
ภาคผนวกท่ี 26 

ผังการส่ือสารในสภาวะวิกฤต Procedure เร่ือง การติดตอสื่อสารการมีสวนรวมและการใหคําปรึกษา  

และขอมูลที่เก่ียวของกับเร่ืองรองเรียน 

 



CCT
(CA Unit)

Group A : Management

Group  B : HR & CA & QSHE

Group  C : AN & MMA & LT & PU

Group  K : Duty Rota Team

Group F : Other Communities 5 kilometers EIA Requirement)

Group E  :  Neighboring Communities 500 meters (Red Zone)

NPC-ECC

038-977799 , 977614-5

PTTAC Group
Communities / Local Governments /

Neighboring Companies / GC Communication Center

Group H : Neighboring Companies

OC               
(AN/MMA)

Radio Man
Tel: 4854

Group I : GC Communication Center

External communicate by CA/CSR Duty  Rota 

once approved by 
Group A : Management

Group J : Local Governments 

This communication shall also notice
Group H : Neighboring Companies

Group G : IEAT/ WHA EIE / 
Firefighter / Excise

Group B : HR & CA & QSHE

Group C : AN & MMA & LT

Group K : Duty Rota Team

- Incident details will be provided and submitted via   
"IEAT's E-Service System".

- Wording guideline as per Doc. No. SD-CA-0003 or 
SD-CA-0004.

Remark: In case of blackout, the incident details will be 
provided in hardcopy form and submitted to EMCC via Line 
Application.

Line ID: adminemcc
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Prepared By     

 

 

Mrs. Radakul Lindblom 

Corporate Communication Officer 

  

  

 

Reviewed By 

Mr. Surapol Sukhsong 

(Division Manager, Corporate Affairs Unit) 

 

Mr. Shintaro Tanaka 

(Plant Director) 

 

  

 

 

Approved By 

Mr. Vattanaroj Charoenpitaks 

 (Vice President, Corporate Line) 

 

Mr. Yonosuke Ikeda  

(Vice President, Operation Line) 

 

 

 

 

    

    Department/Unit 

        Corporate Affairs Unit 
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Document Edition Records 

 

Revision 

no. 

 

Objective 

 

Edition Record 

 

Page 

 

Details 

1-5  

No record. 

-  

No record. 

6 

 

To revise contents to align with the 

operation. 

1    

 

- : Mrs. Radakul Lindblom 

- : Mr. Koolachart Komonmarn (CA 

Division Manager)  Mr. Hideyuki Shimizu (Plant 

Director) 

- :  Mr. Vattanaroj Charoenpitaks (Vice 

President, Corporate)  Mr. Yonosuke Ikeda 

(Vice President, Operation) 

 

To revise preparer, reviewer and approval in 

accordance with the Organization Chart of the 

company. 

- Prepared By: Mrs. Radakul Lindblom 

- Reviewed By: Mr. Koolachart Komonmarn (CA 

Division Manager) and Mr. Hideyuki Shimizu (Plant 

Director). 

- Approved By:  Mr. Vattanaroj Charoenpitaks (Vice 

President, Corporate) and Mr. Yonosuke Ikeda (Vice 

President, Operation). 

  9 3.  (Definition) 

3.10 .WHA  

  ( ) 



 PTT Asahi Chemical Company Limited 

Title:    (Communication, Participation and Consultation) 

Document No: SP-CA-0022                 Revision No: 8                Effective date: 24-Sep-20   

 

Page 3 of 35 

Form No.: FM-CQ-0031                                                                         Revision Date: 23-Jan-18    Revision No.0 

 

Revision 

no. 

 

Objective 

 

Edition Record 

 

Page 

 

Details 

             WHA EIE means WHA Eastern Industrial 

Estate (Map Ta Phut). 

3.13  .    . 

 ( ) 

            PTT Group CSR Team means CSR Division 

of PTT Public Company Limited. 

    3.15   

 

  

             Emergency Shutdown means Shutdown 

cause of abnormality or emergency in production 

process without any preparation or planning in 

advance. 

  9-10 4.  (Reference) 

  SP-CQ-0051   

  Emergency Management      

  SP-MS-0010      

   

                             Customer Claim Work 

procedures in case of complaints from customers. 

  13 5. /  (Manual/Instruction) 

    5.1  

 

          Internal and External Communication in case 

of general information. 
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Revision 

no. 

