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-Translation- 
 

The Minutes of 2020 Annual General Meeting of Shareholders 
TQM Corporation Public Company Limited or “TQM” 

********** 
 

Meeting Date  : Wednesday 29th April 2020 at 14.00 hours 
Place   : At TQM Corporation Public Company Limited, the Integrity Room, 6th floor,  
Chairman  : Dr.Unchalin Punnipa Chairman of the Board of Directors 
Meeting Secretary :  Ms.Supichaya Theppitak Company Secretary 
Attendees  : Before the meeting 
  
 

Description Shareholders Votes  
No. of shareholders 2,943 300,000,000 
Shareholder attending in person 22 31,075,473 
Shareholder attending by proxy 461 187,885,720 
Total shareholders attending meeting 483 218,961,193 

There were 72.9871 percent of the total issued and paid and outstanding shares of 
300,000,000 of the Company, thus, forming a quorum according to Company Article 
of Association. 

Meeting open at 14.00 hours. 
Before the meeting officially open Mr.Sumrit Rongkawilit the meeting speaker, welcomed the shareholders and 

informed the meeting that the Board of Directors’ meeting approved to call the 2020 Annual General Meeting of 
Shareholders to be held on Wednesday 29th April 2020 at 14.00 hours which the record date was on 17 March 2020, 
and the company had successfully sent the notice to all shareholders. Then, the speaker stated the meeting the agenda 
as per the notice of meeting as follows: 

Agenda 1 To certify the Minutes of Annual General Meeting of Shareholders for the year 2019 on April 25, 2019 
Agenda 2 To acknowledge the Company’s 2019 Operating Results   
Agenda 3 To approve the audited financial statements of the Company for the year ended 31 December 2019 
Agenda 4 To approve the appropriation of net income for the year 2019 and dividend payment 
Agenda 5 To approve the appointment of directors to replace the directors retiring by rotation 
Agenda 6 To approve the director’s remunerations 
Agenda 7 To appoint an auditor and determine the auditor fees for the year 2020 
Agenda 8 To consider other matters (if any) 

The speaker introduced the board’s members to the meeting as follows: 
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1. Dr.Unchalin Punnipa Chairman of the Board of Directors / Chairman of Risk 
Management Committee / President 

2. Dr.Napassanun Punnipa Director / Chairman of Executive Committee / Nomination and 
Remuneration Committee / Chief Executive Officer (CEO) 

3. Mr.Marut Simasathien Independent Director / Chairman of the Audit Committee / 
Nomination and Remuneration Committee / Risk Management 
Committee 

4. Mr.Chinapat Visuttipat Independent Director / Nomination and Remuneration Committee / 
Risk Management Committee / Member of The Audit Committee 

5. Dr.Rutchaneeporn Pookayaporn Independent Director / Chairman of the Nomination and 
Remuneration Committee / Member of The Audit Committee 

6. Ms.Suvabha Charoenying Director 
7. Ms.Ratana Punnipa Director / Executive Director / Nomination and Remuneration 

Committee / Chief Risk Officer (CRO)  
8. Mr.Ampon Oniam Director / Executive Director / Chief Operations Officer (COO) 
9. Ms.Somporn Ampaisutthipong Director / Executive Director / Chief Financial Officer (CFO) 

Then introduced Company’s executives and EY Office Limited’s auditors and a legal advisor attending the 
meeting as follows: 

Executives 
1. Mrs.Aumaraporn Vaiyavatjamai  Senior Vice President, Accounting 

Auditors 
1. Ms.Rosaporn Decharkom         Partner / EY Office Limited 
2. Mr.Kitichai Chongchit   Manager / EY Office Limited 
3. Ms.Wibunya Ounchokdee  Manager / EY Office Limited 

Legal Advisor 
1. Mr.Suthep Tharawas   

The speaker asked the meeting for 2 volunteers to observe votes-counting at the counting point for its 
transparency. There were 2 shareholders volunteered to observe the votes-counting at the counting point as follows: 

1. Ms.Worrawan Muangrak Volunteer, attending in person 
2. Ms.Pakamas Tongkamnak Volunteer, attending in person 

The speaker therefore announced the meeting in details of the votes and votes-counting which the company 
presented as the video presentation conclusively as follows: 

1 share for 1 vote In case of proxy, the proxy could only vote as the votes stated on the proxy form. For the 
meeting’s convenience of each agenda votes, the ballot collector would collect “Disapprove” and “Abstain” ballots. The 
voters may raise the ballot up and pass it to the ballot collectors. The votes-counting would deduct them form the total 
number of votes attending the meeting or the right to votes correspondingly, as a result, the rest after deducting would 
be the “Approve” counts for the said agenda. “Approve” ballot would be collected after the meeting adjourned. Except, 
agenda 5, the votes would be provided for each director so the “Disapprove” and Abstain” ballots for each director 
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would be collected immediately after voting each director. The voters may clearly mark on the ballot and pas it to the 
ballot collectors for the “Disapprove” and “Abstain” ballots counting. The votes casted as the details below would be 
counted as Void ballots 

1. The ballot marked more than one choice for each agenda. 
2. The ballot marked self-contradictory. 
3. The ballot marked and changed without the voter’s signature. 
4. The ballot marked votes over the votes representing.  

