduction Guidelines
BDMS operates businesses by emphasizing the utmost efficiency in resource usage and determines to lessen the
impact of climate change by enforcing the policy and the greenhouse gas reduction guidelines for BDMS employees
and stakeholders as well as subsidiary companies. Moreover, BDMS appoints the Sustainability Development
Environment & Safety Member to drive the activities following the policy as follows:

Collect data

related to greenhouse gas
emission in each activity of the
organization

5R Practices

Reduce – from the start
Reuse – to maximize the values
Recycle – products
Repair – items that are useable
Reject – materials that can cause
pollution and are waste.

Set target

on greenhouse gas emission and
context of each business

Select suppliers

considering the greenhouse gas
emission report or products,
especially those with a high
procurement rate

Prepare greenhouse gas emission
report annually

according to the global
standards

Monitor the greenhouse gas
emission performance

in electricity, water, fuel
consumption, waste
management, waste recycling
and packaging waste compared
with the base year (Recycle)
including consumption of
single-use packaging

Campaign to Raise Awareness of Climate Change
BDMS subsidiaries participated in Care the Bear project hosted by The Stock Exchange of Thailand
(SET) in 2021 to mitigate climate change from business activities. The 6 care principles include
encouraging the attendees to use public transport, reducing paper and plastic, prohibiting foam
products, reducing electricity usage, recycling decoration materials and ensuring no food waste.
In 2021, BDMS extended greenhouse gas emission reduction concept to the net work hospitals and
subsidiaries. A total of 25 business units in 2021 from 2 units in 2020 were participated in the project.
Such project will be extended corporate-wide in the future together with implementation the
relevant project such as BDMS Green Hospital. As a result of Care the Bear project in 2021, 802,007.04
kgCO2eq greenhouse gas reduction, equivalent to the annual greenhouse gas absorption by 89,119
trees. The performance was improved from 2020 performance which was 5,039.30 kgCO2eq
greenhouse gas reduction, equivalent to the annual greenhouse gas absorption by 560 trees. The
performance in 2021 was exceed the BDMS set target of 1,000 kgCO2eq greenhouse gas reduction.
1

See further health issue examples impacted from climate change at www.bdms.co.th/sustainability ; and https://www.who.int/news-room/fact-sheets/detail/climate-changeand-health
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Greenhouse Gas Emission Evaluation According to International Standards
In 2021, BDMS launched a pilot project to evaluate greenhouse gas emissions
in all activities within the Bangkok Hospital Headquarter2 according to ISO
14064-1 standard with the help of Bureau Veritas Thailand. The evaluation
displayed that indirect greenhouse gas emission is the principal source of
greenhouse gas emission (scope 2 – electricity usage from externals) at
20,513.7 Ton of Carbon Dioxide Equivalent (tCO2eq) or 93.4% of total
greenhouse gas emission at 21,962 Ton of Carbon Dioxide Equivalent
(tCO2eq). As a result, BDMS devises a plan to expand the scope of data
collection and evaluate the greenhouse gas emissions of all hospitals in the
future. In addition, BDMS enforces the greenhouse gas reduction policy, such
as setting the disclosure of greenhouse gas emission as criteria for supplier
selection and evaluation, revising the procurement process for products and
electronic appliances, providing training and communicating the data
collection to the employees.

Removal of Boilers in Laundry Services
Phyathai Sriracha Hospital intends to conduct business while ensuring social
and environmental responsibilities. As a consequence, the hospital reviews
all processes and resources used in the laundry services within the hospital,
which use an extensive amount of fuel oils Grade A, LPG gas, electricity,
water and chemical substances. In 2021, Phyathai Sriracha Hospital
outsourced specialists for better resources management resulting in the
removal of boilers, washing machines, dryers, steamers and canceled the
laundry services within the hospital. The performance of this project is as
follows:

130,916

22,853

125,824

of electricity saving

of water saving

of fuel oils saving

kWh per year

iter per year

40 kg per year
of LPG gas saving

liter per year

5.2 million Baht per year
of cost saving from reducing
chemical usage, managing
machines and measuring
environmental quality

The project helped reduce
greenhouse gas by over 269,021.78
Kg Co2e/MJ/ year and is expected
to reduce the air and water pollution
in the surrounding communities to
improve their well-being and
environmental sustainability,
promoting a positive image in the
environmental management of the
organization.

2

Calculated from Bangkok Hospital Headquarter database in 2020
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CILA Sustainability & Carbon Emissions
In 2021, Phyathai and Paolo network hospitals under BDMS announced the
“CILA Sustainability & Carbon Emissions” (CILA : Center of Interactive
Learning Academy) an online training via applications in response to the
corporate strategy covering knowledge from all sectors. A total of 6,676
participated in the project or 81%, compared with the total employees of
9,401 in Phyathai and Paolo network hospitals.
CILA Sustainability & Carbon Emissions effectively enables the employees’ access to learning while using fewer
resources such as transport fees, electricity usage, printed documents and waste during the training. The performance
from the project is as follows:

10.59 Ton of Carbon

513.09 Ton of Carbon

of electricity saving

of paper reduction

Dioxide Equivalent (tCO2eq)

1,645.25

Total
Ton of
Carbon Dioxide Equivalent
(tCO2eq)

Dioxide Equivalent (tCO2eq)

of transport fuel reduction

343.90 Ton of Carbon

777.67 Ton of Carbon Dioxide

reduced fuel consumption from less transportation

of food waste reduction

Dioxide Equivalent (tCO2eq)

Equivalent (tCO2eq)

BDMS Greenhouse Gas Emissions Performance in 2021

109,173.75

110,000.00

70.00

68.39

65.00
105,000.00

104,610.25

103,507.94
104,150.45

100,000.00

53.46

2018

52.23

55.13

60.00
55.00
50.00

2019

2020

2021

Greenhouse Gas Emission Intensity
(kgCO2eq per Adjusted Patient Day)

Greenhouse Gas Emission (tCO2eq)

Greenhouse Gas Emission 2018-2021

Greenhouse Gas Emission (tCO2eq)
Greenhouse Gas Emission Intensity (kgCO2eq per Adjusted Patient Day)

104,610.25
tCO eq per year
2

of
total greenhouse gas
emissions

3

91.71%

of greenhouse gas
emissions from purchased
energy for the
organization

52.23

kgCO2eq per Adjusted
Patient Day

greenhouse gas
emissions intensity

Related to the specified scope of the report (see further details in the greenhouse gas emissions statistics)
The Adjusted Patient Day is calculated from converted outpatient number and incorporate with inpatient number on the same basis

4
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revenue
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emissions intensity
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Greenhouse Gas Emissions Statistics
Description5,6
Total Greenhouse Gas
Emissions
Greenhouse Gas Emissions
Intensity

Total direct GHG emissions
(Scope1)

Unit
kgCO2eq
tCO2eq

Natural Gas

LPG

2020

2021

103,507,939.89 109,173,753.71 104,150,445.78 104,610,254.77
104,150.45

104,610.25

kgCO2eq / Adjusted Patient
Days

53.46

55.13

68.39

52.23

kgCO2eq / Baht Revenue

0.0017

0.0017

0.0020

0.0019

kgCO2eq

6,751,978.46

9,083,303.74

7,717,089.31

8,674,202.82

tCO2eq

6,751.98

9,083.30

7,717.09

8,674.20

6.52%

8.32%

7.41%

8.29%

1192476.385

948,738.35

1,034,171.52

849,526.47

MJ

0

0

0

0

kgCO2eq

0

0

0

0

113,280.00

78,240.00

51,327.00

44,010.00

190,446.3360

131,537.0880

86,290.9524

73,989.6120

18,846.92

13,633.82

27,284.50

16,561.49

51,029.9206

36,914.9310

73,875.5122

44,841.8903

Litre

0

0

0

0

kgCO2eq

0

0

0

0

kgCO2eq

Litre

Litre
kgCO2eq

Motor Gasoline

2019

109,173.75

kgCO2eq
Diesel

2018

103,507.94

% per Total GHG Emission
Stationary Combustion

Year

5

The greenhouse gas emissions calculation and Emission Factor are referring to the Thailand Greenhouse Gas Management Organization (Public Organization) (http://www.tgo.or.th/)
(http://thaicarbonlabel.tgo.or.th/admin/uploadfiles/emission/ts_578cd2cb78.pdf)
6
The Adjusted Patient Day is calculated from converted outpatient number and incorporate with inpatient number on the same basis
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Description
Fuel Oil

Mobile Combustion
LPG

Diesel

Motor Gasoline

Refrigerant
R-22 (HCFC-22)

Unit

2018

2019

2020

2021

Litre

295,360.00

242,340.00

271,447.00

226,938.00

kgCO2eq

951,000.13

780,286.33

874,005.05

730,694.97

kgCO2eq

2,861,460.87

2,945,454.39

2,452,319.39

2,672,833.14

Litre

0

0

0

kgCO2eq

0

0

0

Litre

848,886.79

870,962.59

703,259.66

802,043.75

kgCO2eq

2,326,204.48

2,386,698.79

1,927,142.46

2,197,840.48

Litre

239,242.12

249,745.50

234,736.93

212,306.20

kgCO2eq

535,256.40

558,755.61

525,176.93

474,992.66

kgCO2eq

2,698,041.20

5,189,111.00

4,230,598.40

5,151,843.20

713.20

1,770.40

806.20

1,510.20

1,255,232.00

3,115,904.00

1,418,912.00

2,657,952.00

91.60

95.00

215.20

189.60

62,013.20

64,315.00

145,690.40

128,359.20

40.80

81.60

278.30

314.60

kgCO2eq

45,696.00

91,392.00

311,696.00

352,352.00

kg

1,027.00

1,475.00

1,811.00

1,548.60

kgCO2eq

1,335,100.00

1,917,500.00

2,354,300.00

2,013,180.00

kgCO2eq

0

0

0

0

kg
kgCO2eq

R-32

kg
kgCO2eq

R-134

R-134a

Biogenic Emissions
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Description
Total Indirect GHGs
Emissions from Energy
Purchased & Consumed
(Scope2)

Remark
*		

Year

Unit

2018

kgCO2eq

2019

2020

2021

96,755,961.44 100,090,449.96 96,433,356.47 95,936,051.95

tCO2eq
% per Total GHG Emission

96,755.96

100,090.45

96,433.36

95,936.05

93.48%

91.68%

92.59%

91.71%

Greenhouse Gas emission reporting coverage in 2021 was extended from 2020 as follows.
Extended Reporting Coverage in 2021

Reporting Coverage in 2020
•
•
•
•
•
•
•

Bangkok Hospital Headquarter
Bangkok Hospital Huahin
Bangkok Hospital Pattaya
Bangkok Hospital Rayong
Bangkok Hospital Chiangmai
Bangkok Hospital Ratchasima
Bangkok Hospital Phuket

•
•
•
•
•
•
•

Bangkok Hospital Hat Yai
Bangkok Hospital Siriroj
Samitivej Sukhumvit Hospital
Samitivej Srinakarin Hospital
Samitivej Sriracha Hospital
BNH Hospital
Phyathai 2 Hospital

•
•
•
•
•
•

Bangkok Hospital Chanthaburi
Phyathai 1 Hospital
Phyathai 3 Hospital
Phyathai Hospital Sriracha
Phyathai Hospital Nawamin
Paolo Hospital Phaholyothin
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Labor Practices and Human Rights
Labor Practices
BDMS values the importance of establishing a good relationship with all employees to ensure successful healthcare business operations that make optimum use of employees’ expertise. To strengthen fair treatment that follows human rights principles, BDMS has established guidelines for employees and contractors.

Guidelines for Employment and Termination

1

BDMS enforces guidelines for employment and termination of all clinical and non-clinical personnel by respecting
international human rights principles, fair treatment and workplace rights. All personnel, including women, persons
with disabilities and underprivileged persons must be treated equally and given the same opportunity.

AIDS Prevention and Management in Workplace
BDMS employs and ensures the wellbeing of all employees with no discrimination in compliance with the Ministry
of Labor Notices regarding standard management of HIV/AIDS in the workplace (dated November 5, 2020) to support
accessibility of employees and patients with HIV infection to employment and nondiscrimination in the workplace.
The standards for the management of HIV/AIDS in the workplace are as follows:

Ensure no disclosure of
medical checkup or record for
HIV required for employment

Promote work advancement
with no discrimination

Support right to privacy and
confidentiality of employees
with HIV infection

Assign dedicated personal for
HIV in workplace management

Foster employers, executives and
employees to create a positive
work environment for employees
and others affected by HIV
infection

Publish information and
newsletter related to HIV as
well as the preventive
measures

Support voluntary and
confidential HIV testing and
provide counseling

Promote preventive measures
and facilitate access to
condoms or other standardized
contraception

Ensure employees with HIV
infection right to employment
according to the regulations

Ensure no less favorable
benefits and welfare compared
to others

Provide the right to treatment
according to the Social
Security Fund and the National
Health Security Office

Assist employees and patients
with HIV infection who aren’t
able to work to continue living
a normal life

1

See further details of fair and non-discriminatory employment and employment & termination policy at www.bdms.co.th/sustainability
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BDMS Human Capital Performance
BDMS Full-Time Doctor

BDMS Full-Time Employee
(Excluding Doctors)

Female

2

Ratio of BDMS Full-Time Employee

Doctor

Female

82.63%

48.02%

8.81%

Clinical
Staff
(Excluding Doctors)
%

56.50

17.37%

51.98%

Ratio of All BDMS Manager
in Healthcare
Related Operations (Excluding doctors
and senior executive)
11.11%

12.50%

75%

92.07%

34.70

Ratio of BDMS Employee by Positions

100%

Female

Non Clinical
Staff
%

Male

Male

53.91%
74.83%

50%

88.89%

87.50%

25%

25.17%

tors

tive

cu
Exe
nior

rec

rd

7.93%

Boa

83.16%

16.15%

16.84%

46.09%

0%

Male

83.85%

i
of D

Se

ger

ana

ana

rM
enio

S

Female

ger

eM
iddl

M
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ger

tFirs

M
line

r
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Male

Welfare Committee
The BDMS Welfare Committee comprises at least 5 employees at the supervisory and operational levels as employee
representatives of all position levels (100%) with a term limit of 2 years. The Committee must hold a meeting at
least once every quarter or when called by more than half of the Committee members. The committees are
responsible for acknowledgement and adjust operation in line with employee’s feedback and corporate context.
This aims to achieve safe and health promoting working environment.

2

GRI 2-7

Maximal Human Capital Engagement
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Welfare Committee Responsibilities

Discuss issues related to
employees’ welfare with
the employer.

Provide consultancy and
suggestions to the
employer regarding
employees’ welfare.

Monitor, control and
manage employees’
welfare.

Submit feedback and
guidelines on employees’
welfare to the Welfare
Committee.

Employee Welfares 2021
Lists of support projects by the Welfare Committee during COVID-19 pandemic in 2020 are as follows:

Vaccines

Human Rights

Special Medicare

Communications &
News Alert

WFH for back office
staff during pandemic

3

BDMS has established a policy and guidelines for labor practices and human rights to emphasize their importance
and ensure all employees’ compliance.