 

Objective 

 

Edition Record 

 

Page 

 

Details 

    5.1.2 

   

   

            Responsibility Unit assesses effectiveness 

of communication channel in proper format such 

as activity attendee record, reply letter etc. 

  17-18    5.5  

  

 

          External communication regarding to safety, 

occupational health and environment in the case 

that there is plan in advance. 

-

 :  

.WHA 

 15  

Notification of plant turnaround: Notify the 

WHA EIE at least 15 days in advance. 
 

-

 :  .WHA 

 

7  

Notification of the commercial plant 

shutdown: Notify the WHA EIE at least 7 

days in advance. 
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Revision 

no. 

 

Objective 

 

Edition Record 

 

Page 

 

Details 

-

 :  .WHA 

 15 

 

 3  

Notification of emergency shutdown: 

Notify the WHA EIE via phone within 15 

minutes after emergency occurred and 

submit work plan within 3 days. 
 

-

 :  .WHA 

 15  

Notification of emergency response drill: Notify the 

WHA EIE at least 15 days in advance. 

  20  (Concerning department) 

     (Community) 

     14.  (Mapya Community) 

    15.  (Soi Ruam Pattana 

Community)  

    16.  (Charean Pattana 

Community)  

    17.  (Takuan Community) 

7 

 

To revise contents to align with the 

operation. 

17 5.5  
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Revision 

no. 

 

Objective 

 

Edition Record 

 

Page 

 

Details 

External communication regarding to safety, 

occupational health and environment in the case 

that there is plan in advance. 

     5.5.4  ( .)  

SMS  Line   

  

 (Manager 

Visit)  5  

     Corporate Affairs Unit (CA) inform by SMS or 

Line to concerning departments, communities, 

hospitals and/or visit communities located the 

radius of 5 kilometers from the company in order to 

explain through activities of Manager Visit. 

  18-19 5.7  

  

     

External communication regarding to safety, 

occupational health and environment in the case of 

abnormality and crisis. 

     5.7.2 

 

 ( .) 

 .WHA  10  

     If there is any emergency/  crisis situation from 

the operation, Corporate Affairs unit ( CA)  shall 
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Revision 

no. 

 

Objective 

 

Edition Record 

 

Page 

 

Details 

inform initial crisis status to WHA EIE via phone 

within 10 minutes. 

 

     5.7.3 

 5   (CCT)  

SMS,   Line 

    

     If the incidents may have effects on 

communities located in the radius of 5 kilometers, 

CCT must inform concerning sectors, communities, 

schools and hospitals in accordance via SMS, 

phone or Line application. 

  21 5.9  SMS  Line 

Communication via SMS and Line. 

 

     5.9.1  ( .)  

 (CCT) 

  

   

   

  . 

  (CCT) 

 SMS 

 Line 

     Corporate Affairs Unit (CA)/ CCT draft message 

stating about any company’s activity or in the event 

that the happened emergency cases may have 
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Revision 

no. 

 

Objective 

 

Edition Record 

 

Page 

 

Details 

effects on safety, occupational health and 

environment towards the communities, concerning 

department and neighboring companies to CA 

Manager/ Information Coordinator and CCT Leader 

to review before sending information in the forms of 

SMS and Line application. 

  31-35 6.  (Supporting Document) 

     6.3 Crisis Communication – Contact List 

8 

 

To revise contents to align with the 

operation. 

1  

 

- : Mr. Surapol Sukhsong (CA Division 

Manager)  Mr. Shintaro Tanaka (Plant Director) 

 

To revise reviewer in accordance with the 

Organization Chart of the company: 

- Reviewed By: Mr. Surapol Sukhsong (CA Division 

Manager) and Mr. Shintaro Tanaka (Plant Director). 

  15  

To add a detail of definition. 

3.13  GC   

      

( ) 

GC Group means CSR Team of the subsidiaries of 

PTT Global Chemical Public Company Limited. 

  16   

To revise reference documents. 

 

Crisis Communication Flow Chart 
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Revision 

no. 

 

Objective 

 

Edition Record 

 

Page 

 

Details 

 

 (Regulation):   ISO 9001:2015  

 7.4  (Communication)  

 

 (Regulation):   ISO 14001:2015 

 7.4  (Communication) 

 7.4.1  (General) 

 7.4.2   

(Internal Communication) 

 7.4.3  

(External Communication) 

 

 (Regulation):   ISO 45001:2018 

 7.4  (Communication) 

 7.4.1  (General) 

 7.4.2   

(Internal Communication) 

 7.4.3  

(External Communication) 

  21 5.5                

    

External communication regarding safety, 

occupational health and environment. 

