
Social Performance 

Sustainability management in the social dimension consists of 9 issues. The details are as follows: 

Product Innovation and Service Development 

The Company established and adhered to a product innovation and service development policy. The 

Company is committed to product development for both furniture and home furnishings under the Index brand, 

House brand and network brands in order to meet the specific needs of each group of customers and to promote 

customers' well-being through the use of the Company's products and services. The following are the details of 

product innovation and service  development: 

 

• Develop Products that Improve People's Quality of Life and Efficiency 

The Company is committed to developing and procuring products in the Office Furniture category, 

particularly those designed according to ergonomic principles, which is the science of organizing or 

adjusting the working environment of tools to fit the user ergonomically in order to obtain quality 

products and functions that are appropriate for customers of all ages, both working and school-aged. 

The Company increased the proportion of these products available to consumers at affordable prices 

in the Index Living Mall. These products are aimed at customers who have health problems or suffer 

from office syndrome, as well as health-conscious consumers. These products are primarily desks, 

adjustable tables, and work chairs. 

 

• Develop Innovative Health Products 

Furniture and home furnishing products are items that users come into contact with on a daily basis. 

As a result, the Company sought new innovations to create products that are both safe and beneficial 

to the health of everyone in the family. This was accomplished through the use of safe, standardized 

raw materials, particularly the top layer material. Currently, customers can choose from OEKO-TEX-

certified products in the Younique brand's upholstery category when fabricating furniture. The 

Company intends to expand the proportion and  include other product types in the future. 



● Functionality Suitable for All Ages 

The Company is currently researching and developing adjustable beds and chairs with reclining backs 

and functions to assist the elderly and those who are unable to sit up or lie down independently. 

 

● Upgrade Thai Handicrafts 

The Company is currently researching, promoting, and assisting in the production of outstanding, 

contemporary, and modern handicraft products by community artisans in various regions for sale at 

Index Living Mall. 

 

● Easy Clean Fabric Innovation 

Easy Clean clothes were developed to assist in resolving the problem of cleaning sofas and 

removing various stains. This saves time and money on cleaning and maintenance. Furthermore, 

product prices are easily accessible to all customer groups. 

 

In 2021, the Company was studying and implementing several projects for which there was insufficient 

information or statistics to allow disclosure. The Company expects to report significant performance next year. 

 

 

 

 

 

 

 

 

 

 

 



Digitization and Data Privacy 
 

The Company attached great importance to the right to personal information and the protection of personal 

information. The Company understands that the owner of personal data wishes to feel secure when using the 

Company's services. Any personal information received by the Company that identifies the person and personal 

information that are complete, accurate, current, and of high quality, will only be used in the Company's objectives. 

The complete policy is available at the following link: https://www.indexlivingmall.com/privacy-policy. 

The Company is currently engaged in the operation of a Customer Data Platform (CDP) Project. This is a 

project to develop a data analysis system to assist executives in making decisions about products, services, 

promotions, marketing promotions, and Company communication in order to better respond to the specific needs 

of each customer group and create a better customer experience. The study was conducted in three phases. In 

2021, the Company has already implemented Phase 1. The Company also developed an Order Tracking  project, 

a system that will enable online consumers to check the delivery status via a Link that will notify customers by SMS. 

This is already in use. 

 

Security of Personal Data Performance 

In 2021, there were no complaints regarding the security of personal data.  

 

Customer Experience 

 

The Company has a policy to be responsible to customers by complying with relevant laws and standards. 

The Company takes into account health, safety, fairness, customer information retention, after-sales service 

throughout the product and service life cycle, and follow-up to measure customer satisfaction in order to develop 

and improve products and services as well as advertisements,  public relations and promotions. The Company 

must act responsibly without misleading or exploiting the misunderstandings of customers.  

After delivery and installation of the product, the Company conducts a customer satisfaction survey in 

order to accurately improve and develop products and services. Additionally, the Company handles customer 

complaints via a variety of channels. 