Training for Sustainability Reporting Related to Children’s Rights
BDMS ensures the employee training on sustainability reporting regarding Children’s Rights to understand the
principles outlined in The UN Guiding Principles on Business and Human Rights, which are respect and remedy. All
businesses must operate responsibly by ensuring policy commitment, human rights due diligence and human rights
impact assessment to promote compliance with human rights. The remedy from impact or human rights violation
must also be set out. According to the principles, children’s rights also refer to other rights beyond the fundamental.
BDMS integrates details of principles in certain aspects as follows:

3

See further details of Human Rights policy & practices at https://investor.bangkokhospital.com/storage/downloads/corporate-governance/20160216-bdms-hr-en.pdf

94

Bangkok Dusit Medical Services PCL (BDMS)

Children’s Rights and Business Principles
Principle 1
Child Rights Integration

Respect and foster children’s rights

Principle 4
Child Protection & Safety

Emphasize protection and safety
of the children in all business
activities and the workplace

Principle 7
Environment & Land

Respect and foster
children’s rights in all
business operations
related to the
environment, land
tenure and usage

Principle 2
Child Labour

Principle 3
Young workers Parents &
Caregiver

Support anti-child labor in all
business activities and other
related businesses

Provide work to young workers,
parents and caregiver

Principle 5
Products & Services

Principle 6
Marketing & Advertising

Maintain products and services
safety and support children’s rights
through such products and
services
Principle 8
Security

Respect and foster
children’s rights in safety
management

Ensure marketing and advertising in
compliance with the children’s
rights

Principle 9
Security

Protect children affected
by impact from an
emergency

Principle 10
Community &
Government Efforts

Foster the government
and the communities
regarding children’s rights
and ensure effective
performance

Human Rights Management Performance in 2021

0 cases

of discriminatory treatment and
human rights4

100

percent of all employees received
human rights training and fair
treatment New
5

285 Persons

BDMS employees with
disabilities6

Employees: By attending the
orientation Existing Employees: By
viewing a video before taking the
employee engagement survey

4

GRI 406-1
GRI 412-2
6
Covered per clause 33 and clause 35 of the Empowerment of Persons with Disabilities Act, B.E.2550
5

Maximal Human Capital Engagement
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Employee Statistics

7

Employee Statistics Non-clinical and Clinical Staff (excluding doctors)
Data Collection Period
Description

Unit

2018
Male

2019

Female

Male

2020

Female

Male

2021

Female

Male

Female

Employee by Type of Employment

Total Full-time Employees

Persons

		Thailand

%
Persons

		Cambodia

Persons

Total Part-time Employees

Persons
%

		Thailand

Persons

		Cambodia

Persons

32,293
5,670
26,623
17.56
82.44
31,965
5,566
26,399
328
104
224
7,287
1,439
5,848
19.75
80.25

33,306
5,790
27,516
17.38
82.62
32,977
5,687
27,290
329
103
226
6,896
1,403
5,493
20.35
79.65

31,107
5,424
25,683
17.44
82.56
30,801
5,327
25,474
306
97
209
5,237
1,262
3,975
24.10
75.90

30,857
5,306
25,497
17.37
82.63
30,489
5,226
25,623
368
134
234
5,663
1,266
4,397
22.36
77.64

7,238
1,419
5,819
49
20
29

6,857
1,385
5,472
39
18
21

5,167
1,236
3,931
70
26
44

5592
1,237
4,355
71
29
42

14

14

16

18

Diversity of Board of Directors

Board of Directors

Persons
13
% of total Board 92.86

1
7.14

members

		 Age < 30 years

Persons

0
0

% of total Board
members

		 Age 30-50 years

7

GRI 2-7
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0

14
87.50

0.00

0

0.00

0

0.00

15.38
7.14
7.14
Persons
12
12
0
% of total Board
92.31
members
85.71
0.00

1

0
0.00

0

6.25

13

1

92.86
85.71
7.14

13

0
5.56

0.00

5.56

15
1

0.00
1

6.25
0.00

0
0.00

0.00

1

7.14

12

0

0.00

2
11.11
0

1
0

7.14

16
88.89

0.00

1
1

2
12.50
0

0.00

2
1

		 Age > 50 years

0

0.00

1
7.14
0

0.00

Persons
% of total Board
members

13
92.86

0.00
17

2

93.75
81.25
12.50

15

2

94.44
83.33
11.11

Bangkok Dusit Medical Services PCL (BDMS)

Data Collection Period
Description

Unit

2018
Male

2019

Female

Male

2020

Female

Male

2021

Female

Male

Female

Employee Diversity (by Position)
(Excluding the President and consultants)
All Full-time Employees by
Position

Persons
% of total
employees

All Employees in Management
Levels

		 Age < 30 years

33,298
5,782
27,516
17.36
82.64

31,096
5,415
25,681
17.41
82.59

30,845
5,339
25,506
17.31
82.69

1,189

1,255

1,270

1,121

Persons
% of total
employees of
same level

Senior Executives (no more
than 2 positions below the
President)

32,280
5,660
26,620
17.53
82.47
401
33.73

Persons
% of total
employees of
same level

788
66.27
18

14
77.78

Persons

		 Age 30-50 years

0

		 Age > 50 years

16
13

% of total
employees of
same level

Employees above the Senior
Manager Level

88.89
72.22

Persons
% of total
employees of
same level

12
75.00

247
133
53.85

127
51.84

12

121
51.05

2
87.50

14.29

78.00

237
118
48.16

0.00
14

2

78.57

245
114
46.15

12.50

92.86
12.50

0
12.50

0.00

11

87.50
16.67

2

13
2

0.00
2

0

7.14

14
3

0.00

7.14
6.25

0
0.00

0.00

1

2
12.50

0

1
1

6.25

14
87.50
0

0

0.00

12.50
5.56

2
14.29

0

787
70.21
16

0.00
0.00

1

11.11

Persons

12
85.71

2
1

334
29.79

0
0

0.00

2

5.56

3
18.75

0

872
68.66
14

0.00
0.00

1

398
31.34

0

0.00

Persons
% of total
employees of
same level

13
81.25

0

0.00

856
68.21
16

4
22.22

0
% of total
employees of
same level

399
31.79

12.50
256

116
48.95

121
46.09

116
53.91
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Data Collection Period
Description

Unit

2018
Male

		 Age < 30 years

Persons

Female

		 Age 30-50 years

0

0.00

		 Age > 50 years

Employees in the Middle
Manager Level

128

		 Age < 30 years

58

28.34

23.48

233
29.53
10

7

0.38
615

431

23.32
164

98

118

45

5.83

5.31

135
21
15.56

24
16.33

16.55

160

5.29

59

25
16.78

193
35.05

18.39

8.21

149
123
83.67

47.71
252

23.68
17.47

343
64.26

53.45

46

147
114
84.44

119

206
148

0.28
462

465

21.61

22.79
14.96

0.42

75.06
54.07

2
0.70

0.57

188

193

20.79

Persons
% of total
employees of
same level

21.96

3

653
458

538
74.83
5

5

0.69

76.03
54.63

46

Employees in the Middle
Manager Level

186

181
25.17

1.26
0.71

33.59
719

630
72.41

6

644

77.95

Persons
% of total
employees of
same level

0.47

32.20

11
6

86
66.80

29.96

240
27.59

1.18
0.89

184

		 Age > 50 years

4

85

870
612
72.26

20.31
171

71

32.07

10

1.27

Persons
% of total
employees of
same level

235
27.74

12.89

62.03
28.98

52
33.20

18.99

76

847
556
70.47

3

		 Age 30-50 years

29.80

33

147
71

0.00
85

45

18.99

58.78

789

Persons
% of total
employees of
same level

73

0.00

37.97
19.18

0
0.00

0.00

45

144

51.82

Persons
% of total
employees of
same level

22.04

0

90
47

Female

0
0

0.00

41.22
22.67

Male

0.00
0.00

54

Female

0

101
56

70

Male

2021

0
0

0.00

48.18

Persons
% of total
employees of
same level

0

119

25.51

Female

0.00
0.00

63

2020

0

0.00

Persons
% of total
employees of
same level

Male

0
0

% of total
employees of
same level

2019

26.84
130

124
83.22

21
16.15

109
83.85

Bangkok Dusit Medical Services PCL (BDMS)

Data Collection Period
Description

Unit

2018
Male

		 Age < 30 years

Persons

Female

		 Age 30-50 years

0

0.00

		 Age > 50 years

All Employees in the
Operational Level

Persons

29

		 Age > 50 years

29

3.40

16

61.74

4

12.31

31

2.68

52.31
46

4

23.49
19.73

68
64.62

35

23.13
17.04

84
92

14.09

0.00

41
35.38

20.81

3.85

31.54

32,043
26,660
5,017
83.20
16.82

29,826
24,809 25,832
83.18
83.09

29,724
5,005
24,719
16.84
83.16

12,811
1,785
11,026
41.20
5.74
35.46

12,983
1,815
11,168
40.52
5.66
34.85

10,426
1,432
8,994
34.96
4.80
30.15

9,671

% of total
employees of
same level

16,511
13,464
3,110
53.11
43.31
9.71

17,143
14,033
3,150
53.50
43.79
10.56

17,461
14,311 13,464
58.54
47.98
43.31

17,576
3,159
14,417
59.13
10.63
48.50

Persons

1,769

1,917

1,939

2,477

Persons
% of total
employees of
same level

		 Age 30-50 years

43.94
4.44

63.95

5

0.00

75.84

34
23

0
0.67

21

0

31,091
25,832
5,383
83.09
16.80

% of total
employees of
same level

		 Age < 30 years

12.93

0

113
94

Female

0
1

0.00

76.87
67.41

Male

0.67
0.00

19

Female

0

113
91

6

Male

2021

1
0

0.00

78.52

Persons
% of total
employees of
same level

0

106

11.11

Female

0.00
0.00

15

2020

0

0.00

Persons
% of total
employees of
same level

Male

0
0

% of total
employees of
same level

2019

Persons

427
% of total
employees of
same level

1,342

458

5.69
1.37

1,459

435

5.98
4.32

1.43

1,504

1,302
32.54
4.38

1.46

28.16

544

6.50
4.55

8,369

1,933
8.33

5.04

1.83

6.50
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Data Collection Period
Description

Unit

2018
Male

All Employees in the Manager
Level Related to Healthcare
(excluding doctors and senior
executives)

Persons
% of total
employees of
same level

2019

Female

Male

279
19
6.81

2020

Female

Male

297
260
93.19

23
7.74

2021

Female

Male

302
274
92.26

24
7.95

Female

290
278
92.05

23
7.93

267
92.07

Employee Diversity (by Work Category)
All Full-time Employees by
Work Category

Persons
% of total
employees

Clinical Staff (excluding doctors) Persons
(e.g. nurses, pharmacists,
physical therapists, radiologic
% of total
technologists and medical
employees
of
scientists)

32,293
5,670
26,623
17.56
82.44

33,306
5,790
27,516
17.38
82.62

31,107
5,424
25,683
17.44
82.56

30,857
5,360
25,497
17.37
82.63

17,436
1,204
16,232
6.91
93.09

18,051
1,226
16,825
6.79
93.21

16,780
1,138
15,642
6.78
93.22

19,117
1,554
17,563
8.13
91.87

8,209

8,259

6,625

6,928

same level

		 Age < 30 years

Persons
580
% of total
employees of
same level

		 Age 30-50 years

7,629
47.08

3.33

Persons

		 Age > 50 years

7,930

100

2.73

4.18

3.68

761

0.37

51.63

62
0.37

33.36

10,760
881
9,879
56.28
4.61
51.68
1,429

812

123

5.21
4.22

6,378

2.88

874

4.59
3.86

8,663
55.31

46.44

67

36.75

618

828
673

550
36.24

9,281
,8382

3.22

728

0.32

42.56

582

6,167
39.48

49.66
45.48

55

458

8,964

48.74

Persons
% of total
employees of
same level

3.20

8,499

3.26

7,682
45.75

43.75

569
% of total
employees of
same level

577

1,306
7.48

4.84

0.64

6.83

Bangkok Dusit Medical Services PCL (BDMS)

Data Collection Period
Description

Unit

2018
Male

Non-clinical Staff

Persons
% of total
employees of
same level

		 Age < 30 years

2019

Female

4,734

3,813

2,750

3,404

1,242

31.04
8.13

22.91

8.14

980

2,833
26.61

22.89

8,856

6.84

19.77

9,039
6,113

2,788

50.79
18.46

3,492
31.03

41.15

6,251

18.28

1,389

2,787

40.98

534

7.97
5.88

7,452
6,250

19.45

2,462

948

43.62

20.97

519

6.21

42.50
1,538

958

588

8.80

3.50

4,990
63.48

1,477

8.21

3.47

1,994
2 3.42
6.44
16.98

53.86

1,482
874

756

9,037

50.07

515

Expatriate (exclude doctor)

Female

4,612

Persons
% of total
employees of
same level

Male

11,740
3,806
7,934
32.42
67.58

2,743

		 Age > 50 years

Female

14,327
4,286
10,041
29.92
70.08

Persons
% of total
employees of
same level

Male

15,255
4,564
10,691
29.92
70.08

1,208

		 Age 30-50 years

Female

2021

14,857
4,466
10,391
30.06
69.94

Persons
% of total
employees of
same level

Male

2020

950
13.10

3.62

6.69

5.01

8.09

Persons
% of total
employees

706
2.19

331
0.99

316
1.02

197
0.64

Person

13,922

14,430

12,172

13,779

Diversity of employees
Employee in STEM related
position (Excluding Doctor)

% of STEM
employee

2,556

11,366

2,575

11,855

1,500

10,672

2,443

11,336

18.36

81.64

17.84

82.16

12.32

87.68

17.73

82.27
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Clinical Staff (only doctors)
Data Collection Period
Description

Unit

2018
Male

2019

Female

Male

2020

Female

Male

2021

Female

Male

Female

Total Doctors by Type of Employment

All Full-time Doctors

Thailand

Persons
%
Persons

2,861
1,542
53.90

1,319
46.10

		 Age < 30 years

1,307

52.81

		 Age 30-50 years

		 Age > 50 years

1,953

Cambodia

68.26
32.68

35.58

27.96
19.29

8.67

19.85
23

1.50
1.08

0.76

1
0

0

0.03
0.00

0.00

18

0.47

0

0.60

0.00

0.27
1

0

1

0.00
0.03

8
0.87

0
1

10.20
26

14

1.01

0.03
0.03

21.38

1.48
0.53

304
31.58

9.43

30

1
1

637

44
16

36.78
941

281

20.50

1.29
0.42

29.63

29.93
8.80

1,096
66.41

36.34

611

39
12

883

892
265

0.77
1,979

1,083

30.27

28.64

43

Persons
% of total
full-time
doctor

598

0.37

66.61
36.08

23
1.14

1.24

902

863
248

31

		 Age < 30 years

31.00

11

1,985
1,087

47.75
34

37

0.74

67.08

800

Persons
% of total
full-time
doctors

934

51.38

1.98
1.63

1,423
99.13

47.01

22

2,021
1,018

552
% of total
full-time

1.10

1,531

59
49

1,431
48.02
2,954

1,401

51.51

2.72
1.43

1,549
52.52

98.52
46.50

33

1,415
47.48

1,535

82
41

935

1,565
52.52

2,980

2,936
1,401

52.21

2.27

Persons
% of total
full-time
doctor
Person

1,573

65

0.84

1,417
47.03

98.71
45.68

24

2,980

2,974

98.50

Persons
% of total
full-time
doctor

1,596
52.97

2,818
1,511

% of total
full-time
doctors

3,013

0
0.03

0.00

0.03
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Data Collection Period
Description

Unit

2018
Male

		 Age 30-50 years

Persons

		 Age > 50 years

% of total
full-time doctor
Persons

All Part-time Doctors

% of total
full-time doctor
Persons

Thailand

%
Persons

		 Age < 30 years

% of total
part-time
doctors
Persons

		 Age 30-50 years

% of total
part-time
doctors
Persons

		 Age > 50 years

% of total
part-time
doctors
Persons

Cambodia

% of total
part-time
doctors
Persons

0.63

		 Age < 30 years

% of total
part-time
doctors
Persons

0.01

		 Age 30-50 years

% of total
part-time
doctors
Persons

28
0.98
3
0.10
5,264
54.94
5,204
54.32
337
3.52
3,682
38.43
1,185
12.37
60

1

		 Age > 50 years

104

9

28

0.31

0.93

2

3

0.07

0.10

4,317
45.06

5,450
54.38

4,300

5,401

44.88

53.89

447

377

4.67

3.76

3,403

3,826

35.52

38.18

450

1,198

4.70

11.95

17

49

0.18

0.49

1

1

0.01

0.01

15

41

5
0.17
9,581
9,504
99.20
784
8.18
7,085
73.95
1,635
17.07

0.80
2
0.02

12

27

0.40

0.91

3

3

0.10

0.10

4,572
45.62

5,168
54.12

4,562

5,132

45.52

53.74

464

325

4.63

3.40

3,618

3,607

36.10

37.77

480

1,200

4.79

12.57

10

36

0.10

0.38

0

1

0.00

0.01

8

30

1.33
6
0.20
10,022
9,963
99.41
841
8.39
7,444
74.28
1,678
16.74

0.59
1

0.16

0.41
7

0.01

0.07

0.06

Male

11

16

0.37

0.54

3

1

0.10

0.03

4,382
45.88

4,621
48.39

4,371

4,581

45.77

54.11

378

175

3.96

2.07

3,489

3,202

36.53

37.82

504

1,204

5.28

14.22

11

40

0.12

0.47

0

1

0.00

0.01

10

34

1.28
6
0.20
9,550
9,503
99.51
703
7.36
7,096
74.30
1,704
17.84

0.49
1

0.31
5

0.02

0.05

0.09

0.70
4
0.13
8,466
8,419
99.44
371
4.38
6,324
74.70
1,724
20.36
47
0.56
1

5
0.17
3
0.10
3,845
40.26
3,838
45.33
196
2.32
3,122
36.88
520
6.14
7
0.08
0
0.00
6

0.47
0.10

0.40

6
2

21

40

0.42
0.08

Female

0.01

40

9
1

Female

38

47

2021

0.01

0.49

6

0.05

Male

49

0.72
0.56

Female

40

59

2020

0.01

69

5
% of total
part-time
doctors

Male

1.29

54
% of total
part-time
doctors
Persons

Female

37

77

2019

0.07
6

1

5

0.01

0.06

0.06

1
0.07
0.01
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Human Capital Development
Human Capital Development
To deliver outstanding healthcare services and innovation, high-potential employees are vital in
driving corporate strategy. BDMS values its importance and understands that human capital
development can promote talent attraction and collaboration on organizational advancement.

