
The Company emphasizes on creating value through 

developing relationship and growing with customers 

which would build trust from customers and would 

lead to the success of the company. The Company 

values treating customers with sincerity, humbleness, 

and seeking ways to meet customers’ needs more 

efficiently with policies and practices set as follows:

The policy on Customer Relationship Management  

1. Produce, design, and deliver products that are certi-

fied for quality and standards, in accordance with the

agreement, at a fair price while avoiding trade with

undue profit

2. Provide accurate, adequate, and up-to-date informa-

tion on products and services to customers

3. Strictly comply with the terms and conditions agreed

with customers. In the case that the Company cannot 

comply with any condition, the Company must im-

mediately notify customers to jointly find a solution

4. Treat customers with courtesy to build trust from

customers

5. Store customer information systematically, and safely.

Do not pass on information without the consent of

the customer and do not use customer information

for individual benefit and/or the person involved in

the wrongdoing

6. Product warranty under the terms of the period

specified in the commercial contract and comply

with Consumer Protection Act

7. Have a system/process managing customers com-

plaints about quality, quantity, the safety of products

and services with the speed of response and delivery.

The complaints shall be addressed in urgent manner

to enable customers to receive responses quickly and 

efficiently

8. Initiate and support the implementation of corporate

social responsibility with customers

9. Focus on development for product productivity and

good packaging practice and transport the products

considering environmental impacts

10. Provide a channel for communication of information

about products and product development to cus-

tomers

Management approach

Even during the situation of COVID-19 pandemic, the Com-

pany continues to communicate regularly with customers 

through various channels such as Line, email, telephone, 

online meetings. In addition, the Company also keeps cus-

tomers informed of the measures to control and prevent 

infection of the COVID-19 virus among employees.

In the aspect of product delivery management approach, 

the Company handles customers with care since receiv-

ing orders to delivering complete products according to 

standards within the specified time to maximize customer 

satisfaction and engagement. The Company cooperates 

with customers in participating in various activities such 

as process improvement activities, continuous develop-

ment, and also supported and participated in various 

social responsibility promotion activities with customers 

on regular basis.

In the aspect of production, the Company continues to 

focus on safety and environmentally friendly by continu-

ously developing new products and innovations to meet 

the needs of customers while minimizes risks and impacts 

on the environment.

8.6 Customer Relationship Management 
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The company has conducted a customer satisfaction 

survey to measure the achievement of strategic plans of 

maximizing the highest customer satisfaction. The tool is 

also used in monitoring the various units of the organiza-

tion for improving processes as well as the results of the 

organization’s overview and categorized by each business 

unit of the group.

The Company conducted Customer Satisfaction Survey with 

questionnaires that assess critical topics such as quality, 

delivery, management, engineering, and pricing. The survey 

results show customer satisfaction data and allow the Com-

pany to compare their performance with similar business 

and with the automotive parts manufacturing industry with 

a goal of 100% satisfaction assessment.

Satisfaction assessment results
Satisfaction with overall average year 2021

94%
Satisfaction with overall average year 2020

98%
Quality 96% 96%

Delivery 97% 100%
Management 95% 98%
Engineering 95% 100%

Price 87% 92%
The company has continuously surveyed customer engagement and used customer satisfaction scores as an indicator 

of customer relationship management to understand the needs and expectations of customers and to improve and 

develop both short-term and long-term strategies. The main issue that the Company focuses on further development 

is cost improvement to create competitiveness. The company sets goals and ongoing cost improvement activities 

to respond to the needs of customers while creating sustainable growth together.

Customer Awards 2021

• The 4th Safety Activity 2021 (Level A): THAI HINO CO-OPERATION CLUB (SFT)

• Thailand Quality Prize Award 2021

8.7 Supplier Management
Somboon Group is committed to creating sustainable business growth through the competitiveness of production 

costs grow business together  with suppliers through a transparent and fair procurement process under the Company’s 

procurement management framework. The Company therefore, sets  procurement policy with key content  as follows:

1. The Company shall conduct the procurement process by taking into account quality (Q), price (C), delivery (D) 

speed of service. And ability of the suppliers in responding to policies of the Company by focusing on both 

efficiency and effectiveness.

2. The Company operates procurement process with transparency and fairness and allow checking process.

3. The Company wholly and strictly complies with the laws related to procurement.

4. The Company treats all suppliers with fairness, without taking advantage, providing complete, accurate, precise infor-

mation, and non-discrimination. This also includes being open to suppliers’ opinions and suggestions for improvement.

5. The Company considers suppliers who place importance  on minimizing environmental impact,sharing social 

responsibility,  and participating in good governance.

6. Suppliers must comply with the “Code of Conduct for Suppliers of Somboon Group” and strictly comply with 

relevant laws and regulations.
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