 

/  

 .WHA  

 

    

 

 PTT Asahi Chemical Company Limited 

Title:    (Communication, Participation and Consultation) 

Document No: SP-CA-0022                 Revision No: 8                Effective date: 24-Sep-20   

 

Page 10 of 35 

Form No.: FM-CQ-0031                                                                         Revision Date: 23-Jan-18    Revision No.0 

 

Revision 

no. 

 

Objective 

 

Edition Record 

 

Page 

 

Details 

To revise authorized persons who can sign the 

form/document to be submitted to WHA EIE, which 

has changed from department manager level to 

authorized directors of company or delegated 

persons only. 

  24 5.6    

  

Internal communication regarding safety, 

occupational health, environment in case of 

emergency and crisis. 

 

  

Add some reference documents as follows: 

(3)  

PTTAC Crisis Communication Team Manual. 

(4)  

Crisis Communication Flow Chart. 

  24-25 5.7   

  

 

External communication regarding safety, 

occupational health, environment in case of 

emergency and crisis. 

 

 

-   

Add a reference document as follows: 

(3)  

Crisis Communication Flow Chart. 
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Revision 

no. 

 

Objective 

 

Edition Record 

 

Page 

 

Details 

 

- 

  .WHA 

  

  

   

To revise authorized persons who can sign the 

emergency incident report to be submitted to WHA 

EIE, which has changed from department manager 

level to authorized directors of company or 

delegated persons only. 

  30 5.10   

  

Receiving complaints concerning with safety, 

occupational health and environment. 

 

  

  

  

   

 

To revise authorized persons who can sign the 

notification letter, which has changed from 

department manager level to authorized directors of 

company or delegated person only. 
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1.   (Purpose) 

1.1        

       

               

  

 To be the procedure of communication or public announcement conducted by PTT Asahi 

Chemical Company Limited that may significantly affect to safety, occupational health and 

environment of concerning government agencies, neighboring companies, communities as 

well as employees of PTT Asahi Chemical Company Limited. 

1.2    

     

 

 To be the procedures in receiving complain related to safety, occupational health and 

environment, which the complainants assumes that it is caused by an operation of PTT Asahi 

Chemical Company Limited. 

1.3    

 To ensure that the Company’ s communication and giving information are conducted 

correctly. 

 

2.   (Scope) 

2.1      

     

    

       

  

 It shall be the procedure to communicate or public announcement concerning any 

operations of PTT Asahi Chemical Company Limited, e.g., turnaround, emergency situation, 
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plant start-up and any other operations that may effects safety, occupational health and 

environment provides to related government agencies, neighboring companies, 

communities as well as employees of PTT Asahi Chemical Company Limited. 

2.2    

       

  

 This standard procedure is used for receiving the complaint regarding to effect toward 

safety, occupational health and environment from both external and internal complainants 

of PTT Asahi Chemical Limited.  To be specific, those effects arise from activities or 

operation. 

 

3.  (Definition) 

3.1        

Company means PTT Asahi Chemical Company Limited. 

3.2    

The related unit means the units that perform related activities and execution. 

3.3    

   

   

 

Internal communication regarding safety and environment means the Company’s internal 

communication toward safety, occupational health and environment including publication 

of knowledges to employees apply for their operations. 

3.4    

  

     SMS 
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External communication regarding to safety and environment means communications 

related to the company’s operations that may affects or benefits toward concerning 

government agencies, neighboring companies, communities whether in writing, telephone 

or short message service (SMS). 

3.5     

  

Complaint means complaint regarding safety, occupational health and environment that the 

complainant has affected from the company’s operations.  

3.6       

     

Complainant means communities, concerning government agencies, stakeholders and 

employees of PTT Asahi Chemical Company Limited. 

3.7     

         

Emergency means the incident that effects or may cause impact toward communities, 

government agencies or neighboring companies, e.g., black smoke, loud sound, odor, 

glare, dust and abnormal wastewater. 

3.8      

   4 

   

  

Crisis means an unforeseen and unplanned event which requires an emergency response. 

It is classified into 4 categories, which are natural disaster, company’s operational 

misconduct, company’s human error, sabotage and terrorism crisis. 

3.9 .   