Employee Training and Development

1

The Education and Training Committee, Human Resources Department and trainers must comply with the training
and development policy for clinical and non-clinical employees, including recruits, contracted and part-time
employees. This is to ensure their understanding of the company’s direction, their responsibilities and the hospital
quality system.

BDMS Employee Training

2

In 2020, BDMS organized employee training focusing on upskills and reskills of service and innovation, Talent Program
and New Manager Program. The training aims to enhance work efficiency and employee engagement, which will
result in annual promotion accordingly.

Online Training for Training Accessibility Anytime-Anywhere
In 2021, BDMS proceeded online training under information security and accessibility policy and COVID-19 situation
for safety and health risk reduction. The training focused on Upskill, Reskill, and relevant skills in line with global
and relevant context. This will support the participants to be resilient under New Normal situation whereas promote
the efficient, less stress, and more happiness in working.
A total of 8,796 participants attended the training programs in 2021 covering executive development, and executive
Sharing Talk via Live Streaming. The latter program focused on study case and experience sharing from the executives
from public and private sectors as follows.
Coping with Social
Media Crisis

People Strategies
during COVID-19

Digital Platform
Launch by Agile

Next normal your
money

Power of Innovation
and Sustainability

Future of Thailand
Ideas

Financial System
of Thailand

Digital MKT Insight
and strategies

Executives Sharing

Management
Trends 2022

Economy Analysis
for the year 2022

1

See further details of training, training target, and training approach at www.bdms.co.th/sustainability
GRI 404-2

2
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Patient Safety Training
BDMS values patient safety as a priority and therefore assigned the subsidiary
hospitals to provide training to improve the knowledge and identify the key
performance indicators for patient safety in 2020. For example, Bangkok
Hospital Rayong provides annual mandatory training for the staff regarding
safe operations standards and key performance indicators for all sectors to
ensure continuous development and reduce errors.
Aiming to ensure continuous quality development, Bangkok Hospital Pattaya, a Center of Excellence in traumas,
heart and neuroscience, organized the “Patient Safety week” to educate the patient safety goal and raise awareness
on operations safety standards in accordance with JCI. The event highlights were patient safety goals, facility
management and safety plan, and safety culture, where the employees can learn through the activities by themselves.
The hospital publicized the project to all and tested their
understanding of the subjects.
In 2020, the 2-hour safety training cost around 40,000 Baht with 150 participants. A total of 1,393 employees attended
the “Patient Safety Week” exhibition, resulting in safe service delivery according to JCI.

Innovation Culture Journey
Bangkok Hospital headquarters initiated the training named Innovation Culture Journey 2021 for employees of all
levels following the corporate policy and vision to strengthen the organizations on the work culture and foster
self-development for beneficial and applicable creative innovation. Activities to engage learning and integrate
innovation and culture are as follows:
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Always Be Curious
Dare to Learn & Ask Questions

is a project for all employees with
an intent to evaluate the learning of
new skills to reskill and upskill, such
as future global trends and data
science. The employees must
submit the summary via the
application at least once every
quarter. The target of new skill
learning was more than 95% of all
employees. In 2021, the average
new knowledge promotion rate was
98% against target of 95% of total
employee.

Always Be Sharing
Dare to Share & Exchange
Knowledge

Always Be Agile
Dare to Change & Move Quickly

is a project for Pharmacy Department,
Ancillary Department and Nursing
Department. The project aims to
support at least 20% of job rotation
within the department and ensure
that employees can operate in more
than one position to promote
adaptability in an uncertain situation.
In 2021, 551 personnel, against
target of 355 personnel from
departments (144% achieved against
set target of not less than 20%),
achieved multi-skill and job rotation.

Knowledge is a project for managers
and executives whose teams of at
least 3 participants will present the
initiatives that are beneficial and
applicable to the organization.
During “Ideas Sharing Day,” ideas
from at least 5 teams were adopted
in the operations according to plan.
In 2021, 18 from total of 80 teams
were chosen for further project
monitoring, promotion, and
extension in 2022. The examples
were the Electronic Drug Allergy
Card project (patient’s allergy profile
through mobile application) or
E-Mental Health Service project
(online one-stop service for mental
health patient)

Concerning innovative learning, Bangkok Hospital headquarters launched the Innovation Learning Journey using the
alternative online training called “Innovative Behavior” to communicate innovative behavior and working cultures.
In 2021, 2,671 participants from total 2,907 employees (92% coverage) attended the training. Moreover, the hospital
fostered a self-learning program called “Learning Buffet” to ensure access to new information through applications.
In 2021, 1,817 participants from total 2,907 employees (92% coverage) attended the training.
2021 Innovation Culture Learning Journey

Innovation Culture Journey and Innovation Learning Journey projects intend for all employees to adopt innovative
culture and behavior to enable beneficial and applicable creations while encouraging continuous self-development,
enhancing the ability to adapt in an uncertain situation and stimulating the motivation to learn.
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Talent for Innovation Champion
Bangkok Hospital Phuket arranges the Talent Innovation
Program Boot Camp to drive the organization towards
changing society by supporting talented and skilled
operational employees. The project promotes innovative
quality development at the sector level while raising
the awareness of quality development in the employees
who act as the service providers. The boot camp aims
to coach an “Innovation Champion” through design
thinking, business model canvas and project management.
Projects appointed as an “Innovation Facilitator” at the
departmental level are promoted to ensure concrete
results to the innovative quality with the performance
as follows:
More than

80%

Of employees are
satisfied in joining the
project compared with
the target of more than
80%.
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At Least

1 Project

are appointed as the
“Innovation Facilitator”
at the departmental
level to foster innovative
quality compared with
the target of one project.

More than

70%

of project quality
improvement or
development is
completed compared
with the target of 70%

Average assessment
score

83.17%

of innovative talent
development is
completed compared
with the target of 70%

Bangkok Dusit Medical Services PCL (BDMS)

B5F : SERVICE SCRIPT
In 2021, Samitivej Sriracha Hospital
organized the B5F: SERVICE SCRIPT
through Google Classroom in line
with the COVID-19 pandemic
restrictions. The training comprises
5 sections (B5F) following the
corporate strategy. The aim is to
ensure that the medical services of
all hospitals are synchronized. The
training is accessible at all times,
depending on the schedule of each
department. Details of B5F are as
follows:

B5F Topics
Be Focus

Be Fast

Be Flexible

on the customers
(Want, Wow)

be responsive, alerted
and provide feedback
from time to time

adopt the culture of
“yes” and provide
feedback from time
to time

Be Fore Grab

Be Forecast

notice the facial expression of the
customers, be responsive and ask
questions to resolve issues

Observe the facial expression of
the customers, be proactive and
ask questions to generate ideas

Percent of B5F: SERVICE SCRIPT in each section

98.6
%
WELCOME

98.5
%
OUTPATIENT

98
%
OPD PEDIATRICS

98.6
%
THANK YOU FOR USING FOR

98.6
%
INPATIENT

98.2
%
SERVICE RECIPIENT PRONOUN

USING THE SERVICE

The project enables 98.4% of
employees compared with all
qualified employees to understand
the principles for services and adapt
in everyday operations. This helps
create a positive image for the
employees and the company while
ensuring customer satisfaction with
politeness that they return to
Samitivej Sriracha Hospital for
healthcare services again in the
future.

“We applied B5F to one of the patients
who visited for mammograms and
breast exam by emphasizing the
patient care and being responsive.
Noticing the patient’s nervousness
about the exam, we slowed down the
process and asked questions from time
to time to lessen their anxiousness
until the examination was completed.
We also invited the relatives of the
patients for breast examination and
were glad to be a part of promoting
breast cancer screening for women.”
A radiologist
at Samitivej Sriracha Hospital
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Training for Doctors and Dentists

3

Training for Doctors and Dentists
BDMS is aware of the importance of being a Good Doctor meaning the ability
to provide treatment according to the standards with sincerity and politeness
to build the trust of the patients and their relatives in the doctors, nurses,
medical practitioners, hospital and organization. The BDMS Medical Affairs
Office organizes the training for doctors and dentists through the BDMS MSO
Training application, easily accessible at any time and location suitable for
their time limitation. The monthly mandatory courses are as follows:
BDMS Bylaws

Code of Behavior

Doctor Communication

Emphasize the compliance with
the Medical Bylaws with the
following performances 75%

Promote a Good Doctor with the
following performances 75%

Ensure effective communication
between the patients, their
relatives and colleagues with the
following performances 75%

The project encourages high-potential doctors and dentists in BDMS network hospitals resulting in standardized
healthcare for the patients leading to the utmost safety and proper resources usage.

Medical Knowledge Development in New Normal
BDMS enforces the medical academic department of the network hospital
to proceed medical knowledge development through academic conference.
In 2021, BDMS network hospitals proceeded online conference per New
Normal & COVID-19 situation via various channels such as website (www.
bdmscmeonline.com) together with applications. This aims to reduce
infection risk in the hospital while developing medical staff knowledge as
prescribed in Bylaws. The attended doctors and dentists would be assessed
the completion from defined topic in each month. This was also to support
Continuing Medical Education achievement as equal or more than 20 credits
per year. Moreover, the project will also support continual knowledge
development under any situation of doctors and dentists, which will lead
to confidence and trust of the stakeholders towards company.

3

GRI 404-2
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For example, Bangkok Hospital Headquarters, Bangkok Hospital Sanamchan
and Bangkok Hospital Udon arrange the monthly online training, set the
medical meeting via Line Group and communicate the information to all
doctors and dentists using online channels such as BDMS CME Online or
BDMS MSO Training. The programs are equipped with the functions to track
and report the learning engagement and progress. The participation rate for
the Bangkok Hospital Headquarter doctors is at 73.33% compared with the
target of 80%. Topics of medical conference are as follows:
COVD-19 : Hematological Events
and the Safety of Vaccine

Early Cancer Detection Present
& Future

Pain Management in COVID-19
Situation & Work from home
syndrome

The projects aim to support the doctors and dentists on continuous development in medical knowledge regardless
of the everchanging situation, which results in social distancing. This also ensures the participants pass the outlined
criteria and reduce the clinical incidents while building the trust of the doctors and nurses in the workplace safety
during COVID-19. Technologies such as recording studios for conferences, websites or applications are utilized to
maximize efficiency in the operations and improve the standards of medical knowledge. The ultimate goal is for
the patients to receive the safest treatment from continuously developing medical treatment.

BDMS Human Capital Development
BDMS Human Capital Development in 2021

28 hours

4

of average training per
person per year for
nonclinical staff

33 average credits

in the Continuing Medical
Education (CME)5 for
doctors perperson per
year (comparing
with the target of
20 credits
per person per year)6

1,406 Baht

7

of average expense per
person on training
(excluding doctors)

100%

internal employment
rate of the high potential
employees for career
advancement

4

GRI 404-1
Continuing Medical Education
Determined by Center of Continuing Medical education by the Medical Council of Thailand
7
In 2020-2021, BDMS saved the average training expense during COVID-19 pandemic situation due to the increase in the online training that requires only minimal cost.
5
6
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Human Capital Development Performance
Data Collection Period
Description

Unit

2018
Male

2019

Female

Male

2020

Female

Male

2021

Female

Male

Female

Employee Training
Employee Training (excluding doctors)
Total training hours of full-time
Average
employees
training hours
per person
Nurses

Average
training hours
per person

Average
Clinical Staff (excluding
training hours
doctors) (E.g. nurses,
per person
pharmacists, physical
therapists, radiologic
technologist and
medical scientist)
Non-clinical Staff

Average
training hours
per person

Average training expense
per person

45
38

43
47

36

81
91

72

52

30

68

52

34

25

40

44

50

41

30

38
36

36

30
31

29
39

43
59

31

32

47

31
33

28

43

55
50

34

45
70

70

54

31

36

23
30

22

23

Baht

7,625

6,379

2,134

1,406

Average
training hours
per person

30

32

29

33

Employee Training for Doctors8
Number of CME Credits9

Average
training hours
per person

8

30

30
20

31

33
20

29

29
20

32

34
20

In 2020-2021, BDMS saved the average training expense during COVID-19 pandemic situation due to the increase in the online training that requires only minimal cost.
Continuing Medical Education

9
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Talent Attraction and Retention
Talent Attraction and Retention
Talent attraction and retention renders competitive advantages in the business success in line with
the corporate strategy. BDMS sets guidelines for talent attraction and retention by considering
clear performance evaluation criteria and continuously tracking employee engagement surveys.
The objective is to determine appropriate employee remuneration and benefits according to the
overall performance of the organization.

People Analytics for Human Resource Development
BDMS Human Resource Department is responsible for setting the people analytics guidelines for human resource
development by analyzing the current human resources data and related factors to the needs and required skills
and effectively improving the human resource management in line with the corporate’s direction in the present
and the future for recruitment and talent retention.

BDMS People Analytics Guidelines

Current Workforce Skills Gaps Identification

Strategic Workforce Planning

Organize monthly network conferences for the Human
Resource Department to report the current data and
status of required skilled employees compared with the
business operations. Ensure manpower planning of
talented employees in hospitals and internal and
external businesses to fill vacant positions.

Ensure adequate manpower of skilled employees in the
next 3-5 years using mathematics models referring to
the customer forecast analysis, complications of the
diseases, health trends or other related factors.

Recruiting & Hiring)

Employee Performance Measurement

Assess suitable qualifications of the candidates
considering language efficiency and strengths using
online English tests certified by international standards
such as TOEIC. The test contains topics related to health
services and Edwards Personal Preference Schedule
(EPPS) to analyze the strengths and weaknesses of the
candidates according to BDMS core values and cultures.

Evaluate the employee performance through an online
system called PeopleSoft twice a year and annually to
analyze the talent development, career growth
opportunities and increment.
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Flight Risks Identification to Improve Retention

Organizational Network Analysis

Monitor the employee engagement annually to identify
factors affecting the employee engagement, particularly
those causing low engagement, and communicate to
high executives and related departments to set out
measures and follow-up plans.

Analyze human resource and other related data on
AMPOS utilized in all BDMS networks to identify essential
points for communication and prepare measures for
human resource development. The system can analyze
and identify the guidelines for onboarding programs,
training, employee engagement, performance and others
related to corporate culture. This enables the organization
to set out human resource management direction and
ensure readiness to encounter changes and external
factors while optimizing performance development.

