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RoI of quality & CSR management :
Lessons learnt from Thai PBS & TF1
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A - Case study of

Road map

B - Case study of 

Special thanks to Khun Anothai Udomsilp, Director, 
Thai PBS Academic Institute of Public Media
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1) Conform with the requirements of Thai PBS 
Act, B.E. 2551

2) Implement a collaborative reporting 
mechanism to build the annual report for the 
Parliament

4) Benchmark Thai PBS internal management 
system with international best practices in TV 
quality management

Why Thai PBS has decided to implement a 
quality management system ?

3) make responsibly and most efficient use of 
tax funds
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�Chap V : Audience council & Complaint

Correspondence table between 
Thai PBS Act, B.E. 2551 & ISAS BCP 9001

�Chap III : Rule and professional ethics

�Chap IV : Broadcasting

�Chap VI : Accounting, audit and evaluation

�Chap II : Administration & operation

�Rule on professional ethics §42

� Broadcasting §43

� Audience council & complaint §5 

5 Management responsibility 
5.1  Management commitment 
5.2  Stakeholder focus 
5.3  Quality & ethics policy 
5.4  Planning 
5.5  Responsibility, authority and communication
5.6  Management review 
5.7  Corporate social investment, community services
5.8  Risk management 

6   Resource management 
6.1  Provision of resources 
6.2  Human resources 
6.3  Infrastructure 
6.4  Work environment 

7   Product realization 
7.1  Planning of product realization 
7.2  Customer related processes 
7.3  Design and development 
7.4  Purchasing 
7.5  Production and service provision 
7.6  Control of monitoring and measuring devices

8   Measurement, analysis and 
improvement

8.1  General 
8.2  Monitoring and measurement 
8.3  Control of non-conforming product 
8.4  Analysis of data 
8.5  Improvement 

�control the production (§29.1)

�quality evaluation of broadcasted programs §29.6

� corrective and preventive actions §46

� network development §29.5

�program production plans §29.3

�personnel development plans §29.4

>70% 
correspondence !

� Accounting audit & evaluiation

�Chap VII : Inspection & control
�annual report to the Council of Ministers §52

� performance of the Organisation §52

� Accounting audit & evaluiation



© 1994-2014, Challenge Optimum S.A – www.optimum.ch

Who are Thai PBS stakeholders ?
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What are Thai PBS main objectives with each of those main 

stakeholders?

1 - Transparency with the parliament
2 - Independence with the government
3 - Ethics with advertisers
4 – Accountability to the public
5 - Motivation of staff members
6 - Partnership with suppliers
7 – Promoting public participation

Citizen Journalists
Promoting Independent producers
Friends of Thai PBS
Public Media Institute

8 - Preservation of audio, video & written patrimony
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Activities & processes

FeedbackKPIKPI

What is Thai PBS reporting structure ?

Quality committee
Directors of department (editorial, technique, 
administration) chaired by quality manager

Quality management unit

Internal quality 
audit reports 

Internal quality 
audit reports 

Internal quality 
auditors

Managers

Supervisors

Department Directors

Audience 
Council

General 
PublicComplaint 

Committee/legal 
Department 

Internal 
control audit 
Committee

Internal control 
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Internal control 
audit reports

Internal Control 
auditors

Lead internal 
control 
auditor

Board of directors

Managing Director

Quality Manager

Board of governors

External 
control audit 
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reports
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Procedures & 
documentsKnow-howJob descriptions

Hierarchical chart Processes

Action plans Training plan Conformance

Risks

Severity

What does the system look like ?
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Which know-how must be kept under control?

= What Thai PBS MUST DO

= GPS of management system
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HOW do we deliver our programs ?
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Heart of the system : the procedures
Who ? does What ? according to Which rules ?
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The quality 
system also 
manages the 

job 
descriptions of 

everyone!
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How does it work  ?