IEAT means Industrial Estate Authority of Thailand. 
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3.10 .WHA    ( ) 

WHA EIE means WHA Eastern Industrial Estate (Map Ta Phut). 

3.11 .   

CA means Corporate Affairs Unit of PTT Asahi Company Limited. 

3.12 .     

 

CQ means Corporate Quality, Security, Safety, Occupational Health and Environment Unit 

of PTT Asahi Company Limited. 

3.13  GC        

 ( ) 

GC Group means CSR Team of the subsidiaries of PTT Global Chemical Public Company 

Limited. 

3.14 CCT    

CCT means Crisis Communication Team of PTT Asahi Company Limited 

3.15    

  

Emergency shutdown means shutdown cause of abnormality or emergency in production 

process without any preparation or planning in advance. 

 

4.  (Reference) 

SP-CA-0020     

   

 Legal and Regulatory Standard Procedure 

SP-CQ-0051   

  Emergency Management  

SP-CQ-0003   

 Correction and Prevention action 
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SP-PC-0034   

Contractor/Vender management 

SP-SS-0028       

 Risk Assessment  

SP-MS-0010  

 Customer Claim Work procedures in case of complaints from customers 

WI-SS-0004    

 Contractor control 

 

PTTAC Crisis Communication Team Manual 

 

Crisis Communication Flow Chart 

 (Regulation) ISO 9001:2015 :  7.4  (Communication) 

 (Regulation) ISO 14001:2015 :  7.4   (Communication) 

      7.4.1  (General) 

      7.4.2   

      (Internal Communication) 

      7.4.3  

      (External Communication) 

 (Regulation) ISO 45001:2018 :  7.4   (Communication) 

      7.4.1  (General) 

      7.4.2   

      (Internal Communication) 

      7.4.3  

      (External Communication) 
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5. /  (Manual/Instruction) 

 5.1      

     Internal and external communication in case of general public relations. 

 

 5.1.1    

 Scope of public announcement follows: 

 

Target 

 

Responsibility Unit 

 

Shareholder 

 

Office of President 

 

Finance and Accounting Unit 

 

Employee 

 

Office of President 

 

Human Resource and Administration Unit 

   

  

Corporate Quality, Security, Safety, 

Occupational Health and Environment Unit 

 

Corporate Affairs Unit 

 

Corporate Strategy and Risk Management Unit 

 

 

Society and Community 

 

Corporate Affairs Unit 
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Target 

 

Responsibility Unit 

 

Customer 

 

Marketing and Sales Unit 

 

Business Partner 

 

All Units 

 

Lenders 

 

Office of President 

 

Finance and Accounting Unit 

 

Government 

 

Corporate Affairs Unit 

 

Human Resource and Administration Unit 

  

  

Corporate Quality, Security, Safety, 

Occupational Health and Environment Unit 

 

Procurement Unit 

 

Office of President 

 

Finance and Accounting Unit 
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5.1.2  

     

 Responsibility unit in communication shall conduct appropriate self-assessment, such as 

attendee record, reply letter, etc. 

 

5.2   

    

 Internal and external communication in case of news preparation regarding the risk 

management analysis in respect to safety, occupational health and environment. 

 

 5.2.1     ( .) 

   

    

 Corporate Quality, Security, Safety, Occupational Health and Environment Unit ( CQ) 

prepares information or news in aspects of safety, occupational health and environment risk 

management analysis relating to Company’s employees and external stakeholders. 

 

 5.2.2  .  5.2.1  .  

   

 CQ unit presents contents in item 5.2.1 to CQ manager to consider its essential contents 

and approve to share knowledge to Company’s employees and external stakeholders. 

 

  5.2.3  .   . 

 E-mail - PTTAC QSHE/ PTTAC BBS  

  

 ( .) 

 Once CQ manger approved contents, CQ unit will communicate to all Company’s 

employees via E-mail – PTTAC QSHE/  PTTAC BBS or information board.  For Company’s 
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external stakeholders, as listed in Company’s crisis communication team manual, it will be 

communicated via communication channel of Corporate Affairs Unit (CA). 

 

5.3       

 Internal communication in case of news preparation regarding safety, occupational health 

and environment. 

 

 5.3.1  .    

    

 Lesson Learned   (Health Information)    

 

 CQ unit prepares knowledge information or news regarding safety, occupational health and 

environment to Company’s employees, so that they can adopt to use to their works, e.g., 

lesson learned or result of safety examination or health information. 

 

 5.3.2  .  5.3.1  .  