Examples of Strategic Plan for BDMS Human Resources Planning
BDMS identifies the business opportunities and improves human resource management using analytic tools to
establish strategic plans such as recruiting qualified employees, supporting business success and developing corporate
sustainability. The online English test’s content covers healthcare services according to the international standards
and EPPS to analyze the compliance with BDMS core values and cultures. BDMS launches training in line with the
corporate development direction and the professionals’ requirements. The tool enables the company to achieve
the target with qualified employees while following the strategy for sustainable development.

Human Resources Performance Management System

1

BDMS establishes the performance management system to evaluate the performance, promotion and remuneration
of all employees. The evaluation criteria include core competencies, leadership competencies and work responsibility.
The evaluation results will determine the employee’s competency development direction. BDMS evaluates the
employees twice a year to find the development methods and improve the operations to set the remuneration
and the development plan in the following year. BDMS believes that an implicit and fair evaluation creates the
opportunity for career advancement, which will help attract and retain high-potential employees.
BDMS Employee Performance Evaluation 2021

100%

of employees received performance
and career path evaluation following performance
indicators and ranked the competency within
the department

1
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100%

of employees who passed evaluations
were entitled to the promotion and/or appropriate
salary increments.

See further details of human resource performance management at www.bdms.co.th/sustainability
GRI 404-3

2

2
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Employee Engagement

3

BDMS Human Resources Department sets the guidelines on employee engagement to understand the needs and
create the opportunity to improve the employee engagement while monitoring the annual performance through
the survey.

Benefits for BDMS Full-time Employees

4,5

Bangkok Hospital Headquarters provides benefits for full-time employees as listed on the Ampos application as
follows:

Healthcare
Service

Dental Service

Maternity
Benefits

Annual Health
Check-up

Vaccination

Gym

Provident Fund

Diligence
Allowance

Leave

Uniform
Allowance

Funeral
Allowance

Dormitory

Children’s Day
Care

Subsidies to
healthcare workers
infected with HIV
during work

Canteen and other
discounts
in the hospitals

Engagement and Retention Program for Professionals Group
Bangkok Hospital Phuket emphasizes the importance of talent retention in
professionals, particularly those with 2-5 years working experience. Nowadays,
the benefits for the employees in private healthcare are highly competitive,
resulting in high turnover rates.
The Hospital, therefore, sets the projects to create a good ambiance in the
organization, establish the criteria for talent retention and increase employee
engagement and organizational pride. The workshop is arranged to
understand the issues, apply optimal solutions, and prepare activities to
enhance employee engagement considering the nature of operations,
working environment, career advancement, learning opportunity and conflict
in the workplace. Examples of activities are as follows:
3

See further details of BDMS employee engagement approaches at www.bdms.co.th/sustainability
GRI 401-2
5
See further details of benefits and welfare initiatives in the oocupational health and well-being chapter
4
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Examples of Retention and Engagement Initiatives for Professionals Group with 2-5 Years of Service

Plearn Space

Assign areas for Community of Practice (CoP) to promote diversity and enable doctors,
staff and contractors to share common interests
iMed Issues

Review user experience in iMed System to analyze, improve the process and enhance
the work efficiency
Promoting Internal Communication

Implement B Plus application to communicate key topics during the meeting for QMC
and HOD to ensure employees’ acknowledgment and mutual understanding in the
corporate policies and at the same time update the progress of development that
requires follow-up
Employee Dormitory Operational Efficiency Activity

Proceed preliminary mental health survey and support contact channel for the
employees. The channel is for contacting the psychologist to support mental health
especially for the employee group impacted by COVID-19 pandemic situation.
Sa-Bai-Jai Clinic Activity

Proceed preliminary mental health survey and support contact channel for the
employees. The channel is for contacting the psychologist to support mental health
especially for the employee group impacted by COVID-19 pandemic situation.
Retention and Engagement Performance of Professionals with 2-5 years of service

99%

Retention rate of professionals with 2-5 years working
experience compared with the target of 99%

60%

59.84% Engagement rate of professionals with 2-5
years working experience compared with the target of
more than 60%

The projects encourage employee engagement and organizational pride while supporting good performance, less
turnover or transfer and improving the service efficiency from talented and experienced professionals to the
customers.
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SSH Market Online
Samitivej Sriracha Hospital launches SSH Market Online on Facebook page
to expand the channels for extra income and help the employees from all
sectors to sell products, including doctors, nurses, staff and contractors.
Examples of products are food, fruits, drinks, agricultural products and OTOP
products in coordination with the private factories for a special price lower
than the market. BDMS Welfare Committee and the Human Resource
Department evaluate the project and welcome all feedback from the buyers
and sellers through online channels.
In 2021, 95% of employees from Samitivej Sriracha Hospital joined the
activity, enabling part-time jobs and an extra income. The hospital facilitated
the project by sourcing consumer products which helps create a good
impression and employee engagement while reducing contacts during
COVID-19.

Employee Engagement Survey 2021

6

BDMS performs the engagement survey of all staff once a year. In 2021, the survey was completed and the evaluation
process was adjusted according to the international standards for data collection. Details of the evaluation and
engagement survey in 2021 are as follows:
Data Analysis in the Survey
Gender

Generation
Type of Work

ระดัับตำำ�แหน่่งงาน
Years of Experience

Survey Points

Leadership

Positive
Relationship

Salary, Welfare
and Benefits

Acceptance for
Corporate Target
and Values

Positive
Impression

Organizational
Pride

Economic
Security and
Conditions

Physical and
Mental Health

Career Opportunity
and Advancement

Performance

Transparency

6

Excluded doctor and dentist in BDMS network
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Employee Engagement Performance

82
%
of employee engagement in BDMS (excluding doctors)

85%

of employee engagement survey

compared with the target of 75%
Organizational Pride

Is the most essential topic related to employee
engagement, followed by the performance and
acceptance for corporate targets and values.

7

Salary, welfare and benefits

Are topics that can improve employee engagement
followed by physical and mental health and career
opportunity and advancement.
BDMS will set out the guideline to develop engagement in
the aforementioned topics in the future.

Doctor Engagement
BDMS launches projects to improve doctor engagement and continuously surveys the doctor engagement in several
aspects such as positive perspectives towards the organization, work responsibilities and performance in line with
the target. This is to ensure the doctor’s willingness to perform duties with dedication and engagement.

Doctor Motivation and Retention - BDMS Good Doctor
BDMS presents the Good Doctor award for qualified and talented doctors
and dentists, providing quality treatment covering all aspects. The project
is communicated to network hospitals through various channels. BDMS and
the doctor organization will evaluate and select candidates complying with
Good Doctor criteria to receive the rewards. The achievement is then
published through the BDMS MSO Training application. The doctors and
dentists must:
Work in BDMS network
hospitals.

Complete all mandatory
training such as BDMS
Bylaws / Code of Behavior /
Doctor Communication.

Complete the resuscitation
training.

Acquire more than 50
credits in continuing medical
education.

Not involve in any incidents
above risk level 4.

Possess professional liability
insurance with coverage no
less than the preliminary
damage value of the
hospital and the insurance
is valid.

Receive the annual
performance in the clinical
outcome of more than 80%.

Be considered by the
Hospital President to be a
Good Doctor.

Moreover, the project enhances the trust of all doctors in the network hospitals for the patients, relatives and
colleagues. This helps foster organizational pride and engagement and ensures a standardized and safe treatment.
7

In 2021, BDMS adjusted engagement survey approach to study the relevant factors in line with 4 concepts such as internal factor, working challenge, attitude towards company, and
corporate transparency.
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Initiatives for Doctor Motivation and Retention
Bangkok Hospital Udon launches initiatives for doctor motivation and retention alongside other projects. The doctor
organization of the hospital is in charge of collecting the information for recruitment and care of doctors until the
last working day. The scopes include medical welfare, medical visit for the doctor and the family, compensation
in case of attending quality meetings such as PCT, PTT, RM and IC, promoting good health, annual medical checkup, vaccination and monthly meetings inside and outside the hospitals.

Doctor Engagement Survey 2021
BDMS performs the doctor engagement survey referring to related survey theories. The survey is prepared with the
help of executives in the medical fields for a pilot survey including 38 topics using 5 Likert scales. BDMS reviews
the questions every 3 years and sets the target every year.
Survey Analysis Factors of Participant Doctor
Gender

Generation

ระดัับตำำ�แหน่่งงาน

Type of Work

Years of Experience

Examples of Surveyed Topics

Marketing

Communication

Knowledge & Competency of Staff

Doctor Fee

Car Park

Management

Price

Doctor Accommodation
& Lounge

Doctor Engagement Survey

83.76%

73.73%

Engagement level of the doctor RHospital treats me with respect
against target at 83%8
Hospital treats me with respect
was the most engaged topic. The other engaged topics were
Pharmacy services, I am proud to work with hospital and I am a
part of this organization, Radiology Services, and Cleanliness of
Facilities respectively.

Opportunity for giving opinions in hospital works
was the topic with the highest opportunity for
improvement. The other topics were It is difficult to detach
myself from my work, On call doctor accommodation, I
have the opportunity to review this hospital’s patient
satisfaction data, and Marketing Service respectively.

8

Refer to DSS Health Care Engagement Index (HCEI)
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Talent Attraction & Retention Performance
Talent Attraction & Retention Performance Overview

Employment Rate
(% per Full-time personnel in each group)
30

23.25

21.73
16.18

20
10
0

9.51
12.44

2018

12.38

2019

8.46

7.95

2020

2021

New full-time employee employment rate
New full-time doctor employment rate

Turnover Rate
(% per total personnel in each group)
20
15
10
5

19.25

18.77

14.09

13.59

16.66

13.22

11.77
8.63

8.26

8.53

8.2

8.46

7.58

2018

2019

2020

2021

Full-time employee total turnover rate
Full-time employee voluntary turnover rate

9

16.1

8.93

7.75

Full-time doctor total turnover rate
Full-time doctor voluntary turnover rate

Due to COVID-19 situation in 2020, BDMS proceed cost control measure which affect the employment manner. However, BDMS continually strived to deliver utmost service quality.
GRI 401-1
Total turnover rate covers the cases of voluntary turnover and involuntary turnover (e.g. retirement per regulation, employment termination, death)

10
11
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Talent Attraction and Retention Statistics
Non-clinical and Clinical Staff (excluding Doctor)12
Data Collection Period
Description

Unit

2018
Male

2019

Female

Male

2020

Female

Male

2021

Female

Male

Female

Employment

Employment Rate

Persons

7,507
1,288

% compared with total
full-time employee
Thailand

6,219

3.99

6,177

% compared with total
full-time employee
Age 30 - 50
years old

474
% compared with total
full-time employee

Age > 50 years old

1,917
25.54
6.31

Persons

100

Cambodia

1.33

Persons

Age < 30 years old

59
42

0.23

0.28

51
17

0.68
0.20

0.23

13

1.12

7

0.26

0.24

0.70
37

22

10

0.98
0.50

35
0.96

29
36

0.98
48

33

0.34

0.73
0.48

0.90

1.46
0.59

49
1.88

1.66

10

53
36

45

43
43

21.05
94

49

1.01

0.87
0.56

15

12

20

6.71

2.67
0.77

1,051
27.76

26.54

30

63

0.79

Persons
% compared with total
full-time employee

0.68

335

79
56

58.28
1,386

785

8.25

1.45
0.73

17
% compared with total
full-time employee

49

11.12

34.79
20.80

2,910
69.40

50.51

244

105
55

0.60

1,505

6.56

555

1,029

27.36
19.22

45
% compared with total
full-time employee

475

80.31
3,465

1,494

10.58

1,980
1,443

18.73

61.09
59.48

4,010
99.04

78.70

313

13.11

935

1,807
4,304

10.83

3.07
4,945

2,328

19.84

4,045
16.18

7.59

587

70.32
62.33

948

98.55
81.05

784

72.35

Persons

1.92

5,088
4,679

2,361

2,915
5,865

18.08

5,431

10.02

17.74

1,308

4,993

9.51

99.13
82.28

752

597

7,173

99.21

Persons

5,908

3.99

7,448

16.93

2,958

21.73
19.26

1,271

Age < 30 years old

1,328

23.25

Persons
% compared with total
full-time employee

7,236

27
0.74

0.74

0.20

0.54

GRI 401-1
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Data Collection Period
Description

Unit

2018
Male

Age 30 - 50
years old

Persons

Age > 50 years old

Female

6

0.03

Turnover Rate of
All Employees13

Thailand

6,215
5,132

3.48
6,146

5,084

17.09
3,500

Age > 50 years old

3,025

7.64
2,367

581

38.09
8.17

Persons

9.30

279
99

4.49
1.27

1.58

33.08

125

6.64

2.41

20.87
93

312

44

8.43
3.86

1,037
27.52

49
1.87

6.02

Total turnover rate covers the cases of voluntary turnover and involuntary turnover (e.g. retirement per regulation, employment termination, death)

122

330

437
241

59.04
1,367

1,714

7.70

5.44
3.22

10.61

40.78
30.99

2,933
69.65

41.09

399

340
200

527

2,113
1,937

80.90
3,460

2,129

8.42

40.29
29.91

18.14

49.51
44.74

4,019
99.03

80.20

436

2,518
1,859

79

13

8.48

901

2,565
2,796

13.14
4,920

4,155

18.53

53.22
48.67

508

% of compared with
total turnover
employee

530

2.96

98.73
79.58

4,054
16.10

13.50

960

3,326

56.32

Persons
% of compared with
total turnover
employee

19.36

914

5,115
4,974

0.00
4,968

4,205

3.13

98.94
81.80

475

Age 30 - 50
years old

1,210

0.02

16.66
16.11

0
0.02

0.03

976

6,184

98.89

Persons
% of compared with
total turnover
employee

3.96

1

5,181
5,017

0.16
1

1

0.00

18.77
16.48

1,062

Age < 30 years old

1,233

0.04

0.03
0.00

8
0.20

0.34

0

6,250

19.25

Persons
% of compared with
total turnover
employee

0.03

2

1
0

Female

10
10

0.10

0.03
0.00

Male

0.44
0.10

2

Female

3

2
0

1,083

Male

2021

13
7

0.01

0.00

Persons
% compared with total
full-time employee

1

0

0.00

Female

0.11
0.08

0

2020

8

0.11

Persons
% compared with total
full-time employee

Male

8
2

% compared with total
full-time employee

2019

0.89

0.99
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Data Collection Period
Description

Unit

2018
Male

Cambodia

Persons

Female

Age < 30 years old

48

0.34

Age 30 - 50
years old

Age > 50 years old

29
20

0.14
2

Thailand

2

0.00
4,550
14.09
2.21

Persons

11.88

98.81
15.25

83.56

16.77
370

60.70
7.87

8.17

1,671
320

375

36.73
7.03

8.29

356

47.51

235

8.73

6.42

46.14
1,750

1,227

316

39.95
32.46

1,882
54.87

1,462
1,469

82.45
2,238

1,739

9.23

40.74
29.69

16.74

56.75
48.56

3,363
99.19

82.40

338

1,844
1,351

683

2,077
2,198

10.98
4,046

3,016

16.01

56.74
52.84

2.24

98.42
82.30

3,387
13.22

9.84

586

2,568
2,404

692

3,602
3,725

0.00
4,079

3,061

1.93

99.07

2,762

Persons
% compared with total
voluntary turnover

759

0.02

11.77
11.26

0
0.02

0.04

599

4,484
3,802

358

Age 30 - 50
years old

2.33

1

3,660
3,751

0.16
1

2

0.00

13.59

4,496

Persons
% compared with total
voluntary turnover

775

0.04

0.04
0.00

8
0.20

0.50

0

4,526
3,836

694

Age < 30 years old

0.02

2

2
0

0.54
10

26

0.17

0.02
0.03

714

% compared with total
voluntary turnover

1

0.20

0.68
0.27

27
0.74

0.42

9

1

0.03

Persons
% compared with
full-time employee

0.19

10

35
17

0.70
37

22

0.14

0.46
0.32

0

Voluntary Turnover
Rate of All
Employees

12

0.26

0.56
0.42

35
0.97

0.97

7

29

0.47

Persons
% of compared with
total turnover
employee

0.16

13

29
26

Female

48
50

0.31

0.58
0.42

Male

1.27
0.69

10

Female

16

36
26

9

Male

2021

66
43

0.37

0.61

Persons
% of compared with
total turnover
employee

23

38

0.19

Female

1.06
0.77

12

2020

66

1.11

Persons
% of compared with
total turnover
employee

Male

69
21

% of compared with
total turnover

2019

1,434
42.90

33.52

7.75

35.16
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Data Collection Period
Description