Customer Experience Performance 

Year 2019 2020 2021 

Customer Satisfaction 98.00% 98.00% 96.70% 

 

Respecting Human Rights, Child Labor and Women’s Employment 

The Company attached importance to respecting human rights, child labor and women’s employment with 

the goal of establishing impartiality and equality across all forms of labor in order to ensure that all employees enjoy 

a positive work environment. Employees are treated as brothers and sisters at all levels. There is no exploitation, 

either directly or indirectly. The Company treats all parties fairly and in accordance with human dignity and does 

not discriminate on the basis of race, sex, age, skin color, physical condition, status, nationality, or any other status 

unrelated to job performance. Additionally, the Company encourages internal monitoring of human rights 

compliance. 

 

Human Rights Performance 

In 2021, there were  no complaints on human rights, child labor or women’s employment 

 

Safety, Occupational Health and Work Environment 

The Company wishes for its employees to be in good health and free of disease caused by their work 

environment. As a result, the Company strives to continuously promote and support a variety of safe activities, 

operations, occupational health, and working environments. To accomplish the Company's framework and 

objectives regarding safety, occupational health, and work environments, all employees at all levels must always 

keep this in mind that it is their duty and responsibility to prioritize it. The Company educated employees through 

training and encouraged them to maintain a healthy lifestyle and refrain from doing anything harmful to their health. 

This included ensuring that the workplace remained clean and safe at all times. 



Due to the COVID-19 pandemic, the Company designated an area within its Index Living Mall Rama II and 

Bangna branches as a center for general public vaccination against COVID-19 from June to July 2021. Each day, 

up to 1,000 people could be vaccinated. Currently, IDF is participating in the signing ceremony of the Memorandum 

of Understanding for the Factory Sandbox Project in Samut Sakhon Province. This is a concept for proactive 

screening in export manufacturing enterprises and for the detection of COVID-19 infections. This allows the infected 

to seek treatment and speed up vaccination mobilization for all insured workers in each factory that meets the 

project's eligibility criteria. 

 

Performance on Safety, Occupational Health and Work Environment 

Due to the continuous reduction of accident risk, both in terms of likelihood of occurrence and severity of 

the accident, which includes obtaining the cooperation of employees at all levels, Occupational Health and 

Environment safety performance in 2021 demonstrated a decrease in the number of accidents and days absent 

from work over 5% compared to the base year 2020. In comparison to the base year 2020, the number of workplace 

accidents decreased by 20.95% (40 less cases). The number of days absent due to accidents decreased by 

33.06% (by 156 days) when compared to the base year 2020, and there were no fatalities. 

In 2021, the Company received the national award "Outstanding Establishment in Labor Relations and 

Labor Welfare Year 2021" from the Ministry of Labor's Department of Labor Protection and Welfare for 10 branches 

(the headquarters, Rama II, Kasetsart Nawamin, Ratchaphruek, Udon Thani, Phitsanulok, Prachuap Khiri Khan, 

Phuket, Chiang Mai, and Rayong) and provincial level award for 2 branches (Khon Kaen, Bang Na). The Company 

also received the provincial level award “Outstanding Establishment in Safety, Occupational Health and Working 

Environment” for 1 branch (Chachoengsao). 



Personnel Training and Development  

 

The Company set up a training and development program for its employees to increase their efficiency 

within the organization with continuous improvement and development plans in order to equip them for their 

responsibilities or future career growth. Training Needs Analysis of the organization was used to prepare annual 

training and personnel development plans. The appropriate training program will be used for each department and 

individual characteristics. It can be classified as skill development, short-term training, on-the-job training, 

coaching, mentoring, and mixed education. 

 

Training and Development Results 

The training was divided into 11 Functional Skill courses. This included a Fundamental Knowledge Course, 

a Professional Mattress Salesperson Course, a Professional Home Furnishings Salesperson Course, and 5 Soft 

Skills Courses, which included an Index Super Wow, Buddy and Mentor Course (Line Chat to Shop) etc.  

The number of training sessions decreased in 2020-2021 as a result of the COVID-19 pandemic. At the 

management level, the average annual training hour per person was 0.192 hours. The average number of annual 

training hours per person at the supervisor level was 0.213 hours, while the average number of annual training hours 

per person at the operating level was 0.246 hours. 

 

Career Development in the Community (Installation and Delivery) 

The Company realized the importance of operating its business for sustainable growth under social 

responsibility by focusing on conducting business with care for the community and society and uplifting the lives 

of people in society to grow alongside the Company. The implementation of these various projects was driven by 

the community's and society's suitability and benefits. 