  

 CQ unit presents contents in item 5.3.1 to CQ manager to consider its essential contents 

and approve to share knowledge to Company’s employees. 

 

 5.3.3  .   . 

 E-mail - PTTAC QSHE/ PTTAC BBS   

 Once CQ manger approved contents, CQ unit will communicate to all Company’s 

employees via E-mail-PTTAC QSHE/ PTTAC BBS or Information Board. 

 

5.4                

    

 Internal communication regarding legal news and regulations concerning safety, 

occupational health and environment 
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 5.4.1  .   

   

    

 CQ unit shall report legal news and regulations related to Company once there are any 

additions, revoke, amendment to SHE committee monthly meeting. 

 

 5.4.2  

  .  E-mail - PTTAC QSHE 

  

 If it is necessary to publicize legal news and regulations related to Company, CQ unit shall 

notify concerning employees via E-mail-PTTAC QSHE and notification board. 

 

5.5      

 External communication regarding safety, occupational health and environment  

 

 5.5.1   

    

   

 (FM-CA-006)  

Notification (FM-CA-008)  

 (IEAT Form-Turnaround/ Emergency Case) 

 ( IEAT Form-Emergency Response Drill) 

   

  . 

 In case annual turnaround, plant shutdown or start-up activity, emergency response drill, 

and other operations activities that may be caused an impacts to environment, communities, 

government agencies and neighboring companies, the concerned units shall indicate such 

circumstances in Company’s PR request form ( FM- CA- 006)  and notification form                
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( FM- CA008)  together with IEAT’s form “Turnaround/ Emergency Case” or “Emergency 

Response Drill” and present those forms to the authorized directors of company or 

delegated persons for approval prior to submit to CA unit. 

 

5.5.2  .  

(IEAT Form-Turnaround/ Emergency Case) 

 (IEAT Form-Emergency Response Drill)  .WHA 

  

 .   

( )   

 .WHA  15  

( )  

 .WHA  7  

( )   

 .WHA  15  

  3    

( )  

 .WHA  15  

CA unit shall submit the IEAT Form “ Turnaround/ Emergency Case” or “Emergency 

Response Drill” to WHA EIE for acknowledgement or further inform the related government 

agencies and neighboring companies regarding the Company’s operations. IEAT sets the 

period to submit the form for each activity as follows: 

(a) Notification of plant turnaround  

Notify the WHA EIE at least 15 days in advance. 

(b) Notification of planed commercial shutdown 

Notify the WHA EIE at least 7 days in advance. 

(c) Notification of emergency shutdown 

Notify the WHA EIE via telephone within 15 minutes commencing from emergency  



 PTT Asahi Chemical Company Limited 

Title:    (Communication, Participation and Consultation) 

Document No: SP-CA-0022                 Revision No: 8                Effective date: 24-Sep-20   

 

Page 23 of 35 

Form No.: FM-CQ-0031                                                                         Revision Date: 23-Jan-18    Revision No.0 

shutdown and submit work plan within 3 days. 

(d) Notification of emergency response drill  

Notify the WHA EIE at least 15 days in advance. 

 

5.5.3  .   SMS  Line 

     

 (Manager Visit)  5  

CA unit inform Company’s activity by SMS or Line application to concerning departments, 

communities, hospitals, schools or approach communities within 5 kilometers radius through 

Manager Visit explaining activity.  

 

5.5.4 

    

  

The related units shall inform the action plan to concerning stakeholders in advance, i.e., 

Marketing and Sales unit; inform annual turnaround plan to customers in order to procure 

the Company’s products. 

 

5.6     

 

Internal communication regarding safety, occupational health and environment in case of 

emergency or crisis 

 

5.6.1     

 

In case of the emergency or crisis occurred, all units shall response and communicate as 

prescribed in following manuals:   

(1)  SP-SS-0028       

Risk Assessment  
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 (2)  SP-CQ-0051   

Emergency Management  

(3)   

PTTAC Crisis Communication Team Manual 

(4)  

Crisis Communication Flow Chart 

 

5.7     

  

 External communication regarding safety, occupational health and environment in case of 

emergency and crisis 

 

5.7.1     

 

In case of the emergency or crisis occurred, all units shall response and communicate as 

prescribed in following manuals:   

(1)  SP-CQ-0051   

Emergency Management  

 (2)   

PTTAC Crisis Communication Team Manual 

(3)  

Crisis Communication Flow Chart 

 

 5.7.2   . 