Unit

2018
Male

Age > 50 years old

Persons

Female

Cambodia

47

0.35

Age < 30 years old

Age 30 - 50
years old

33
21

0.26
21

13

8

0.18

0.18

0
0

0

0.00
0.00

0.00

2

0.60

0

0.05

2

0.00

0.27
2

1

0.05
0.00

11
0.32

2
0

0.29
13

22

0.19

0.00
0.00

0.15

0.79
0.22

12
0.44

0.57

7

0
0

6

29
10

1.59
18

21

0.16

0.40
0.29

0.22

0.74
0.35

24
0.81

1.23

6

18

0.46

Persons
% compared with total
voluntary turnover

0.18

9

27
16

1.15
33

45

0.36

0.53
0.46

8

Age > 50 years old

8

0.27

1.58
0.57

47
1.42

1.37

13

24

0.73

Persons
% compared with total
voluntary turnover

0.35

11

58
26

Female

58
50

0.36

0.93
0.75

Male

1.72
1.28

16

Female

13

42
34

12

Male

2021

63
58

0.31

1.19

Persons
% compared with total
voluntary turnover

14

54

0.44

Female

1.59
1.03

20

2020

72

1.38

Persons
% compared with total
voluntary turnover

Male

63
16

% compared with total
voluntary turnover

2019

1
0.05

0.05

0.02

0.02

Employee Engagement

Employee
Engagement

% of employee
engagement
% of target rate

14

74
74

75
74

7514

75
75

75
75

75

82
75

75

82

82
82

Referring to the survey in 2019 due to the COVID-19 pandemic situation in 2020. See further details at https://www.bdms.co.th/newsroom/building-a-sustainable-organization-withan-employee-engagement-program
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Clinical Staff (Doctor)

15

Data Collection Period
Description

Unit

2018
Male

2019

Female

Male

2020

Female

Male

2021

Female

Male

Female

Doctor Employment

Full-time Doctor
Employment

Persons
177
% compared with
total full-time
doctor

Thailand

356
179

6.19

177

% compared with
total full-time
doctor

3.89

2.25
0.00

48.84

2

1.59

51.48
4

4

2.38
0.80

122
98.31

53.17

4

0.80
0.56

111

6
3

4.09
233

134

44.44

122

3.86

97.62
49.87

0

115
7.95

4.56

112

3
2

136

246
186

49.33

8

1.69

6.27

184

237

8.46

99.20
49.72

6

116

370

97.75

Persons

189

6.11

348

48.03

252

12.38
6.26

171

Cambodia

184

12.44

Persons
% compared with
total full-time
doctor

373

2
1.69

0.79

1.69

0.00

Doctor Turnover

Full-time Doctor
Turnover Rate

Persons
125
% compared with
total full-time
doctor

Thailand

247
122

4.37

120

% compared with
total turnover
doctor
Total Full-time
Doctor Voluntary
Turnover Rate

15

250
127

% of total full-time
doctor

156

8.74
4.44

5.18

1.73

5.23

0.00
226

124

123

9.40
3.29

0
1.73

3.01

156

8.46
4.30

4

280
99

45.89
4

8

4.14

255
123

52.38

7.14
0.00

106
98.27

40.98

11

3.56

121

19
0

3.21

4.19
227

109

51.88

106
7.75

3.93

138

3.21
0.81

125

92.86
40.16

8

2.43

Persons

5.00

8
2

117

247
100

56.63

6

1.62

3.32

141

231

8.93

96.79
48.58

4

149

241

97.57

Persons

100

4.95

241

48.99

266

8.26
4.26

121

Cambodia

149

8.63

Persons
% compared with
total turnover
doctor

249

103
7.58

4.16

4.13

3.46

GRI 401-1
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Data Collection Period
Description

Unit

2018
Male

Thailand

Persons

Female

Cambodia

121

49.80

148

Male

2.43
3.21

119

103
96.10

43.61

51.52

19
0

11

8

4.14

44.59
4

4

0

7.14
0.00

Female

222
116

54.51

3.21
0.81

Male

98.12
39.76

8

Female

145

8
2

2021

261
99

59.44

6

1.62

Female

99.20
48.99

4

2020

247

98.79

Persons
% compared with
total turnover

Male

244
123

% compared with
total turnover

2019

1.73
3.01

1.73

0.00

Doctor Engagement

Doctor Engagement

% of Doctor
engagement
% of target

16

Index (HCEI)

126

80.19
80.61

81.2
79.73

81.00

81.71

82.36
80.66

81.00

83.06

83.76
81.66

82.00

84.27

83.25

83.0016

Bangkok Dusit Medical Services PCL (BDMS)

Occupational Health and Safety
Occupational Health and Safety
Occupational health, safety and good working conditions are crucial for the organization and need
to be controlled and managed to prevent any negative impact the absence from work due to sickness and fatal accidents linked to unsafe working conditions and impact to the financial and reputational risks. Being aware of such importance, BDMS has established guidelines to promote
occupational health and safe working conditions for all employees and those who work for the
company’s well-being to ensure efficient work processes and employee engagement.

Occupational Health and Safety Policy and Guideline

1,2

BDMS enforces the systems and occupational health and safety guidelines for all employees in accordance with
the risk assessment on occupational health and safety, healthcare standards, hospital accreditation, JCI and relevant
regulations covering all business activities. The Policy ensures the Occupational Health, Safety and Environment
Committee establishment in all responsible facilities to assess risks and set out the measures for business activities
both related and non-related to the healthcare services and ensure continual operations.

1

See further details of Environmental, Health, and Safety policy and committee of the network hospital at www.bdms.co.th/sustainability
GRI 403-1

2
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Risk Management in Occupational Health and Safety

3

BDMS established guidelines for risk management in occupational health, safety and environment in compliance
with the regulations to set out measures for managing and monitoring employees’ healthcare with the help of
Occupational Health Center and Safety Occupational Health & Environment. The responsibilities include reviewing
the information, distributing preliminary surveys, performing site visits and preparing the performance report to
identify health threats. The related departments will evaluate risks from work and consider the likeability and the
level of danger to prepare further procedure, preventive measures, control or rectification.
Health Threats

Physicals

Chemicals

Biologicals

Ergonomics

such as light, laser, UV
rays, x-ray, noise and
heat

such as respirable dust,
dental amalgam, liquid
nitrogen, nitrous oxide,
methanol, alcohol

such as infection from
customers or workplace

such as sitting or
standing for long period,
unnatural posture or
movement, lifting heavy
objects or repetitive
motion

Social Psychology

Safety
such as puncture wound,
splash of human body fluid
to eyes, defective electrical
outlets, water leak, poor
condition ceiling, unpleasant
odors, insects, defective light
bulbs

Fire Safety

Air Quality inside
Building

such as stress from work
and violent patients or
relatives

such as location and
access to fire
extinguishers, fire exits,
fire exit signs, flammable
substances storage

such as mold,
temperature, ventilation,
insufficient air and air
quality inside the
buildings

Preventive Measure, Control or Rectification

Engineering
Control

3

GRI 403-2
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Management
Control

Workplace
Assessment

Health
Monitoring
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Chemicals Use in Hospital
BDMS conducts the environmental survey, particularly in chemicals used in the hospital, covering all related activities
such as in the departments providing treatment and chemicals. Examples of chemicals used in the hospital are as
follows:

Chemical Disinfectants

Embalming Chemicals

Medical Gas Cylinder

such as alcohol, ammonium salts,
iodine, aldehydes, acetone

such as formalin, formaldehyde
and methanol

such as oxygen, nitrous oxide,
carbon dioxide and nitrogen

Examples of Occupational Health Risk Management in Bangkok Hospital Headquarters
In 2021, Bangkok Hospital Headquarters surveyed occupational health risks in its 50 departments, consisting of 29
outpatient departments, 13 inpatient departments and 5 supporting departments. The purposes are to identify
health threats and establish the risk management suitable for the work environment to ensure safety. Examples of
activities are reviewing Safety Data Sheet, conducting site visits, and evaluating the risk level for factors that may
pose a significant health danger. Factors and the management measures are as follows:

Lighting Ergonomics – working in poor lighting than
stated in the standards by the Ministry of Labor

Ergonomics – material handling in high areas or heavy
lifting

Inspect the illumination levels, clean the light fixtures,
add or remove light fixtures in appropriate places, inquire
feedback from the employees and perform spot
measurement and area measurement

Provide stepladders to collect medicine or medical
supplies in high areas, ensure storage of frequently-used
equipment in easily accessible areas and assign at least
2 staff during patient transfer

Air Quality Safety in the Building – mold, temperature
conditions and lack of ventilation

Fire Hazards – from defective fire exits or improper
storage of flammable substances

Identify and eradicate high humidity areas to control and
prevent mold, inspect the air conditioning systems to
ensure appropriate temperature and ensure ventilation,
air circulation and air quality

Perform engineering rectification in defect areas referring
to the conditions to ensure safety and prevent fire
incidents and inspect the storage for flammable
substances according to the standards

Maximal Human Capital Engagement
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Occupational Health and Safety Initiatives
BDMS assigns the responsible hospitals to launch initiatives in response to the Occupational Health, Safety and
Environment Policy as well as other policies relevant to occupational health. Details of the initiatives are as follows:

Non-Mercury Blood Pressure Meter Project
To eliminate the health risks of medical personnel from mercury-containing equipment such as blood pressure
meters, Bangkok Hospital Headquarters launched a project to replace the mercury blood pressure meters with
analog units. In 2020, 323 analog units were purchased for all subsidiary hospitals, including the wall-mounted,
on-wheel and table meters. The parts of mercury blood pressure meters were separated. The mercury was disposed
of as toxic waste and the bodies of the device are sent for sale.
In the future, Bangkok Hospital
Headquarters will discontinue the
mercury-containing medical
equipment and will implement this
project in other subsidiary hospitals.

Occupational Health and Safety in the Workplace
Bangkok Hospital Headquarters organizes mandatory training about
occupational health and safety in the workplace, such as Facility Management
System and Fire Drill Training (Code 5), for self-learning on mobile applications
for new and current employees. In 2021, onsite training was proceed
regarding occupational health and safety for the employee and contractor,
as well as restaurant in the hospital area.

Sharp Disposal Container Replacement
In 2021, Bangkok Hospital Phuket replaced the sharp disposal containers to
ensure safety after an injury of staff in the Pharmacy Department from the
sharp edges of the vial. As a result, the ampules or vials must be disposed
separately from the needle disposal containers which are also made from
plastic to prevent puncture and fall.
The change resulted in less frequency in waste collection for sharp disposal
containers from the Pharmacy Department from 24 to 12 times per year,
saving the cost of waste disposal and waste bin of 17,780 Baht and 6,230
Baht per year respectively. Moreover, no sharp injuries are further reported.
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Initiatives for the Employee Wellbeing

4,5

BDMS understands and values the development and support for employee
wellbeing other than occupational health in the workplace. As a result, the
hospitals have established the initiatives, such as promoting health and
nutrition, exercises and stress management for the employees and their
families’ wellbeing. The examples of the initiatives in 2021 are as follows.

Workplace Health Promotion for Office Syndrome
Recognizing the health risk factors, especially ergonomics, which is one of
the major health issues for the employees, BDMS arranged initiatives to
communicate the ergonomics information and guidelines in 2021 with the
details as follows:
Phyathai Hospital networks and Paolo Hospital launched an initiative to
promote ergonomics among the staff to identify and analyze ergonomics
risk factors of the risk groups to adjust the working positions and environment.
In addition, the initiative includes the care and prevention of health issues
or sickness due to fast-paced and stressful working environment, working in
a confined space or repetitive motion. These actions can cause office
syndromes such as Myofascial Pain, myositis and aches affecting work and
life quality.
Examples of initiatives for office syndrome are “Office Syndrome” of Phyathai
1 Hospital, “Ergonomic Risk Assessment (Back office)” of Phyathai 2 Hospital,
“Office Syndrome - Risk You Should Not Overlook” of Phyathai 3 Hospital
and “PLP - NO OFFICE SYNDROME” of Paolo Hospital.
The initiatives are lecture sessions to share knowledge on office syndrome
by the Physical Therapy Department to ensure understanding of the cause,
prevention, treatment and exercise. Moreover, the walkthrough surveys are
to inspect the environment and working desks. After the activities together,
the hospitals share the photos and videos in Line Group to give away awards
for those adopting prevention for office syndrome correctly. The assessments
and results are submitted to the Employee Wellness Committee to design
the activities, adjust the staff working behaviors and share with other
departments in the future.
In 2021, the performance of the initiatives indicated that the number of staff
with pain at the neck, shoulders and back who need more than one medical
visit with the same symptoms and the staff who requires physical therapy
decreased by or more than 80% resulting in 20% fewer medical and welfare
fees for office syndrome. The trained personnel can adapt the working
behaviors to ensure work efficiency and improve the quality of life, setting
an example for the customers and colleagues.

4

See further details of well-being initiatives at www.bdms.co.th/sustainability
GRI 403-6
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Knowledge Sharing on Healthcare and Nutrition
BDMS organized initiatives to share the knowledge regarding healthcare and
nutrition to ensure the good health of the employees following the medical
checkup criteria. In 2021, BDMS subsidiary hospitals launched initiatives such
as Staff Clinic to provide healthcare knowledge by the specialists who give
consults and an initial diagnosis to ensure proper and continuous treatment
with the specialists in case the health issues arise. Examples of initiatives
are as follows:
For example, Phyathai 3 Hospital launched “Know About Diabetes, Before
It’s Too Late! “ in response to the corporate strategy in Happy Workplace
Policy. The hospital analyzes the annual health checkup data of the staff
with diabetes risks meaning blood sugar level more than 10 mg/dl and HbA1c
of more than 5.7% to join the initiatives on the knowledge sharing regarding
diabetes, food, proper exercise for the conditions and medicine usage
presented by doctors, physical therapist, dietitian and pharmacist while
monitoring and following up the behaviors and HbA1c.
The performance of the initiatives indicated that the staff with diabetes risks have blood sugar levels equal to or
less than 7%, whereas staff with diabetes have blood sugar levels equal to or less than 8% and don’t escalate to
severe diabetes. The initiatives are expected to help diabetes patients to understand, maintain normal blood sugar
levels and prevent blood sugar level increase which can lead to severe diabetes, setting an example to colleagues
and reducing cost for medical treatment for diabetes.

Physical Fitness Initiative
Recognizing the importance of exercise for the good health of all staff, BDMS
assigned its subsidiary hospitals to organize exercise initiatives such as walking
workouts, fitness centers, clubs and aerobic exercises in 2021 with the details
as follows:
Bangkok Hospital Hatyai organized BHH Healthy Me to ensure the health
and medical checkups of the employees with NCDs and risk of obesity
according to the target. The nurses are responsible for following up the
workouts and adjusting the behaviors while the Health Coaches encourage
the staff to exercise. The Human Resources Department will follow up the
results monthly through application and Line Group and evaluate the health
conditions from the annual medical checkups
As a consequence, 29.92% of the members passed the health target and
all members succeeded in controlling high blood pressure within the
standard level and without additional medicine. One member managed to
reduce the medication for high blood pressure, while 2 other members
stopped the medication.
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The initiative encourages the staff to work out and raise awareness on selfcare while using spare time effectively, relaxing and reducing stress from
work. Exercises also enhance relationships with colleagues as well as inspire
family members to exercise and maintain good relations in the family.
Another benefit is reducing the medical welfare from diseases that can be
prevented.