The company used Barcode system for votes-counting, counting completely the votes would show on the 
meeting screen then the resolution announced. 

However, if any agenda required more time to count the votes, the Chairman may ask the meeting to consider 
the next agenda in order to continue the meeting, and when the officer finished counting; the Chairman would inform the 
meeting the vote’s result of that agenda. The number of shareholders and votes for each agenda may vary as 
shareholders or proxies may leave the meeting or attend more during the session. 

For questioning, the shareholders may please ask questions related to the meeting agenda; any questions 
apart from it or any suggestions, please ask or suggest after all the agenda completely considered, by stating your 
name and surname and status either attending in person or proxy;  for the meeting minutes accuracy. 

Then the speaker reported that the company had 2,943 shareholders representing 300,000,000 shares. There 
were 22 shareholders attending in person representing 31,075,473 shares and 461 shareholders attending by proxy 
representing 187,885,720 shares, totaling 483 shareholders and proxies presented at the commencement of the 
meeting representing holding in aggregate 218,961,193 shares representing 72.9871, thus, forming a quorum according 
to Company’s articles of association. 

The speaker invited Dr.Unchalin Punnipa, the chairman of the meeting to welcome the shareholders and open 
the meeting 

Dr.Unchalin Punnipa, Chairman of the Board of Directors, as the Meeting Chairman greeted and thanked the 
shareholders and proxies in honor of taking the time to participate in the 2020 Annual General Meeting of Shareholders. 
The Chairman opened the meeting and before entering the meeting agenda, the Chairman addressed the performance 
of the company of the year 2019 as summarized as follows 

Due to the outbreak of the COVID-19 virus, the company had to change the meeting location. The company 
apologized to all shareholders, but still kept on Social Distancing. The shareholders who came to TQM many times, 
would see that we were crowded with over three thousand employees. Today was less than half due to Work From 
Home. Fortunately, TQM had prepared the technologies and was also lucky that we were in insurance business, with 
many businesses or businesses listed on the Stock Exchange, more or less affected by Covid, yet we ourselves got 
positive effects, because we had released the Covid Insurance product. Our performance was better than expected, 
better than the target set. However, if we looked at the financial results, by taking out Covid in the past 2 months, our 
numbers still met our target that Thai people paid more and more attention on insurance. 

Subsequently, the Chairman said that the meeting proceeded in accordance with the following agenda. 
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Agenda 1.  To certify the Minutes of Annual General Meeting of Shareholders for the year 2019 on April 25, 2019 

The chairman addressed the meeting that the company held the 2018 annual general meeting of shareholders 
on April 25th, 2019 as attached to the notice of 2020 meeting sent (Enclosure 1). As the board had considered and 
approved to propose to the 2020 annual general meeting of shareholders to certify. 

The speaker asked the shareholders and proxies for questions and suggestions. There was not any question 
from shareholders and proxies for this agenda. The speaker, thereafter, announced the voting result as follows: 

Approve  218,962,293 votes  equivalent to  100.0000%  
 Disapprove   -       -  
 Abstain                -       -  
 Void    -       - 

Remark: There were additional shareholders and proxies attending the meeting representing 1,100 shares equivalent to 
1,100 votes, thus, the shareholders proxies attending the meeting holding in aggregate 218,962,293 votes 100.0000 
percent of the total issued shares of the Company 

Resolution: The meeting approved the minutes of the 2019 Annual General Meeting of Shareholders held on 25 April 
2019 unanimously as proposed of the total votes of the shareholders and proxies attending the meeting and having the 
right to vote.  

Agenda 2.  To acknowledge the Company’s 2019 Operating Results 

The chairman then appointed Dr.Napassanun Punnipa Director and CEO to report the 2019 Operating Results 
of the company to the meeting.  

Dr. Napassanun thanked the shareholders for the honor and taking the time to attend the meeting in the midst 
of the pandemic of the COVID-19 virus. The operating results and changes of the year 2019 as summarized as follows: 

In the past year, the company had set a target premium of 12,790 million baht. The company made in the 
previous year 12,795 million baht, representing a total income of 2,784 million baht, an increase of 258.8 million baht or 
10.2 percent and had the net profit of 507 million baht, an increase of 103 million baht or 25.5 percent which the 
success promoted by cooperation in working and thanked all TQM executives for their sales growth. We did the sales 
increase and reduced the expenses according to our goal which the back office expenses remained the same for the 
last 3 years, not increasing according to sales, resulting in the past year the company increased profits by 25.5%. 