 

 

 

 



● Tao Kae Noi Project 

Previously, the Company set up the Tao Kae Noi Project in order to provide delivery and installation 

services as quickly as possible, to meet customer needs, and to ensure the long-term sustainability of 

delivery and installation services management. The Company organized the Tao Kae Noi Project in 

order to collaborate with third parties to provide delivery and installation services as well as expand 

services of the Company and alleviate the shortage of skilled workers. This project also created 

numerous jobs and income opportunities for Tao Kae Noi artisans and provided the opportunity to be 

their own boss.  

 

The Company's distribution center (DC) provides product installation training to Tao Kae Noi artisans in 

order to provide services to customers with the Company's standards so that Tao Kae Noi artisans could have the 

opportunity to be trained and increase their knowledge. There is training available to impart knowledge regarding 

furniture assembly and installation as well as service standards training so that the customer services can be 

provided in accordance with the Company's standards. 

 

Performance on Career Development in the Community 

The proportion of technicians in the Tao Kae Noi Project compared to the Company's delivery and 

installation technicians is at least 70%. 

Year Tao Kae Noi % ILM % Total Amount 

2018 75 58% 55 42% 130 

2019 164 56% 129 44% 293 

2020 191 66% 97 34% 288 

2021 263 76% 84 24% 347 



Anti-Corruption 

The Company established an anti-corruption policy to serve as practice guidelines for preventing and 

combating corruption within the Company and its subsidiaries in order to be more transparent by fostering an 

organizational culture that raises awareness of the dangers of corruption, promoting the development of the right 

values, and increasing the confidence of all stakeholders in the effectiveness of anti-corruption efforts (details are 

available at the following link: http://investor.indexlivingmall.com/storage/download/cg/anti-corruption-policy) 

The Company has whistleblowing procedures, complaint procedures, investigation periods and 

procedures, penalties, confidentiality, and protection of complainants' or whistleblowers' rights (details are available 

at the following link: http://investor.indexlivingmall.com/storage/download/cg/csr-policy-en.pdf). 

The Company intends to release a revised anti-corruption policy next year and has also announced its 

intention to join the Private Sector Collective Action Against Corruption (CAC) respectively.  

Anti-Corruption Performance 

The Company is currently conducting a review of its anti-corruption policy and risk assessment for anti-corruption. 

In the following year, the Company will begin disclosing its anti-corruption performance. 

 

Employment of People with Disabilities and Elderly 

The Company promoted the recruitment and employment of people with disabilities/elderly people and 

provided equal care to this group of employees. This included promoting employment opportunities in conjunction 

with government projects. The important details are as follows: 

• Provide Employment Opportunities for Disabled People 

The Company recognized the importance of equality in society by consistently promoting the 

employment of people with disabilities in the form of Employment in Section 33 (as employment) and 

supporting people with Disabilities in Section 35 (Encouraging Persons with Disabilities to Have a 

Career). The Company was selected from a total of 39 organizations as an organization with an 

outstanding performance level in supporting people with disabilities in 2021 by the Department of 

Promotion and Development of the Quality of Life of Persons with Disabilities, Ministry of Social 

Development and Human Security. 



● Promotion of Employment for Elderly People 

The Company collaborated with the Ministry of Labor to employ elderly workers in accordance with 

the government's policy to promote and assist the elderly in seeking employment. The Company 

employed senior citizens to work in the Index Living Mall. 

● Other Employments 

The Company, in collaboration with the Department of Employment and the Ministry of Labor, 

promoted and assisted in the employment of new graduates by employing new graduates to work in 

12 branches (Chiang Mai, Phitsanulok, Nakhon Sawan, Nakhon Pathom, Rayong, Chachoengsao, 

Prachuap Khiri Khan, Kaset Nawamin, Rama 2, Ratchaphruek, Bangna and the headquarters). 

 

Performance on Employment 

1. Index Living Mall employed a total of 29 people with disabilities. Two people were employed in accordance 

with Article 33 and 27 people were employed in accordance with Article 35. IDF employed a total of 17 

people, 13 people were employed in accordance with Article 33 and 4 people in accordance with Article 35. 

2. Employed 6 elderly people, only at Index Living Malls.  

3. Employed a total of 70 new graduates. 

 

Additionally, there were no complaints of violations of any laws or social regulations in the overview of 

sustainability management in the social dimensions for 2021. 

 