Stress Management Initiatives
Recognizing the pressure in the healthcare services affecting the physical and
mental health of the employees, BDMS launched initiatives for stress management
such as for creativity workplace or staff mental health evaluation. The objectives
are to reduce anxiety and boost a relaxed working environment, which leads to
good work efficiency. Several examples for stress management in 2021 are as
follows:
Bangkok Hospital Hat Yai arranged “Mindful Happiness” in response to the strategy
for mental healthcare according to the hospital accreditation in mental health
and meditation, as stress may lead to accidents and danger to the employees,
services incidents and negative emotion to their family. “Mindful Happiness” is
designed for all executives and employees. Those completing the training can
join “ BHH Brave Heart Happy Soul” by sending the photos to improve mental
health in exchange for a credits score. A total of 70.2% of all employees
participated in the initiative. As a result, the initiative helps reduce medication
errors in the medicine room.
In addition, Paolo Hospital Phaholyothin launched “Stop Staff Stress“ following
the strategy for patient and staff safety by ensuring the good mental health of
the employees during COVID-19. For example, some are affected by stress and
depression due to the pressure from the patients and relatives as well as those
being away from the family to prevent the spread of infection. Besides, the hospital
surveys and evaluates the employees to categorize them according to their stress
level to apply appropriate activities to each person with the help of the Manager
of Mental Health Center and the internal medicine team. The stress level can be
categorized as follows:

High-stress Level

Attend psychiatrist sessions for
mental health support, venting,
psychotherapy, prescribing of anxiety
medication for high-risk levels and
follow up

Medium-stress Level

Recommend music and art therapy
twice a week

Low-stress Level

Communicate mental health
information, arrange sessions to
discuss issues, provide solutions and
arrange activities to encourage one
another, such as cheering messages
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The initiative enables the employees to understand management for stress from work and improve working efficiency
leading to happiness and better quality of life. Besides, the organization can reduce medical treatment fees due to
stress. At the same time, this is to set a good example and advise the customers.
Furthermore, Phyathai 3 Hospital launched initiatives to evaluate the mental healthcare of the employees to identify
those with low mental health scores to attend a lecture regarding mental health by the specialists. Afterward, the
participants will be evaluated to analyze and identify those with low mental health scores causing depression to
attend psychiatrist sessions. The project helps reduce stress and anxiety while improving attitude in working and
living daily life to ensure work efficiency and happiness. At the same time, the organization can identify the mental
health issues and provide accurate rectification to reduce the rate of treatment for poor mental health.

Health Support and Well-being during COVID-19
98.7% Bangkok Hospital Phuket and Dibuk Hospital organized initiatives about
COVID-19 prevention for employees to lessen the risk of spread, infection
and severity from the disease. The hospitals encourage all to wear personal
protective equipment to ensure readiness for duty and efficiency. As a result,
98.7%6 of medical and nonmedical employees were vaccinated and the
3rd booster is optional.
Moreover, Samitivej Sriracha Hospital launched “SSH Happy Rice” during
the pandemic as a supporting project to the employee engagement survey
in 2020 to help reduce the expenses by providing the meal services. The
Welfare Committee and the Human Resource Department approved the
initiative to provide meal services and fruits every Wednesday. The
satisfaction level is followed up throughout the period.

Happiness is Good Health – 3 Principles (Food, Emotion and Exercises)
In 2021, Phyathai 1 Hospital implemented “Happiness is Good Health” in
line with the strategy for employee care to motivate and raise awareness
on healthcare, health behavior modification and preventive healthcare. The
initiatives follow the “Let’s Get Healthy,” which integrates Total Lifestyle
Modification (TLM) and Body Mass Index (BMI) of more than 25 to at least
10% from the previous BMI. The annual medical health checkup is then
analyzed and categorized by the health conditions before organizing the
health initiatives using three principles (food, emotion and exercises)
appropriate for each group.
“Happiness is Good Health” encourages the employees to have a healthy
body and mind while being vigorous and active for the duty and sets an
example for good health and share the healthcare with colleagues, family
and surrounding people. This can help reduce the annual medical welfare
fees and improve the corporate image of professional health care service
providers to build trust in the customers.
6

Employee did not received vaccination due to reasons such as health condition or on study leave.
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Doctor Wellbeing Development

7

Bangkok Hospital Udon launched initiatives to facilitate the working environment while supporting the daily life and
health of the doctors by creating positive motivation to ensure their happiness while working, which will result in
utmost satisfaction of the customers. As a result, several initiatives are arranged to facilitate doctors according to
their work schedule such as the provision of medical gown, meal services, transportation, medical welfare, medical
visits for self and family, healthcare welfare, annual medical checkups, vaccination, break room and assist in
administrative tasks. The initiatives are to ensure utmost convenience for doctors and readiness to deliver immediate
and professional patient treatment at any time. This helps facilitate the operation with safety and efficiency for the
customers.
In addition, Paolo Hospital Phaholyothin organized initiatives for the well-being of doctors to sustainably motivate
and retain high potential doctors while ensuring work happiness with the colleagues and other medical groups in
the hospital, which could result in efficient healthcare for customers. Some examples of the initiatives are meal
services for the doctors on duty, doctor lounge including snacks, food, rest areas and entertainment areas, special
internal parties and thank you parties for the doctors. The hospital welcomes feedback and suggestions from the
doctors and dentists during the monthly meeting with the executives (Hospital Director and Medical Director) and
performs the annual BDMS-Physician Engagement survey. The results from the initiatives are a higher retention rate
and less turnover while the performance is at a good rate compared with all BDMS network hospitals.

7
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Occupational Health and Safety Statistics
Description*

8,9

Unit

Data Collection Period
2018

2019

2020

2021

Number of Hours Worked

Employees and Medical Personnel

Hours

54,828,850

55,015,253

49,402,046

49,136,115

Contractors

Hours

12,736,913

13,759,384

12,872,439

12,518,483

Work-related Injury

10

Number of High-consequence work-related injuries
Employees and Medical Personnel

Cases

0

0

0

0

Contractors

Cases

0

0

0

0

Rate of Fatalities as a result of work-related injury
Employees and Medical Personnel

Cases per 1,000,000 hours

0

0

0

0

Contractors

Cases per 1,000,000 hours

0

0

0

0

Number of High-consequence work-related injuries
Employees and Medical Personnel

Cases

0

0

0

0

Contractors

Cases

0

0

0

0

Employees and Medical Personnel

Cases per 1,000,000 hours

0

0

0

0

Contractors

Cases per 1,000,000 hours

0

0

0

0

Rate of High-consequence work-related injuries

Number of recordable work-related injuries
Employees and Medical Personnel

Cases

477

478

345

296

Contractors

Cases

30

54

34

43

Employees and Medical Personnel

Cases per 1,000,000 hours

8.70

8.69

6.98

6.02

Contractors

Cases per 1,000,000 hours

2.36

3.92

2.64

3.43

Rate of recordable work-related injuries

8

GRI 403-9
GRI 403-10
10
Only cases on needle injuries, cut, exposure to secretions and work-related injuries requiring more than frst aid treatment
9
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Description

Unit

Data Collection Period
2018

2019

2020

2021

Work-related Ill Health

Number of injuries that led to loss time
Employees and Medical Personnel

Cases

2

5

3

1

Contractors

Cases

2

15

6

5

Loss Time Injury Frequncy Rate (LTIFR)
Employees and Medical Personnel

Cases per 1,000,000 hours

0.036

0.091

0.061

0.020

Contractors

Cases per 1,000,000 hours

0.157

1.090

0.466

0.399

Number of Fatalities as a result of work-related ill health
Employees and Medical Personnel

Cases

0

0

0

0

Contractors

Cases

0

0

0

0

Employees and Medical Personnel

Cases

7

2

0

4

Contractors

Cases

5

10

3

1

Number of recordable work-related ill health

Rate of recordable work-related ill health
Employees and Medical Personnel

Cases per 1,000,000 hours

0.128

0.036

0.000

0.081

Contractors

Cases per 1,000,000 hours

0.393

1.727

0.233

0.080

Remark
*		

Occupational Health and Safety performance reporting coverage in 2021 was extended from 2020 as follows.
Extended Reporting Coverage in 2021

Reporting Coverage in 2020
•
•
•
•
•
•
•

11

Bangkok Hospital Headquarter
Bangkok Hospital Huahin
Bangkok Hospital Pattaya
Bangkok Hospital Rayong
Bangkok Hospital Chiangmai
Bangkok Hospital Ratchasima
Bangkok Hospital Phuket

•
•
•
•
•
•
•

Bangkok Hospital Hat Yai
Bangkok Hospital Siriroj
Samitivej Sukhumvit Hospital
Samitivej Srinakarin Hospital
Samitivej Sriracha Hospital
BNH Hospital
Phyathai 2 Hospital

•
•
•
•
•
•

Bangkok Hospital Chanthaburi
Phyathai 1 Hospital
Phyathai 3 Hospital
Phyathai Hospital Sriracha
Phyathai Hospital Nawamin
Paolo Hospital Phaholyothin

Only cases certified by occupational physicians
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Community Engagement and Healthcare Accessibility

Community Engagement and Healthcare Accessibility
Business operations nowadays can affect the community and society, which becomes more aware
of such impact. Moreover, the details of the impact are widely accessible and rapidly shared. Consequently, to ensure smooth operations for all stakeholders, BDMS has established socially responsible operational guidelines to express its determination to care for the community and society,
prevent and control risks that could affect the corporate reputation, and support the medical
equipment and safety knowledge with the help from local communities and the government sector.

BDMS Community Engagement and Initiative Guidelines
Realizing the business operations’ impact on the surrounding communities near the hospitals, BDMS appoints the
Corporate Sustainable Development Committee and related departments to build community engagement. The
Committee is responsible for a site visit to collect data and understand the communities’ expectations toward
BDMS operations. Moreover, BDMS has launched initiatives to rectify issues and build a good relationship with the
communities following their needs.

Examples of Community Engagement in 2021 – Neighborhood Club
by Bangkok Hospital Headquarters
Bangkok Hospital Headquarters initiated “Neighborhood Club” to share
healthcare knowledge such as health checkups, knowledge sharing sessions
by doctors, activities, discussions on the community’s feedback towards the
organization and dinner meetings for residents of Soi Soonvijai community
around the hospital.
In 2021, the initiative determined to promote healthcare during the COVID-19
pandemic by encouraging the members of community relations and residents
of Soi Soonvijai, together with the shop owners and motorcycle taxi riders,
to receive vaccination and follow up the vaccination record to ensure long
term good health.
Over 470 participants were satisfied with the initiative in 2021, and has
suggested to establish initiative which could facilitate surrounding community
to access to better health and receive sufficient immunity under COVID-19
situation. Apart from ensuring a good relationship with the community and
the stakeholders, Neighborhood Club also creates business opportunities
for the members to visit Bangkok Hospital Headquarters and social values
while raising awareness in personal healthcare. The results are less sickness,
improved quality of life and strengthening the health and environment of
the community to prevent injury or premature death.
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BDMS Corporate Social Responsibility Initiative Guidelines

Sharing Hands

Promote donation to support
healthcare accessibility for the
underprivileged community and
society

Caring Heart

Communicate preventive
healthcare knowledge for the
community and society, while
supporting the infrastructure or
vaccination to ensure good health
and quality of life

Collaborating Health

Collaborate with the
stakeholders to enhance the
health of the community and
society through corporate
products or services

Sharing Hands – Donation and Support for Healthcare Accessibility

1

BDMS announces an initiative for donation and support in healthcare accessibility for the underprivileged in the
community and society by providing medical equipment and health checkups to foster their safety and wellbeing.
The examples of initiative in 2021 are as follows.

Blood Donation Campaign
Bangkok Hospital Chantaburi, together with Thai Red Cross Chantaburi and
the blood bank of Prapokklao Hospital Chantaburi, has launched a blood
donation campaign from 2016-2021 for the 6 consecutive years to serve
residents in the city and employees of Bangkok Hospital Chantaburi. The
blood donation campaign aids by saving patient lives and alleviating the
shortage in the blood bank, especially for injured patients and those
undergoing surgery. The campaign is communicated through online channels
and posters within the hospital areas. The donors must strictly comply with
the health checkup criteria before donation, raising their awareness of
personal health through blood test results.
In 2021, 4 blood donation campaigns were arranged, collecting 180,000 CC of blood sufficient for the needs of the
hospital and the blood bank. The campaign will resume in the following years to ensure readiness and store adequate
blood for use in the city.

Happiness of Giving
Bangkok Hospital Rayong initiated the “Happiness of Giving” initiative to
receive donations such as books, learning supplies, sports equipment, clothes
and unused products in good conditions to pass on to remote schools or
communities in shortage of those supplies. The hospital also donated
COVID-19 prevention kits consisting of cloth masks and alcohol pump
dispensers, thanks to the donors and those interested in promoting
healthcare during the pandemic.
In 2021, the hospital delivered prevention kits and donations to the target groups such as Camillian Social Center,
Wat Khao Sam Rong School, Ban Map Chang Non School and Child Welfare Protection Rayong, as well as
communicating with the students on how to wash hands correctly during the pandemic.
1

See further details of donation and healthcare accessibility initiatives at www.bdms.co.th/sustainability
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Friends for Friends
Bangkok Hospital Rayong and the SMCE Noen Phra set out the “Friends for
Friends” initiative in 2021 to promote OTOP sales in the hospital areas every
Saturday and Sunday throughout the year with no charges. Friends for Friends
aims to increase the income and support employment in the community
during the pandemic, affecting the living of the locals in Rayong and those
residing in the Noen Phra sub-district.
In 2021, a total value of 346,148 Baht from the project was generated to
the community. Moreover, the initiative ensures a good relationship between
the hospital and the Noen Phra community while maintaining a positive
corporate image to the customers.

Donation for COVID-19 Patients at Wat Phra Bat Nam Phu
Phyathai 3 Hospital initiated the donations for COVID-19 and HIV patients at
Wat Phra Bat Nam Phu in compliance with the Happy Workplace Policy. The
employees and customers collaborated towards society, underprivileged
children and destitute patients by donating products such as Personal
Protective Equipment (PPE), N95 masks, medical equipment and consumer
products, which are inadequate at the temple.
In 2021, the initiative raised donations of over 65,000 Baht and delivered
the donated items with the value of more than 10,000 Baht. The initiative
brings about the happiness and satisfaction of the employees while ensuring
the benefits to society.

Public and Private Hospital Collaboration
In 2021, Bangkok Hospital Phitsanulok launched an initiative for continuous
collaboration between public and private hospitals in lower Northern
Thailand by donating standardized equipment necessary for the patients in
public hospitals. This is for mutual benefits and instantly increases healthcare
accessibility and health security.
Bangkok Hospital Phitsanulok delivered 12 used but operational electric
patient beds in 2021 to Wang Thong Hospital and Nakhonthai Crown Prince Hospital in Phitsanulok as well as
Wichianburi Hospital and Lom Sak Hospital in Phetchabun with a net worth of 840,000 Baht. Examples of previous
donations are a blood pressure monitor (worth 12,000 Baht) for th e emergency room at Phetchabun Hospital and
10 air conditioning units (worth 124,000 Baht) to Fort Pichai Hak Hospital. The initiative supports the doctors, nurses
and employees to feel proud of contributing to society.
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Donation for Chonburi Field Hospital
Samitivej Sriracha Hospital and Samitivej Chonburi Hospital raised donations
of over 146,888 Baht for the field hospital in Chonburi established by the
government for COVID-19 patients (code yellow). The aims are to support
the healthcare and procurement of medical equipment and medicine for
the patients resulting in death reduction and COVID-19 cases in the city until
the situation improves.

Caring Heart – Preventive Healthcare Knowledge

2

BDMS set out a project on preventive healthcare to the community surrounding the hospital to ensure the residents’
knowledge and skills on self-care and good health while reducing health hazards from accidents or chronic diseases
, while supporting the infrastructure or vaccination to ensure good health and quality of life.