And in the past year the company acquired TJN Insurance Broker Company Limited for 100% shareholding to 
further the brokerage business expansion. It was a way to expand the business from the previous TQM selling Direct to 
customers. After the acquisition of TJN, resulting in the company expanding sales channels for various car dealers and 
expanding sales channels through agents; however, TJN was the first broker to connect with TQM, we set a goal for 
TJN and it would take some more time to develop because this was the first time that the company acquired a new 
company and during the past year, there were agents interested in joining, but because it took time to do, and in 
addition, this year, the first quarter affected by the outbreak of the COVID-19 virus causing the company to focus on the 
main business of the company which it could be seen that the company COVID-19 needed digital system to help 
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significantly. After this, the company would distribute the system that TQM used today to brokers or independent agents 
who wished to be affiliated with us in the future. 

Additionally, in the past year, TQM introduced many technologies such as Chat bot last year. We were 
currently a 24-hour chat canter (TQM 24) for live streaming of various products for each festival such as salary 
insurance, it was the 4th year that we made on Labor Day, considered as a market segmentation and customers aim for 
success. Including this year was a special year; we had freelance insurance to support customers without a regular 
salary. Over all, TQM partnered with insurance companies in the Big data, taking over 1 million TQM customers, 
including over 200,000 customers from all channels such as Line, Facebook that TQM would do this year as a target at 
15,000 million baht and in the next 5 - 6 years, target at 50,000 million baht, which focused on digital platform policy, 
being the region's number one as we were number one in Thailand already. The COVID-19 encouraged us to use the 
full range of Digital. The plan was set to be completed within 3 years, yet we completed it within 3 months. This was 
because consumers were accelerating to buy through the digital insurance system. Covid sales was quite successful. 
Due to the customers desire to buy via Digital. This was a rough result for the past year. 

The speaker announced to the meeting that this agenda is for the meeting’s acknowledgement, no voting from 
the shareholders and proxies required, thereafter, the speaker asked the shareholders and the proxies for questions and 
suggestion. There was not any question from shareholders and proxies for this agenda.  

Resolution: The Meeting acknowledged the Report of the Board of Directors for the year 2019 as proposed. 
 

Agenda 3.  To approve the audited financial statements of the Company for the year ended 31 December 2019 

The chairman proposed the meeting to consider and approve the audited financial statements of the company 
for the year ended 31 December 2019, for this agenda the chairman then appointed Ms.Somporn Ampaisuttipong 
Director and Chief Financial Officer to report the said financial statements to the meeting. 

Ms.Somporn Ampaisuttipong reported the meeting the financial statements for year ended 31 December 2019. 
There was the net profit in amount of 507.23 million in accordance with the information that the shareholders 
acknowledged from the previous agenda. Hence, the financial statements for the year ended 31 December 2019 had 
been audited by the auditors of EY Office Limited and reviewed by the company’s audit and corporate governance 
committee shown on company’s annual report which had been delivered to the shareholders along with the notice of 
this meeting, in conclusion as follows: 

Financial Position 
Consolidated 

As at 31 December 2019 
Total Assets 4,256.96 
Total Liabilities 1,906.70 
Total Revenues        2,783.83 
Net Profit         507.23 
Profit per Share (Baht/Share) 1.69 
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The speaker asked the shareholders and proxies for questions and suggestion. There was not any question 
from shareholders and proxies for this agenda. The speaker, then, announced the voting result as follows:  

  Approve 218,962,293 votes  equivalent to 100.0000%  
  Disapprove  -        -  
  Abstain   -       - 
  Void   -       - 

Resolution: The meeting resolved to approve the audited financial statements of the Company for the year ended 31 
December 2019 unanimously as proposed of the total votes of the shareholders and proxies attending the meeting and 
having the right to vote. 
 
Agenda 4.  To approve the appropriation of net income for year 2019 and dividend payment 

The chairman proposed the meeting to consider and approve the appreciation of net income for the year 2019 
and the dividend payment by proposing the shareholders to consider the dividend payment in amount of 1.10 baht per 
share for 300 shares, totaling 330 million baht by the record date for right of receiving the dividend on 17 March 2020 
and the payment schedule on 14 May 2020.  

The speaker asked the shareholders and proxies for questions and suggestion. There was not any question 
from shareholders and proxies for this agenda. The speaker, then, announced the voting result as follows: 

  Approve 218,962,293 votes  equivalent to 100.0000% 
  Disapprove  -        -  
  Abstain   -       - 
  Void   -       - 

Resolution: The meeting resolved to approve the appropriation of net income for year 2019 and dividend payment 
unanimously as proposed of the total votes of the shareholders and proxies attending the meeting and having the right 
to vote. 
 