 .WHA  10  

 In case of emergency or crisis occurred from Company’s operations, CA unit shall inform 

initial crisis status to WHA EIE via telephone within 10 minutes. 
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5.7.3  5   

(CCT)  SMS,   Line    

 

If the incidents may have effects to communities within 5 kilometers radius, CCT must inform 

concerning government agencies, communities, schools and hospitals via SMS, telephone 

or Line application. 

 

 5.7.4  

 (FM-CA-006)   Notification                 

(FM-CA-008)  

 (IEAT Form-Turnaround/ Emergency Case)  . 

   

 .  2  

 The related units shall indicate such emergency into Company’s PR request form                

(FM-CA-006) and notification form (FM-CA008) together with IEAT’s form “Turnaround/ 

Emergency Case” and present those forms to the authorized directors of company or 

delegated persons for approval prior to submit to CA unit within 2 days after emergency 

occurred. 

 

5.7.5  (CCT) 

  

  E-mail  

Intranet  

Once the incident statement or report is provided by CCT, the related units shall 

appropriately inform stakeholders, i.e., Human Resource and Administrative Unit announce 

Company’s statement to employees via E-mail and Intranet. 
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5.8  

 External communication toward news local media. 

 

  (General Case) 

 5.8.1        

  . 

   GC  

 Corporate Communication Officer collects news regarding safety, environment and 

Company’s social responsible tasks to verify by CA manager before deliver to GC Group. 

 

 5.8.2  .  

  

 CA Manager considers, examines and selects the appropriate news to promote Company’s 

activities. 

 

 5.8.3  .  

 GC  E-mail   

 Corporate Communication Officer delivers news, that is selected by CA Manager, to GC 

Group via E-mail to further publicize to news local media in the forms of newspaper.  

 

  (Crisis Case) 

 5.8.4  (CCT) /   (CCT) 

  (CCT) 

 Media Relations Officer and/ or Writers (CCT)  summarizes the incident and provides in the 

form with Company’s logo and submit to Information Coordinator (CCT).  

 5.8.5  (CCT)  

   (CCT) 

Information Coordinator (CCT)  considers, examines information and news related to the 

Company’s emergency case before submitting to CCT Leader to verify. 
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 5.8.6  (CCT)  

  

     CCT Leader considers, verifies information and news related to the Company’s emergency 

case and further submits to Emergency Director (ED). 

 

5.8.7   

   

Emergency Director (ED) considers, verifies information and news related to the Company’s 

emergency case and affix his signatures before deliver news local media. 

 

 5.8.8  (CCT)   5.8.7  

 GC  E-mail  

 Media Relations Officer (CCT)  delivers approved information and news in item 5.8.7 to GC 

Group via E-mail for publicize to news local media. 

 

5.9  SMS  Line 

 Communication via SMS and Line application 

 

 5.9.1           

     

 (CCT)   

 (CCT)  SMS  

Line 

 Once emergency occurred, CCT initiates the draft message related to Company’s activity 

or emergency cases which may effects safety, occupational health and environment to 

communities, schools, hospitals, concerning departments and neighboring companies and 

send to Information Coordinator and CCT Leader to review the draft before sending news in 

the forms of SMS and Line application. 
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 5.9.2   (CCT) 

 

 Information Coordinator and CCT Leader considers and verifies its accuracy and 

appropriateness of message before communicating to external. 

 

5.9.3  (CCT)  Line  SMS 

  www.smartmessaging.ais.co.th

CCT sends message via Line application and SMS message via 

www.smartmessaging.ais.co.th , where the message can be received by multiple recipients. 

 

5.10     

 Receiving complaints concerning with safety, occupational health and environment 

 

5.10.1   

  

1)  :  . 

 

2)  :  Shift Supervisor 

 

When the complaint is receipt from the complainant either external and internal; no matter 

verbal or in writing, the employees who receives the complaint shall take action as follows: 

1) Work hours: inform CA unit to coordinate with related units to form the meeting for 

root causes finding and solve it.   

2) Off-work hours: inform Shift Supervisor to coordinate with related units to form the 

meeting for root causes finding and solve it. 

 

5.10.2   .  Complaint and Investigation 

Report (FM-CA-0005)   Shift Supervisor 
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  (Daily Report)  . 