CPR Project –Build Organizational Trust with Efficient Training
BDMS Hospital Hat Yai launched a project to enhance the knowledge and
skills on CPR, especially in patients with cardiovascular disease, for the
hospital’s surrounding communities. The workshop outlines include CPR
training, hand washing techniques and mask-wearing for disease prevention.
In 2021, one of the hotel’s employee passed the CPR training has rescued
the patient at the hotel. The other performance of this project are as follows.
CPR Training Performance in 2021

7
Sessions
Training sessions with

surrounding communities,
corporate employees, and
hospital alliance

90%

participant who is willing to be
volunteer as a Health Network
with Bangkok Hospital Hat yai

2

676
People
number of participants in the CPR
training and workshop

1 Person

number of person who was
rescued by the participated private
company employee, and sent to
the hospital for proper treatment
on time.

90
%
participants who passed the

training on first aids and CPR

0.73 Million Baht

value from selling health check
program which was promoted
during CPR training with external
companies

See further details of preventive healthcare knowledge initiative at www.bdms.co.th/sustainability
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Extension of the Health Literacy Project
In 2021, BDMS in collaboration with the National Housing Authority
established the health literacy project. The project complies with BDMS’s
mission on knowledge sharing of health and wellbeing, particularly during
the spread of communicable and non-communicable diseases (NCDs). The
objective is to ensure sustainable healthcare in the community, healthcare
knowledge and the capability and skills to gain access, understand, evaluate
and integrate health information in daily life. Besides, the project promotes
healthcare, good health and disease prevention for a better quality of life.
Besides, health literacy also enables sustainable self-care and suggestions
to the surrounding people, family, community and society, according to the
National Strategy (2017-2037). Consequently, BDMS continuously launches
supporting projects regarding healthcare knowledge for internal and external
stakeholders.
BDMS arranged an online training for employees in the network hospitals
with the help of speakers from the Faculty of Health, Mahidol University
and launched supporting projects to enhance healthcare literacy by
communicating its principles and importance. As a result, 90% of participants
had a better understanding of healthcare literacy and 100% of the
participants stated that the project was useful and adaptable for self-care
and health care for family and customers.
For external stakeholders, BDMS provided online training for employees of
the National Housing Authority and Chulalongkorn University, community
leaders and residents of the National Housing Authority, the locals, teachers
and child caregivers in children’s centers. Provided courses related to
healthcare literacy and healthcare during the pandemic are anxiety
management for chronic disease, nutrition, exercise, vaccination and
measures for school reopening during the pandemic. The performance for
external stakeholders was as follows:

374
Participants
gain access to reliable

healthcare information

92
%
of the participants

had a better
understanding of
healthcare literacy
through evaluation

8.5
Hours
of group discussion

related to healthcare

100
%
of Participants state that
the project was useful
and will adopt the
information for self-care
and the surrounding
people.

See further details on Health Literacy at
the QR code or the link below
https://www.bangkokhealth.com/health-literacy/
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Sharing is Caring
Samitivej Sriracha Hospital and Sriracha Press Association provided the training
for students from Wat Khao Chalak School in Bang Phra, Si Racha District,
Chon Buri to communicate COVID-19 prevention measures and arrange
“Sharing is Caring” to promote primary healthcare. The initiative supports
the wellbeing of the students in the area while enhancing the relationship
with Sriracha Press Association. The activities enhanced the corporate image
and raised awareness to the customers through Sriracha Press Association
channels to build reputation and trust.

Checkpoints for Reduction and Prevention of Accidents during Songkran
Samitivej Sriracha Hospital, together with Provincial Police Department,
supported the checkpoints in front of the Provincial Police Station Sriracha
to reduce and prevent accidents during Songkran yearly. The main
checkpoints can act as a rest stop for drivers in the Mueang district and a
coordinating center for healthcare and safety campaigns during travel. The
initiative helps enhance the good relationships between the public and
private sectors according to BDMS’s mission towards social engagement.
Moreover, the initiative provides knowledge and advice on defensive driving
and health care during a long-distance drive during Songkran, one of the
most dangerous festivals for drivers. This is for mutual benefits and safety
while driving. The performance indicates that the death rates from road
accidents reduce significantly during Songkran marking a great success and
raising the awareness of people on the safety, health and support from the
hospital.

Influenza Vaccination for Monks before Buddhist Lent Day
Samitivej Sriracha Hospital arranged influenza vaccination for monks before
Buddhist lent day to boost the immune system during the flu season with
an intention to reduce sickness, severity and complications from influenza
such as pneumonia. The vaccination also helps prevent the spread of disease
to the monks residing in the temples and the visitors who join for religious
activities.
As a result, 288 monks received vaccination marking 100% according to the
target. The initiative received a positive response from the local and national
press in line with the corporate mission in community engagement.
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Collaborating Health – for the Community and Society

3

BDMS subsidiary hospitals organize social activities in collaboration with the customers to create an opportunity
and improve the health of the community and the society while enhancing the business growth. The examples of
Collaborating Health initiatives are as follows.

Donation Project – Screening Test for Women’s Cancer of the Underprivileges
BDMS Hat Yai had teamed with the Breast Care and Obstetric Clinic, Women’s
Health Center and organization/foundation for underprivileged women on
a charity project in 2018-2020 to share the knowledge and suggestions on
a screening test for women’s cancer. In every checkup program, the Hospital
will donate 100 Baht for the screening test of underprivileged women, such
as the Yen Sira Foundation and Chemotherapy Daycare Center.
In 2021, such initiative established 2 campaigns for the 11,800 member
customers through knowledge sharing and activities of Woman’s Health Club.
Such program also generated annual revenue from selling the health check
program as 650,000 Baht and has donated 20,000 Baht to the foundation in
line with the set objectives.

3

See further details of Collaborating Health for the Community and Society at www.bdms.co.th/sustainability
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Healthcare Marketing Development in Residential Projects and Apartments
In 2021, Phyathai 3 Hospital launched healthcare marketing initiatives in line
with the strategy to enhance good relationships with customers in the
residential projects and apartments in Thon Buri. The initiatives consist of
health checkups, communicating healthcare knowledge and vaccination to
support healthcare and expand the communicating channels for the products
and services of the hospital. Examples of the initiatives are as follows:
The healthcare marketing “Protect Your Mental Health during COVID-19”
provides health checkups and information for residents in AP subsidiaries in
line with the marketing strategy to enhance the relationship of the customers
living in the residential projects in Thonburi. This is to create an impressive
experience and build trust in the products and services by coordinating with
the juristic person to prepare the information and specialists who
communicate the health information according to the needs of the residents,
especially content related to COVID-19.
To enhance the good relationship, a special price for influenza vaccination
is available to residents of Teerin Town Bang Waek. Health checkups and
health information communication regarding COVID-19 can also create a
good impression and enable the residents to use the hospital services in
the future.
According to the performance report, apart from knowledge enhancement
and immunization, the initiative enables information communication
regarding Phyathai 3 Hospital to raise awareness and build the trust of the
customers. The residents can add the Line Official at @Phyathai3family and
enroll for membership in Phyathai 3 Hospital or Bephyathai3family, marking
great success in creating mutual values, enhancing self-care and promoting
new communicating channels.

Heart Filling Donation
BDMS and Vejdusit Foundation continuously arranged the “Heart Filling
Donation” at Bangkok Hospital Headquarters to encourage the employees
and customers to collaborate in helping the underprivileged to access quality
healthcare.
The initiative raised donations from the inpatients and outpatients who
complete their treatment and settle the medical fees during a certain period.
The amount per receipt is then deducted equal to BDMS years of operation
and donating to the underprivileged for health care accessibility.
In 2021, the initiative contributed 4.9 million Baht to society, marking 22.1
million Baht since its operation in 2018. Apart from social engagement, the
initiative creates a positive perspective towards the organization and
enhances collaboration with the community and stakeholders particularly
with the customers who are a part of help for the underprivileged to quality
healthcare access through the Foundation.

Social Contribution

145

Sustainability Report 2021

Summary of Social Contribution in 2021*
Corporate Philanthropy Proportion by Type

87.71%

Charitable Donations

11.41%

0.88%

Community Investment

Commercial initiatives

Corporate Philanthropy Contribution Value

48,142,841.29 Baht

8,623,831.75 Baht

Cash

Value of Volunteering
Time

4

4,865,432.75 Baht
In-kind giving

3,998,462.79 Baht

Management Overheads

remark
* Social contribution performance reporting coverage in 2021 is as follow.
•
•
•
•
•
•
•

4

Bangkok Hospital Headquarter
Bangkok Hospital Huahin
Bangkok Hospital Pattaya
Bangkok Hospital Rayong
Bangkok Hospital Chiangmai
Bangkok Hospital Ratchasima
Bangkok Hospital Phuket

GRI 201-1
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•
•
•
•
•
•
•

Bangkok Hospital Hat Yai
Bangkok Hospital Siriroj
Samitivej Sukhumvit Hospital
Samitivej Srinakarin Hospital
Samitivej Sriracha Hospital
BNH Hospital
Phyathai 2 Hospital

•
•
•
•
•
•
•

Bangkok Hospital Chanthaburi
Phyathai 1 Hospital
Phyathai 3 Hospital
Phyathai Hospital Sriracha
Phyathai Hospital Nawamin
Paolo Hospital Phaholyothin
Paolo Hospital Samutprakarn

•
•
•
•

Paolo Hospital Chokchai 4
Paolo Hospital Rangsit
Paolo Hospital Kaset
Paolo Hospital Phrapradaeng
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Sales and Labeling Guidelines
Sales and Labeling Guidelines
Unethical healthcare services marketing affects corporate credibility in the long term. Related
stakeholders such as patients who receive false marketing information will lose their trust in BDMS
shareholders. Therefore, BDMS is committed to introduce transparent marketing, sales and labeling practices in conformity with regulations to ensure that the patients are informed of authenticated information on medication and treatments according to their needs.

Marketing Communication, Sales Practices and Medical Labeling

1,2

BDMS Marketing and Pharmacy Department are responsible for the marketing training and communication as well
as sales practices and medical labeling as stated by in the Notifications of the Department of Health Service Support,
the Notifications of Central Committee on Prices of Goods and Services, the Ministry of Public Health and the Drug
Act. Besides, various communication channels have been introduced to stakeholders to report any misconduct.

Rules on Advertisement or Publicity at Healthcare Facility

3

Advertisement or Publicity at Healthcare Facility without Pre-approval
1,000.- /day

Name, location, and logo of the healthcare facility

1,000.- /day

Qualifications of the medical
practitioner

1,000.- /day

xx/xx/xxxx

1,000.- /day

Treatment, medication, medical and
other service fees
xx/xx/xxxx

1,000.- /day

xx/xx/xxxx

1,000.- /day

Patients’ rights as stated by laws

Medical care provided by the
healthcare facility and approved
operating hours

xx/xx/xxxx

xx/xx/xxxx

Knowledge and academic research on medical and health
which is not misrepresenting, exaggerating or concealing the
facts. Precautions from risk of treatment, danger and side
effects

xx/xx/xxxx

Notifications such as medical records destruction,
relocation, any events held on important days or “Inquire
about Medical Fees Here” signage

1

GRI 417-1
See further details of Marketing Communication, Sales Practices and Medical Labeling at www.bdms.co.th/sustainability
3
See further details of the regulation (only Thai version) at http://www.ratchakitcha.soc.go.th/DATA/PDF/2562/E/289/T_0044.PDF
2
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Prohibited Healthcare Facility Advertising

Misrepresenting, exaggerating or concealing
the facts related to the healthcare operations.
Presenting misleading comparison between the
quality of healthcare facilities

Informing inaccurate and false expectation of the
medical professionals and medical devices as
advertised or notified

COST
xxxxxxx
xxxxxxx
xxxxxxx

Misleading name of healthcare facilities which
cause misunderstanding on the business license

PRICE
xxx xxx
xxx xxx
xxx xxx

xxxxxxx
xxxxxxx
xxxxxxx
xxxxxxx

xxx
xxx
xxx
xxx

xxx
xxx
xxx
xxx

Total

xxx xxx

Advertising of inappropriate, fear-provoking,
obscene or sexually provocative materials

Advertising information that is potential y harmful
to physical or mental or causes annoyance to the
customers or others

Displaying impolite messages or exhibiting patient’s
suffering

COST

PRICE

xxxxxxx
xxxxxxx

COST

xxx xxx
xxx xxx

Displaying unethical and social y disturbing
messages

Displaying disrespectful and sarcastic messages to
other healthcare facilities or professionals

xxxxxxx

xxx xxx

xxxxxxx
xxxxxxx
xxxxxxx
xxxxxxx
xxx
xxx
xxx xxx

xxx
xxx
xxx
xxx

xxx
xxx
xxx
xxx

PRICE

Associating with royal salutation messages and
actions concerning the monarchy, the Queen, heir
or designated regent

xxxxxxx
xxxxxxx

xxxxxxx

xxx xxx
xxx xxx
Total

xxxxxxx
xxxxxxx
xxxxxxx
xxxxxxx

xxx xxx
xxx xxx
xxx xxx
xxx xxx

Total

xxx xxx

Regulatory Requirements of Pharmaceutical Distribution, Medical Supply and Health Service Fees
COST

MEDICINE
xxxxxxx
xxxxxxx

xxx xxx
xxx xxx

Total

xxx xxx

PRICE

INVOICE

xxxxxxx
xxxxxxx

xxx xxx
xxx xxx

xxxxxxx

xxx xxx

Medicine Prescription
Indicate the generic or nonproprietary name of the
medicine, dosage form, dosage, instruction and duration
of treatment

xxxxxxx
xxxxxxx
xxxxxxx
xxxxxxx

xxx
xxx
xxx
xxx

xxx
xxx
xxx
xxx

Total

xxx xxx

MEDICINE
xxx xxx
xxx xxx

xxxxxxx
xxxxxxx

Total
xxxxxxx

xxx
xxx
xxx
xxx

xxx
xxx
xxx
xxx

Total

xxx xxx

QR Code
Adequately exhibit the medical price comparison from
the Department of Internal Trade in the healthcare
premises

Price Notification
Ensure the notification on medicine as well as medical
and service fees prior to sales, service provision or
upon request

COST
xxxxxxx
xxxxxxx

xxxxxxx
xxxxxxx
xxxxxxx
xxxxxxx

xxx xxx

PRICE
xxxxxxx
xxx xxx
xxxxxxx
xxx xxx
xxxxxxx
xxx xxx
xxxxxxx

Total

INVOICE
xxx xxx
xxx xxx
xxx xxx
xxx xxx

xxx xxx

Healthcare Cost Estimation
Must always be provided to the patients

MEDICINE xxxxxxx
xxxxxxx
xxxxxxx

xxxxxxx
xxxxxxx
xxx
xxx
xxxxxxx
xxx xxx

Total

xxx xxx

Total

xxx xxx
xxx xxx
xxx xxx
xxx xxx

INVOICE
xxxxxxx
xxxxxxx
xxxxxxx
xxxxxxx

xxx
xxx
xxx
xxx

xxx
xxx
xxx
xxx

Total

xxx xxx

xxx xxx

Medical invoice
Specify the medicine name according to the prescription
and the price per unit

Fertility Services

4,5

MEDICINE
xxxxxxx
xxxxxxx

xxx xxx
xxx xxx

Total

xxx xxx

INVOICE
xxxxxxx
xxxxxxx
xxxxxxx
xxxxxxx

xxx xxx
xxx xxx
xxx xxx
xxx xxx

Total

xxx xxx

As the leader in healthcare and to sustainably improve the health and wellbeing of the
customers, BDMS provides services related to family planning at the Fertility Clinic of
BDMS Wellness Clinic. The treatments comply with international standards and related
regulations such as the Protection of a Child Born by Medically Assisted Reproductive
Technology Act, B.E. 2558 (2015). The fertility services include:

4

See further details of BDMS fertility Clinic at https://www.bwcfertilityclinic.com
See further details of BDMS Wellness Clinic at https://www.bdmswellness.com/

5

MEDICINE
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xxxxxxx
xxxxxxx

xxx xxx
xxx xxx

Total

xxx xxx

INVOICE
xxxxxxx
xxxxxxx
xxxxxxx
xxxxxxx

xxx
xxx
xxx
xxx

xxx
xxx
xxx
xxx

Total

xxx xxx
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Embryo Freezing

Intrauterine Insemination - IUI

In Vitro Fertilization treatment - IVF

Egg Freezing

is a procedure that can reduce the twin pregnancy rate and
excess embryo used in each IVF treatment while increasing
the pregnancy rate without another egg stimulation.

is external fertilization. The doctors will examine the patients
and ensure readiness for egg retrieval. The eggs will be
combined with sperms in the lab while the hormone is
injected to prepare the uterus for pregnancy. The embryo
will be transferred to the uterus through the vagina for
pregnancy.

is a procedure suitable for couples with unidentified
fertility by stimulating the development of egg sac with
medication. The doctors then monitor with ultrasound
while prescribing medication to control ovulation. At the
same time, the sperm is selected to fertilize with the egg.
is a procedure to preserve eggs from the ovaries by freezing
them for future pregnancy. The doctors will examine the
hormone level and stimulate the ovaries by injecting
hormone to ensure high-quality eggs before retrieval. The
eggs will be frozen and stored at a temperature of -195°C to
maintain their quality for future usage.