Agenda 5. To approve the appointment of directors to replace the directors retiring by rotation 

The chairman addressed the meeting that nomination and remuneration directors involving this agenda being 
retiring by rotation were as follow: Dr.Rutchaneeporn Pookayaporn - The chair of Nomination and Remuneration 
Committee and Mr.Chinapat Visuttipat - Nomination and Remuneration director. The chair of Nomination and 
Remuneration Committee appointed Mr.Marut Simasathien - Nomination and Remuneration director to be the chairman 
of this agenda. The chairman appointed Mr.Marut Simasathien - nomination and Remuneration director to report to the 
shareholders: 

Mr. Marut Simasathien announced the meeting that there were 3 directors retiring by rotation as follows: 

(1)  Dr. Rutchaneeporn Pookayaporn Director 
(2)  Mr. Chinapat Visuttipat  Director 
(3)  Ms. Suvabha Charoenying   Director 
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Mr.Marut informed the meeting that for the transparency of the voting for this agenda, the 3 directors may leave 
the meeting until the voting done; the company had opened to the shareholders to propose persons to be considered as 
company directors in advance through the news notification system of the SET and published on the website of the 
company. At the due, there was not any person proposed to be considered as company’s director from the 
shareholders.  

The Board of Directors had considered concerning qualifications, experiences and area of expertise of the 
retiring directors found that the retiring directors had extensive knowledge and experience in businesses needed for 
company’s operations; therefore, proposed to reappoint (1) Dr.Rutchaneeporn Pookayaporn (2) Mr.Chinapat Visuttipat 
(3) Ms.Suvabha Charoenying for another term.  

Also, the Board of Directors agreed to propose to the Meeting of Shareholders to consider the election of 
directors retiring by rotation by nominating the retiring 3 directors to be reappointed as Company's directors in the same 
for another term which was 3 years for a term.  

The speaker informed the meeting that this agenda required a majority vote of the total number of votes of all 
shareholders and proxies attending the Meeting and casting their votes. This agenda would be considered individually. 
The speaker, then, summarized the voting as follows: 

1. Dr. Rutchaneeporn Pookayaporn 
  Approve 216,711,293 votes equivalent to 98.9720% 
  Disapprove     2,251,000 votes equivalent to   1.0280% 
  Abstain   -       - 
  Void   -       - 
2. Mr. Chinapat Visuttipat 
  Approve 218,962,293 votes equivalent to  100.0000% 
  Disapprove  -        - 
  Abstain   -       - 
  Void   -       - 
3. Ms. Suvabha Charoenying 
  Approve 216,711,293 votes equivalent to  98.9720% 
  Disapprove     2,251,000 votes equivalent to   1.0280% 
  Abstain   -       - 
  Void   -       - 

Resolution: The meeting resolved to approve the appointment of directors to replace the directors retiring by rotation as 
proposed, as voted as allows: 

1. Dr. Rutchaneeporn Pookayaporn, approved by a majority vote of the total number of votes of the 
shareholders attending and casting their votes.  

2. Mr. Chinapat Visuttipat, unanimously approved by the shareholders and proxies attending the meeting and 
casting their votes. 

3. Ms. Suvabha Charoenying, approved by a majority vote of the total number of votes of the shareholders 
attending and casting their votes.  
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Then, the speaker invited directors back to the meeting room. 
 
Agenda 6. To approve the director’s remunerations 

The chairman proposed the meeting to consider and approve the directors’ remunerations of the company and 
the committees for the year 2020 as the detail of the benefits as follows: 

Remunerations 
Meeting Allowance/ time (baht) 

2018 2019 2020  
Board of Directors (BOD) 
     - Chairman 50,000 50,000 50,000 
     - Director 30,000 30,000 30,000 
The Audit Committee (AC) 
     - Chairman 30,000 30,000 30,000 
     - Member  20,000 20,000 20,000 
Risk Management Committee (RISK) 
     - Chairman 30,000 30,000 30,000 
     - Director 20,000 20,000 20,000 
Nomination and Remuneration Committee (NRC) 
     - Chairman 30,000 30,000 30,000 
     - Director 20,000 20,000 20,000 
Executive Committee (EC) 
     - Chairman - N/A - - N/A - - N/A - 
     - Director - N/A- - N/A - - N/A - 

 

Other remunerations 2018 2019 
2020 

Board of Directors 
(Except Mr. Marut Simasathien)* 

 - 
Health Insurance – Un Jai 
Ruk by Viriyah Insurance 
Public Company Limited 

Health Insurance – 
premium not over 

70,000 baht 

Mr. Marut Simasathien* - 
Medical expenses  

not over 70,000 baht 
Medical expenses not 

over 70,000 baht 

Note: *Mr Marut Simasathien, Chairman of the Audit Committee, could not be insured by due to over-aged regarding insurance policy. Therefore, a 
substituted benefit - medical expenses, in the equal amount as approved for the committees' health insurance benefits of each year, was approved. 