 Complaint and Investigation Report (FM-CA-0005)  

Within work hours, CA unit shall record the complaint in Complaint and Investigation Report 

(FM-CA-0005).  Off-work hours, Shift Supervisor shall record the complaint in Daily Report 

and inform CA unit to record such off-work hours complaint in the Complaint and 

Investigation Report (FM-CA-0005) in next working time and day.  

 

5.10.3  .   

   

CA unit coordinates with the related units to find out the root causes, corrective and 

preventive of incident, in order to recurrence prevention. 

 

5.10.4   .

 

The related units find root causes and preliminary countermeasures and inform CA unit to 

reply the complainant. 

 

5.10.5  .  Shift Supervisor 

  .  Shift Supervisor  

 1   Complaint and 

Investigation Report (FM-CA-0005)    

(Daily Report)  

Once CA unit or Shift Supervisor knows root causes and preliminary countermeasures from 

the related unit, either CA unit or Shift Supervisor informs the complainant within 1 hour and 

record responding time in Complaint and Investigation Report (FM-CA-0005) or Daily 

Report. 
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5.10.6  

   

 Complaint and Investigation Report (FM-CA-0005)  .  7  

When the complaint is solved completely, the related units shall analyze the root causes of 

problems, solutions, preventive action preventing re-occurrence and record in Complaint 

and Investigation Report (FM-CA-0005) then submit to CA unit within 7 days. 

 

5.10.7   7  

 .   

  

  

In the event that it is required to continue follow up or the incidents cannot be solved within 

7 days, the related units must inform CA unit in order to respond the complainant afterward. 

If such incident contains risks to danger which is significantly affected to environment, it is 

required to related unit manager to further report to the management meeting. 

 

5.10.8  

  

   

  14  

In case it is required to notice the complainant in writing toward the results of operation or 

solution including the corrective action, the related units shall initiate notice and submit to 

the authorized directors or delegated persons within 14 days after received complaint. 

 

5.10.9  .  

 -  

Once CA unit submits notification letter to the complainant, a copy of notification letter and 

complainant’s replying letter are required to keep for record. 
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5.11   

Participation and counseling 

 

5.11.1  (Participation) 

   

Employee shall be participated in the following actions: 

 

1)    

 

  

Indicate the hazard, risk assessment, determining risk controls and evaluate 

environmental impact or suggest issue which is/are related to occupational 

health, safety and environment to the department leader to unit leader in order 

to review further risk assessment. 

 

2)   

Root cause incident investigation by providing fact. 

 

3)    

  

 .   

Develop and review policy of quality, safety, occupational health and 

environmental (QSHE).  Any suggestion to improve QSHE policy, it can be 

exercised through CQ unit or via suggestion form. 

 

4)    

   

Provide consultation in case of any changes which may impact to the 

occupational health, safety and environment. 
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5.11.2  (Consultation) 

  

   

   

 

Company shall provide appropriate advices to contractors or external persons, if there is 

the change which may impact to quality, safety, occupational health and environment 

(QSHE). This shall be performed through training and communicate QSHE to contractors 

or external persons prior to operate their works. 
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6.   (Supported document) 

6.1 Complain Flow Chart 

 

 

 

1.Internal Complain

 -Smell, Noise, Flare, Waste Water and Waste

StakeholderSituation Finder/ Complain Operation SS CA

CA hotline : 0817553048
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K.Radakul : 0614516198

Observe

Finder

Concern consideration by Operation Mgr/ 

Duty Mgr

Corrective 

/Preventive 

action

Measurement 

and result 

report

Start

Receive the 

result

End

By E-mail/ Phone

Receive and record into form 

(FM-CA-0005) and Inform

Operation and  QSHE

Measurment and 

monitoring 

environment  effect

Inform Finder

Inform the activ ities 
and  Potentail that 

effect to stakeholder

Final result

In/Ex 

information 
Consideration 

by investigation

team

Close and 

record the 

report

In
te

rn
al

 
In

fo
rm

at
io

n E
x

te
rn

al

In
fo

rm
at

io
n

PTT Group End

2. External Complain
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CA hotline : 0817553048

K.Sarawuth : 0927894551 

K.Radakul : 0614516198
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6.2 Internal and External Communication in case of General Information 
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7.  /  (Form/Record) 

FM-CA-0005   Complaint and Investigation Report 

FM-CA-0006    

FM-CA-0008   Notification Form 

 .   

(IEAT Form –Turnaround/Emergency case) 

 . 

(IEAT Form – Emergency Response Drill) 

 

 