Termination of Pregnancy
BDMS is the leader in healthcare with the determination to sustainably improve the health and wellbeing of the
customers as well as provide services related to family planning. Nevertheless, in case of termination of pregnancy,
BDMS establishes the guidelines for hospitals and clinics for strict compliance following the regulations, particularly
the Criminal Code of Thailand B.E. 2548 (2005) (Revision 2021) Section 305 where termination of pregnancy is legal
if the pregnancy;
1. is harmful to the physical or mental
health of the pregnant woman.

2. is at critical risks or believed with
medical reasons that the babies will
be born with severe abnormalities.

3. is a result of rape.

4. is less than 12 weeks.

5. is more than 12 weeks but not exceeding 24 weeks in case of confirmation
for termination of pregnancy after consultation with medical practitioners and
other professionals in accordance with the regulations and methods
implemented by the Minister of Public Health and advised by the Medical
Council of Thailand and related sectors concerning prevention and resolution
to teenage pregnancy.

In case of termination of pregnancy, obstetrician and psychiatrist must diagnose and agree for termination of
pregnancy before reporting to the highest executives and consult the operations procedure with the Ethics Committee.
All processes must be documented and constantly updated to the patients. Once completed, BDMS must submit
the report to the Medical Council of Thailand. Moreover, BDMS is prohibited in the manufacture and distribution
of contraceptives and abortifacients excluded from the guidelines.

Contacting Channels for Marketing Communication, Sales Practices and Medical Labeling

6,7

BDMS provides the contacting channels for all stakeholders including internal and external personnel to submit
feedbacks, complain and report misconduct as stated in “BDMS Code of Conduct.” These channels are available
on the website. In 2021, no complaints regarding marketing communication, sales practices and medical labeling
were filed in BDMS ‘s hospital network.
6

GRI 417-2
See further details of contact channel in Code of Conduct chapter or at
https://investor.bangkokhospital.com/storage/downloads/corporate-governance/20140617-bgh-code-of-conduct2014-th.pdf

7
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Appendix
GRI Content Index
Bangkok Dusit medical Services PLC has reported in accordance with the GRI Standards
			for the period of 1st January 2021 to 31st December 2021
GRI 1 used		
GRI 1 : Foundation 2021
Statement of use

Applicable GRI 		
Sector Standard(s)
GRI
Standard

-

Disclosure

Location

Omission/Remark

General Disclosures
GRI 2: General
2-1 Organizational details
Disclosures 2021 2-2 Entities included in the
organization’s sustainability reporting
2-3 Reporting period, frequency and
contact point
2-4 Restatements of information
2-5 External assurance

8, 35
8-9, 76, 79, 85, 91, 137
See Remark

2-6 Activities, value chain and other
business relationships

7, 25

2-7 Employees
2-8 Workers who are not employees

2, 35, 93, 96, 102-104
See Omission

Sustainability Report of BDMS will be external
assured in the future. See further details in
www.bdms.co.th/sustainability
BDMS Sustainability Report will be proceed an
external assurance in the future. See further details
on www.bdms.co.th/sustainability
This information is currently not available and will
be collected in the future.

10

See further details in BDMS Annual Report at
https://investor.bangkokhospital.com/en/
downloads/annual-report

2-10 Nomination and selection of the
highest governance body

See Remark

See further details in BDMS Annual Report at
https://investor.bangkokhospital.com/en/
downloads/annual-report

2-11 Chair of the highest governance
body

See Remark

See further details in BDMS Annual Report at
https://investor.bangkokhospital.com/en/
downloads/annual-report

2-12 Role of the highest governance
body in overseeing the management
of impacts
2-13 Delegation of responsibility for
managing impacts

See Remark

See further details in BDMS Annual Report at
https://investor.bangkokhospital.com/en/
downloads/annual-report

See Remark

See further details in BDMS Annual Report at
https://investor.bangkokhospital.com/en/
downloads/annual-report

2-14 Role of the highest governance
body in sustainability reporting

See Remark

See further details in BDMS Annual Report at
https://investor.bangkokhospital.com/en/
downloads/annual-report

2-15 Conflicts of interest

See Remark

See further details in BDMS Annual Report at
https://investor.bangkokhospital.com/en/
downloads/annual-report

2-9 Governance structure and
composition
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3-4
8-9

Bangkok Dusit Medical Services PCL (BDMS)

GRI
Standard

Disclosure

Location

Omission/Remark

2-16 Communication of critical
concerns

See Remark

See further details in BDMS Annual Report at
https://investor.bangkokhospital.com/en/
downloads/annual-report

2-17 Collective knowledge of the
highest governance body

See Remark

See further details in BDMS Annual Report at
https://investor.bangkokhospital.com/en/
downloads/annual-report

2-18 Evaluation of the performance of
the highest governance body

See Remark

See further details in BDMS Annual Report at
https://investor.bangkokhospital.com/en/
downloads/annual-report

2-19 Remuneration policies

See Remark

See further details in BDMS Annual Report at
https://investor.bangkokhospital.com/en/
downloads/annual-report

2-20 Process to determine
remuneration

See Remark

See further details in BDMS Annual Report at
https://investor.bangkokhospital.com/en/
downloads/annual-report

2-21 Annual total compensation ratio

See Omission

This information is not disclosed due to
confidentially constraints.

2-22 Statement on sustainable
development strategy
2-23 Policy commitments

2
11-17, 25-26, 40, 44, 49, 70, See further details of each policy at https://
investor.bangkokhospital.com/en/corporate80, 92, 94-95, 127

governance; and www.bdms.co.th/sustainability

2-24 Embedding policy commitments
2-25 Processes to remediate negative
impacts

See Remark
15-16

See details in each policy as prescribed in GRI 2-23

2-26 Mechanisms for seeking advice
and raising concerns

15

See further details in www.bdms.co.th/
sustainability; and https://investor.bangkokhospital.
com/storage/downloads/corporategovernance/20140617-bgh-code-of-conduct2014en.pdf

2-27 Compliance with laws and
regulations
2-28 Membership associations
2-29 Approach to stakeholder
engagement
2-30 Collective bargaining agreements
Material Topics
GRI 3 : Material 3-1 Process to determine material
Topics 2021
topics
3-2 List of material topics
3-3 Management of material topics

See further details in www.bdms.co.th/
sustainability; and https://investor.bangkokhospital.
com/storage/downloads/corporategovernance/20140617-bgh-code-of-conduct2014en.pdf

16, 40, 45
5

See further details in
www.bdms.co.th/sustainability

32-33
93-94

See further details in
www.bdms.co.th/sustainability

34

See further details in
www.bdms.co.th/sustainability

34

See further details in
www.bdms.co.th/sustainability

See details in each chapter
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GRI
Standard

Disclosure

Supply Chain Management
GRI 308: Supplier 308-1 New suppliers that were
Environmental screened using environmental criteria
Assessment 2016
GRI 414: Supplier 414-1 New suppliers that were
Social
screened using social criteria
Assessment 2016
Customer Privacy & Data Security
GRI 418:
418-1 Substantiated complaints
Customer Privacy concerning breaches of customer
2016
privacy and losses of customer data
Service Quality & Patient Safety
GRI 416:
416-1 Assessment of the health and
Customer Health safety impacts of product & service
& Safety 2016
categories
GRI Not
BDMS accreditation result
Applicable
Customer Relationship Management
GRI Not
% Top Box Score
Applicable
Innovation & Partnership
GRI Not
Innovation Investment
Applicable
Energy Management
GRI 302: Energy
2016

302-1 Energy consumption within the
organization
302-3 Energy intensity
Waste & Hazardous Materials Management
GRI 306: Waste
2020

306-1 Waste generation and significant
waste-related impacts
306-2 Management of significant wasterelated impacts
306-3 Waste generated
306-4 Waste diverted from disposal
306-5 Waste directed to disposal
Water & Wastewater Management
GRI 303: Water 303-1 Interactions with water as a
and Effluents
shared resource
2018
303-2 Management of water dischargerelated impacts
303-3 Water withdrawal
303-4 Water discharge
152

Location

Omission/Remark

30
30

47

53
53

55

See further details in BDMS Annual Report at
https://investor.bangkokhospital.com/en/
downloads/annual-report

69

83-84
83-84
See Remark

See further details in
www.bdms.co.th/sustainability

72-74

See further details in
www.bdms.co.th/sustainability

74-75
74-75
74, 76
77

See further details in
www.bdms.co.th/sustainability

77

See further details in
www.bdms.co.th/sustainability

77-78
77, 79

Bangkok Dusit Medical Services PCL (BDMS)

GRI
Standard

Disclosure

Climate Change Management
GRI 305:
305-1 Direct (Scope 1) GHG emissions
Emissions 2016 305-2 Energy indirect (Scope 2) GHG
emissions
305-4 GHG emissions intensity
Community Engagement & Health Care Accessibility
GRI 201:
201-1 Direct economic value generated
Economic
and distributed
Performance
2016
Selling Practices & Product Labeling
GRI 417:
417-1 Requirements for product and
Marketing and
service information and labeling
Labeling 2016
417-2 Incidents of non-compliance
concerning product and service
information and labeling
417-3 Incidents of non-compliance
concerning marketing communications
Talent Retention & Inclusion
GRI 401:
401-1 New employee hires and
Employment
employee turnover
2016
401-2 Benefits provided to full-time
employees that are not provided to
temporary or part-time employees
GRI 404: Training 404-3 Percentage of employees
and Education receiving regular performance and
2016
career development reviews
GRI 405: Diversity 405-1 Diversity of governance bodies
and Equal
and employees
Opportunity 2016
Human Capital Development
GRI 404: Training 404-1 Average hours of training per
and Education year per employee
2016
Labor Practices & Human rights
GRI 406:
406-1 Incidents of discrimination and
Noncorrective actions taken
discrimination
2016
GRI 412: Human 412-2 Employee training on human
Rights
rights policies or procedures
Assessment 2016

Location

Omission/Remark

89-90
91
88
146

147-149

See further details in
www.bdms.co.th/sustainability

149
149

120-126
115, 135
114
93, 96-104

111-112

95

95

Appendix
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GRI
Standard

Disclosure

Employee Health & Safety
GRI 403:
403-1 Occupational health and safety
Occupational
management system
Health and
403-2 Hazard identification, risk
Safety 2018
assessment, and incident investigation
403-3 Occupational health services
403-4 Worker participation,
consultation, and communication on
occupational health and safety
403-5 Worker training on occupational
health and safety
403-6 Promotion of worker health
403-7 Prevention and mitigation of
occupational health and safety
impacts directly linked by business
relationships
403-9 Work-related injuries
403-10 Work-related ill health

154

Location

Omission/Remark

127

See further details in
www.bdms.co.th/sustainability

127-129

See further details in
www.bdms.co.th/sustainability

128

See further details in
www.bdms.co.th/sustainability

127, 129

See further details in
www.bdms.co.th/sustainability

130

See further details in
www.bdms.co.th/sustainability

131-135

See further details in
www.bdms.co.th/sustainability

26, 127-128

See further details in
www.bdms.co.th/sustainability

136
137

Reader Survey
Your views and suggestions will be incorporated in the improvement of
BDMS Sustainability Report 2022
Thank you for your cooperation

Bangkok Dusit Medical Services PCL (BDMS)

Sustainability Report 2021
Please mark  in
Gender

• Male

• and comment in the space provided.
• Female

• Prefer not to answer

• Less than bachelor’s degree • Bachelor’s degree

• Master’s degree

Education

Which of the following groups are applied to you?

• Higher than Master’s degree

/ Educational institution • Customer
•• Supplier
• BDMS employee / Medical personnel •• Student
Shareholder / Investor • Government / Regulators
Business partner
• Other, please specify .................
How do you find out about BDMS Sustainability Report 2020?
shareholder meeting
employee
•• Annual
•• BDMS
• Seminar / Exhibition / Lecture
BDMS website
Other, please specify ..........................................................................................................................

What is your purpose in reading BDMS Sustainability Report 2020?
BDMS
•• GetReportto know
Preparation

Education / Research
•• Others,
• Investment decision
Please specify ........................................................................................................................

Please rate the completeness and credibility levels of BDMS Sustainability Report 2020
Completeness and credibility of the report, Easy to understand
Sustainability performance in alignment with BDMS strategy
Content appropriateness and credibility
Interest in content

Very high

••
••

High

••
••

Medium

••
••

Please choose 3 sustainability material topics that are relevant to you by importance level.
Where 1 is the most important, 2 is moderate important, and 3 is the least important.

Low

••
••

Very Low

••
••

Chain Management
and Information Security
Quality and Patient Safety
•• Supply
•• Privacy
•• Service
Customer Relationship Management
Innovation & Collaboration
Waste and Hazardous Waste Management
Management
Water and Wastewater Management • Climate Change Management
•• Energy
•
Community Engagement and Healthcare Accessibility • Responsible Sales and Labeling
Talent Attraction and Retention
•
Human
Capital
Development
Labor
Practices
and
Human
Rights
•• Other, please specify ................................................................................................................................................................................................................................
•
• Occupational Health and Safety

Does the content covered all BDMS sustainability material topics?

•If no,Yesplease explain

• No

..............................................................................................................................................................................................................................................................................

Please provide suggestion for the next sustainability report
..............................................................................................................................................................................................................................................................................
..............................................................................................................................................................................................................................................................................

10. Other suggestions on BDMS sustainability management
..............................................................................................................................................................................................................................................................................
..............................................................................................................................................................................................................................................................................

Thank you for your cooperation

“กรุุณาพัั บตามรอยปรุุ และส่่งกลัับโดยไม่่ต้้องติิดตราไปรษณีียากร”

บริิการธุุรกิิจตอบรัับ

ใบอนุุญาตเลขที่่� ปน.(น)/3789 ปณศ.ลาดพร้้าว
ถ้้าฝากส่่งในประเทศไม่่ต้้องผนึึกตราไปรษณีียากร

บริิษััท กรุุงเทพดุุสิิตเวชการ จำำ�กััด (มหาชน)

ฝ่่ายกิิจการสัังคมเพื่่� อการพัั ฒนาอย่่างยั่่�งยืืน
ชั้้�น 7 อาคาร E เลขที่่� 2 ซอยศููนย์์วิิจััย 7 ถนนเพชรบุุรีีตััดใหม่่
แขวงบางกะปิิ เขตห้้วยขวาง กรุุงเทพมหานคร 10310

Email : BDMS.CSD@bdms.co.th
Overseas

รายงานการพัั ฒนาอย่่างยั่่�งยืืน ปีี 2564
บริิษััท กรุุงเทพดุุสิิตเวชการ จำำ�กััด (มหาชน)

นวััตกรรมก้้าวไกล ใส่่ใจอย่่างยั่่�งยืืน

BANGKOK DUSIT MEDICAL SERVICE