The speaker asked the shareholders and proxies for questions and suggestion. There was not any question 
from shareholders and proxies for this agenda. The speaker, then, announced the voting result as follows: 

  Approve 218,962,293 votes  equivalent to 100.0000% 
  Disapprove  -        - 
  Abstain   -       - 
  Void   -       - 

Resolution: The meeting resolved to approve the director’s remunerations for the year 2020 unanimously as proposed 
of the total votes of the shareholders and proxies attending the meeting and having the right to vote. 
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Agenda 7. To appoint an auditor and determine the auditor fees for the year 2020 

This agenda the chairman appointed Mr.Marut Simasathien Chairman of The Audit Committee to report the 
selection of auditors and determination of the audit fees for the year 2020 to the meeting.  

Mr.Marut Simasathien reported the meeting regarding the resolution of the Audit Committee that EY Office 
Limited had been selected to be the Company's auditor for the year 2019 because the EY Office Limited is an auditor 
who is connected to the company listing to Stock Exchange of Thailand last year, therefore, proceeding bargaining the 
audit fees for company’s financial statement for the year 2020. The company's expenses remained the same as last 
year, amounting to 1,050,000 baht (one million and fifty thousand baht), except for the subsidiary company, TJN 
Insurance Brokers Limited which was newly added in 2020 by 300,000 baht (three hundred thousand baht), the total 
amount of the subsidiary company was 4,800,000 baht (four million eight hundred thousand baht) from the above 
reasons, considered as an appropriate compensation. The Board of Directors agreed to propose to the shareholders' 
meeting for approval. The list of auditors from EY Office Limited and the auditor's remuneration table for comparison 
between 2019 - 2020 were as follows:  
  

Auditor Name License No. Years auditing for company  
Ms.Rosaporn Decharkom 5659 3 years and/or 
Ms.Rungnapa Lertsuwankul 3516 - and/or 
Mrs.Gingkarn Atsawarangsalit 4496 - and/or 
Ms.Pimjai Manitkajohnkit 4521 - and/or 
Mr.Chayapol Suppasedtanon 3972 - and/or 
Ms.Sumana Punpongsanon 5872 -  

 

Descriptions 2020 (proposed) 2019 
Payment Ratio 

(increase/(decrease)) 
Company EY Office Limited EY Office Limited Baht % 
Audit fees (baht) 

- The Company 1,050,000 1,050,000  0.00  0.00% 
- Subsidiaries   4,800,0001/ 4,500,000  300,000 6.67% 

Total 5,850,000 5,550,000    
Remark: 1/ The raise of Audit Fee was due to an additional company - TJN Insurance Broker Co., Ltd. according to add-on quantity of auditing. 

The speaker asked the shareholders and proxies for questions and suggestion. There was not any question 
from shareholders and proxies for this agenda. The speaker, then, announced the voting result as follows: 

  Approve 218,962,293 votes  equivalent to 100.0000% 
  Disapprove  -     - 
  Abstain   -    - 
  Void   -    - 

Resolution: The meeting resolved to approve the appointment auditors of EY Office Limited as the company’s auditors 
unanimously as proposed of the total votes of the shareholders and proxies attending the meeting and having the right 
to vote. 
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Agenda 8  To consider other matters (if any)  

 For this agenda, the speaker informed the meeting that there was not any additional suggestion from the 
shareholders. The speaker, then, asked the shareholders and proxies for questions and suggestion for the company’s 
benefits. The attendees asked questions and offered additional opinions and the Board of Directors had clarified as 
follows 

Mr.Sompong Bunthamchinda was a volunteer for protecting rights by the Thai Investors Association. There were 
4 questions. 

Question 1. From page 67 of Annual Report, Sales of life insurance in 2019 decreased by almost 8% from year 
2018, asked that in 2020 life insurance COVID-19 at the beginning of April, there were about more than 7 million 
policies, total premiums of more than 3,000 million baht. Would it help the company to have a better overall 
performance better than 2019? / and How? 