1) Write what we must do
(Procedures + Documents)

2) Do what we write

3) Check if things are done right

4)
 A

d
ju

st
 &

 
o

p
ti
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iz

e
PLAN

DO

CHECK

A
C

T

3 NEW management tools to do that :
1) internal quality audits
2) KPI monitoring
3) non-conformance management
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1) Social Content Network Development is done out 
of any rules, based on the manager’s experience 

2) Under usage of Arina’s software 

5) Risk of running similar research projects in 
parallel in various departments

Examples of internal quality audit findings

4) Missing justification documents in financial 
control

3) Low renewal of the video clips – under usage of 
MEM
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Thai PBS quality unit 
structure

15

Internal quality auditors*

Documentation administrator
(Ensure continuous updating of 

corporate know-how)

KPI monitor

Quality unit

Lead internal 
quality 

auditor(Follow-up 
the audit 

programme)

Employees*

Secretariat
(Feedback 

management)

*People playing a part-time role 
in the quality management 

system

Quality CommitteeQuality Committee

Quality 
Manager

Managing Director 

Board of directors

Internal 
public audit

Board of 
governors
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A - Case study of

Road map

B - Case study of 
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Road map
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Road map
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TF1 stakeholders groups
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TF1 stakeholder engagement : a continuum of relations
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TF1 : Key topics raised through stakeholder engagement 

84 % of aspects in the MEDIA 
sector are of economic and 
social nature according
to RobecoSAM, Sustainability 
Rating Agency



© 1994-2014, Challenge Optimum S.A – www.optimum.ch 22

TF1 : Identified Material Aspects and Boundaries Relevant aspect
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TF1 : Economic Contribution of the Company
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TF1 : Economic Contribution of the Company

More than 120 other non 
profit organisations of all 
times and other goals are 
given free air time or other 
kinds of help
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TF1 : GHG emissions management

Method: Bilan Carbone® 
Reduction goals are compliant to French and European 
objectives (reducing the emissions by 4
before 2050). 

• reducing electricity consumption with an 
objective of a 1% decrease per year

• purchasing and depreciation policy 
incorporating environmental criteria for IT 
hardware and broadcasting equipment;

• Corporate fleet: emissions limit of 170g/km of 
CO2 set for fleet cars and incentives to use 
vehicles that emit less than 160g/km.

• incentives to use public transport through the 
reimbursement of public transport passes and

• bike-hire subscriptions raised from 60% to 
80%,

• introduction of an electric vehicle car sharing 
service for employees’ professional travel, 
replacing the use of taxis.
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TF1 : GHG emissions management
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Advertisement Monitoring Authority
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Example of report from the content monitoring authority

Elections Lack in political pluralism

Under exposure of the 
Parliament representatives 
of the opposition, majority 
and parties not represented 
in the Parliament

Legal non conformance : 
disclosure of the election 
results prior to 20:00 

Actions

Reminde
r

Nonconforming subjectProgram

Warning

Extract from TF1 annual report (2013)

Theme

Information 
deontology
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http://www.materiality-
reporting.com/reporting/tf1/index.php
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« From 2014, the Compensation 
Committee decided to include in the 
qualitative criteria, a criterion on the 

Corporate Social Responsibility Company 
(continued presence of TF1 in at least 

three extra-financial ratings ) »

TF1 Top Management CSR-based incentive
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http://www.materiality-reporting.com/reporting/tf1/index.php

For more information regarding TF1 
CSR reporting, please go to :
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� Quality management 
ensures that the 
economic 
stakeholders are 
satisfied (audience, 
advertisers and 
shareholders) 

Conclusion

� CSR management 
ensures that any 
stakeholder is satisfied 
individually AND 
collectively.

� Quality & CSR management ensure that the 
Media corporation is sustainable. 
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� All presentations are available at :

www.certimedia.org

References

� The Media quality management toolkit is
available at :

www.media-society.org
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For any remark, please contact :

David Balme
David.Balme@optimum.ch

Thanks for your attention !