Miss Somporn explained that Covid Insurance was in the category of non-life insurance, not included in life 
insurance Therefore, the proportion of Covid insurance would be in the Non-Life Insurance Port. In the market, there 
were 7 million of Covid insurance policies which was owned by TQM approximately 1 million policies, with a total 
premium of approximately 500 million baht resulting in a better performance compared to 2019 as TQM had already met 
and explained the previous year's Q1 and the Q1 of this year to analysts which the Covid was an extra part to be added 
to our performance as for the normal operating results had been already announced by the Chairman and CEO and 
informed us that we met the goal as usual. Covid Insurance was not in the budget and plans, therefore was an 
additional part of the company that Digital marketing has been planned and was ready to have a Digital Platform to 
support the sale of Covid Insurance immediately. This investment was made 2-3 years in advance before TQM listed on 
the stock exchange. The amortization costs would be less, resulting in revenue, yet there would be more in Digital 
Platform Advertising. The operating results must be consistent, so follow up on the next Q earnings announcement. 

Question 2. From page 67 of the same annual report. KPI, the lowest customer satisfaction level, is 3.79 on the 
offering of insurance before the insurance expiration (June 2019). Ask whether the improvement has been done / 
how/ and the result. 

Dr. Napassanun explained that the improvement of TQM's work which we were an organization of change. We 
were constantly developing. Many years ago, we completed a complete online process with our customers in the 
renewal work which was less successful at that time. Presently, after Digital was involved, next month for renewal, we 
would bring it back which customers were able to renew automatically and it would be evaluated and would be informed 
next time 

How would the renewal process be adjusted? Currently, the premiums at high prices Customers also needed 
call to follow up, evaluate, but the small premiums, instalments, or according to the time period would be seen in the 
automatic renewal, there would be evaluation and further information. 

Question 3. How many million COVID-19 up until the end of April? / How many billions of insurance premiums / 
and how much TQM has its share? 

Dr.Napassanun explained that according to Ms.Somporn informed, currently, there were nearly 8 million policies 
nationwide and TQM would be around 1 million policies. In total in April would be not as much as in March. Last week, 
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TQM launched a new product campaign for dengue and influenza insurance with the insurance premiums going to be 
the same price with Covid Insurance, which was a new product of TQM, the price was not high, about 200 baht. 

 
Question 4. There were customers who ask that it had been found that TQM employees made calls for the 
insurance sales more than once a day to customers by changing people calling every day, understood that the 
problem was that about the system. Would like to ask if TQM had a solution to this problem or not and how? 

Dr.Napassanun clarified that it was likely to be a problem of car insurance due to the expiration date. If the company 
followed less customers, got complained, follow many customers, got complained, too. Because the expiry date of the 
non-life insurance policy was not the same as life insurance, health insurance. It was always an accident upon 
expiration or forgetting to extend as TQM ads showing the problems when the insurance ran out, which was a 
consumer’s problem. We ourselves were trying to handle this matter all the time, because our nearly three thousand 
employees were selling face to face, Tale Marketing, Corporate customers of Bangkok and other provinces. Therefore, 
some customers may be contacted through various methods. We try to allocate the system to help. Asking about 
customer’s satisfaction, it was not too much. The most issue of the customers did not like to be called, there was a Chat 
Center provided since last year. We intended to help reduce the problem of calling customers, but the staff still used a 
little. When the problem of covid virus (COVID-19) caused the employees to Work From Home to make, which caused 
employees to work more active immediately. Come up. Voice Of Customers, We used the same system as the Siam 
Commercial Bank which Customer feedback was still considered, in the renewal statistics of TQM. Higher than the 
industry standard. This was one thing that prevents TQM from having to run for new customers and customers cross 
selling. All 4 questions, especially about customer service and satisfaction, TQM was constantly adjusting. AGM this 
year would be telling you how customers look at us. At this time, we must stop until the covid outbreak (COVID-19) 
gone. This year, TQM intended to talk about stepping into the digital market fully. TQM itself, over twenty years and we 
were famous for Tele-Marketing, which we were constantly changing, transforming from selling to face-to-sell into Tele-
Marketing. This was our first round of transformations. We liked to develop and change. Because we were always in 
front of the house to meet consumers. We entered the Digital age from 4-5 years ago. The picture was clear, some not 
clear, but when the Covid was outbreak, we were a broker. The advantages or differences from insurance companies 
were Insurance may limit or exceed capacity, but TQM's were different for customers. Which we always had products 
ready for customers to use. Thank you for these 4 questions, which we would embrace and would develop to improve 
TQM's quality standards. So that our goal was now at 15,000 million baht this year and the next 5-6 years to 50,000 
million baht. All your questions, the company would continue to develop and improve 

 Dr.Unchalin explained further, thanked for the question which were good questions. The business that entered 
the 68th year anniversary was not many. One thing was particularly important. We listened to every question, every 
complaint. Many times, almost 2 million customers, surely that there were some issues, but we had never neglected this 
matter. Our CRM team had more than 100 people. The questions or the things Complaining were the same topics 
repeating. This story was like Dr.Napassanun (CEO) that we did not call to customer when it was time to renew, 
customer mentioned “Is this a time for renewal right? , no renewal no call, call me sometimes" but some other 
customers would say "You don't have to call. We take care of ourselves” or “We are not available, in the meetings".  
However, today, there were several channels to reach customers, i.e. Chatting. Many customers were knowledgeable 
about insurance, sometimes even more than our employees. Therefore, this group of customers would say that do not 
call often, we would record, but many customers wanted number of calls to notify when new products being available. 



 

Minutes of the Annual General Meeting of Shareholders 2020       12 / 14 
 

We have millions of customers and more in the future. We collect this data information in order to develop to provide 
the best information to customers. 

Then, the speaker thanked for the questions and thanked the committees for answering the question, thus, 
invited the president to close the meeting. There were shareholders having additional questions. 

Mr. Paniang Phongsatha, the shareholder, informed the meeting that there were 3 questions 

Question 1. What was the picture of selling online insurance? And would there still be selling car insurance 
traditionally? or would it increase online sales? In the end, how much would the sales of this year or next year be 
estimated online? What market would it become online? 

 Dr. Napassanun clarified to the meeting, whether Face To Face or Tele-marketing or Online or mailing, it was 
just a sales channel; each type of product was not suitable for only one of the channels. TQM itself maintained Face to 
face sales. In 1997, or about 20 years ago, TQM introduced Tele-marketing at the time of Crisis (TomYumKung) and 
may be this year, 2020, TQM got more well-known by the outbreak of COVID-19. Listening to consumers was more 
important than the products, such as life insurance. Some were not suitable for sales via Tele-marketing, so we sold 
digitally which could be complete by customer amounted to some hundreds, yet If the product price was ten thousands, 
it would be taking care of by Tele and Chat because it was more convenient than the products. Design and consumer 
behavior answered to which products were suitable for channels of Tale Marketing, Face To Face or Online. 

Yet what TQM did more than sales was TQM earned from services. Everyone got confused what happened. 
Today, the back office of TQM outsourced for insurance companies because we had 95 branches nationwide which 
some insurance companies did not have as many branches as TQM. We stored and delivered insurance policies to 
customers. TQM worked as the back office of insurance companies. At the arrival of Digital Online, we had the cost of 
developing Platform to consumers, such as Covid Protection. TQM insurance sold hundred of thousands of each 
insurance company policies, an insurance company must have 100 people to support but to deal with TQM, the 
insurance company used only 2-3 people to handle the jobs. This showed TQM did not develop just Digital Sales but 
also Digital Services. 

Shareholders could see why we had a life space because we educate for consumers to see the 5G era was 
coming and many jobs in the insurance industry would change, such as claim. Insurtech was happening. We were 
developing all the time, even at the time of Covid outbreak because of the financial or insurance business, half of the 
employees became Tech, if no tech then could not answer the needs of customers. However, no matter how High Tech, 
the product must be paired with High Touch because it was a product that you had to bargain when you had an 
accident with insurance company. Everyone may rush into digital online sales, but TQM, we did both together, just like 
before Covid. We went to see the doctor at the hospital. After the outbreak, we did not want to go to the hospital 
anymore. The hospital provided services to collect blood at home. Services were technology instead. 

Answer that TQM own Digital work, both sales and service. But by no means, all products would be suitable for 
all consumers. Face to Face was still to exist. Tale Marketing was still needed, but we could develop both Tele and 
Chat as well as Complete Online for insurance premiums or uncomplicated insurance plans.  

Dr.Unchalin explained further, enlarging to see a clearer picture, Complete Online trading would be a big boom, 
including TQM when three rivers met, but now only one river ran Three rivers consist of 

1. Technology referred to the sales who accessed to technology. Now, TQM was number one, far from 
competitors. Because spending hundreds of millions. It took a long time to develop. We were far more 
than others. We had an advantage. 
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2. Consumers were confident in selling online, not getting fake paper insurance policies. When buying 
many times, so customer trusted they were insured. 

3. Regulator which controlled the license. So when the two rivers met, the regulator supported.  
Finally all the rivers met, when how fast? Once the first 2 rivers became one so the third came immediately, I 

thought it could be within the next 10 years. For example, TQM spent 60 years to have million customers from Face to 
Face, Tele-marketing, and now Covid for 2 months we had one million additional customers, old customers 20% and 
80% new customers. It meant that we grew exponentially, that was why CEO said 50,000 million baht could be reached. 

Dr. Naphatsanan explained further that branding was very important, must gain trusts , this was the reason why 
we had to go live every week, having about three hundred thousand viewer each time. We had just made it for 2 times 
officially, yet what we had improved was that we prepared service persons. In the afternoon, also TQM staff went live to 
educate people which could be a channel to prepare service persons ready with the change of customers’ behaviors 
digitally. 

Question 2. I would like to ask more about 50,000 million baht for the long-term goals. I head from an interview 
that supposing growing 30% per year of 50,000 million baht, half of the amount from M&A. So I would like to ask if 
it is true? 

Dr.Napassanun explained that 35,000 million baht of our plans were from our sales, 15,000 million baht from 
M&A, which was quite stable. Like we did TJN, we did not set numbers for no reason, we only made 100 million baht. 
Therefore, we knew that if something went wrong, TQM could get it done. Because the target that we committed with 
shareholders was important and a big thing for us. Yet at the prediction, everyone may say insurance was easy to 
predict the number, not only TQM, other insurance as well, the number set so the number achieved. Because some part 
in business we were in the real factor, we saw it ahead the next 6, 7, 8 months. We saw the number that people would 
buy insurance, so we can predict the number in advance accurately. An insurance company could predict the same as 
TQM, but the Loss was what insurance company could not predict, for instance, 2% of Covid policies had claimed , how 
much insurance company could earn, cannot say, but TQM earned in certain number already. Sales could be predicted, 
yet the claim could not and the predict was made by the actuary.  

Dr.Unchalin explained over all about 70-80% of 50,000 million baht derived from TQM, we believed the other 
part derived from M&A. The number 2 broker was far apart from us, and the other story would be from CLMV that we 
would definitely go there.  

Dr.Napassanun explained further that waiting to be ready from the neighboring countries, any further 
information would be announced. If the Covid relieved, thing may change amazingly fast, it not about us but the 
readiness of the market. Everything was ready, now the Covid situation was the key factor to support growth which 
would be announced next time. 

Question 3. From the Covid situation If a customer was unemployed or the economy recessed, not getting paid, 
therefore, unable to pay the insurance installment or pay for the car insurance. Thus, it would affect the car 
insurance sales, and a fellow question that lower car sales number would affect the next car insurance? 

Dr.Napassanun clarified that at first, freelance products did not offer installment plans because it costed. Now 
we had changed, we did not focus low premium customers due to operation cost. Yet the crisis showed opportunity, in 
the past, if no digital provided 500 baht policies we could not do it. Now we had digital, the processes, the payment of 
customers got easier. What mirrored the slow economics was the less collection, yet we had better collection, because 
we had installment services with more convenience payment channels. 
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We originally aimed to sell car insurance. But now, with the situation occurring, customers asked for health 
insurance. According to the plan, this year, TQM would advance our home insurance. We had a platform with full public 
relations. How we do, car insurance fail? We would have health insurance, home and property insurance. Above all, 
60% was a renewed job. We had to maintain the renewal base. This crisis occurred. Insurance companies lost less 
because consumers use less cars. 

Installment good for us? It made us sell easier, so it was good, yet to pay some interests, we did not push it to 
consumers. From the less loss of the insurance companies so they subsidized the interest payout for the installment 
plans, supporting the marketing to go on. We did not close the city off, we used less car, so an insurance was still 
needed whether first or third or fifth class. The consumers still bought insurance as if it affected, yet there was 
something else to substitute. Over 200,000 million baht of the market, no new product was still at best. To build a good 
brand, good service, from the current market still we could live on, who service bad so the customer left. 
 In addition, about the coverage of the compulsory car insurance act that increased from 300,000 baht to 
500,000 baht. In this crisis, if no insurance, it may cause huge amount of responsibility. OIC made it as an public 
advantage at the same price 645 baht with more coverage, promoting to the people turn back to buy insurance which 
was good for insurance business. 

There was not any additional suggestion, the speaker invited the chairman to close the meeting. 

Dr.Unchalin Punnipa, Chaiman, mentioned that Japan in which year the weather was so cold, after that the 
Sakura would bloom most beautifully, it meant that after Covid, there would be some companies went out of bisunesses 
or downsized. TQM would be one of the beautiful blooming Sakura. Back to the insurance business, we were lucky, 
TQM was in the low risk business, the intermediary, a broker with consistent profit and growth. Not only to thank to 
employees, customers, we thanked shareholders that from 23 baht to 80 baht, not swinging that much, the heart of this 
was that shareholders looked over to the future which the business could go further. Today 15,000 million baht was not 
that much, 50,000 baht just only 5% because the market was million millions baht. Lastly, mentioned again about 
Japan,”Rinen” The sustainable Growth, the soul of the organization. We did not grow as the bamboo that grew very fast 
but just lived only 5 or 6 years. We grew like a pine tree, 100 years, 1,000 years. TQM grew like that. It was believed 
that Branding was particularly important, because buying insurance, it was not just a cheapest one. Now a day, not only 
Hi-Tech, but also Hi-Touch. Once listed on the stock exchange, the good operation results mirrored the best stock price 
reasonably.  At the end, thank all shareholders, thank you. 

 
The meeting adjourned at 15.15 hours. 
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