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Objective and Scope:
According to the SEC notification Nor Por 1/2560 re: guidelines of sales conduct on
mutual fund product in capital market and fixed income instrument, it is required asset
management company to have management structure, policy, procedure to support the
communication and service provide to clients. The objective of this notification is to focus on the
clients’ interest or “fair dealing”. Therefore, Manulife Asset Management (Thailand) Company
Limited (MAMT) must response for the sale process and the practice of sales person. This
policy has the purpose to achieve six targets as follow:
1. To ensure that the MAMT focus on the fair dealing rules as the core of organization
culture.
2. The products and service have been selected and design to suit for the need of
targeted clients.
3. The clients receive proper information from sales person.
4. The clients receive good advice and offer the appropriate product in regard with the
situation of the clients.
5. The clients receive product and service as their expectation.
6. The clients do not face any inconvenience experience after buying or selling the
product including filing complain and claim for the damages from the service of the
MAMT.
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1. Organization structure, Roles of Board of Director and duty of
Executives
Manulife Asset Management (Thailand) Company Limited (MAMT) has organization
structure that reflects the segregation of duties. MAMT must conform to the fiduciary duties and
good corporate governance with objectives to have a fair dealing culture by managing the
investment for the clients with honesty, due care and with the interest of clients prior to the
interest of its own.

To achieve the above-mentioned objectives, the following requirements have to be
complied with:
1. There must be an organizational chart demonstrating units and lines of command.
For personnel in the organization to be informed of and understand the structure, roles, duties
and responsibilities of each unit in the organization. In this regard, units must be arranged in
accordance with such organizational chart;
2. There must be a job description explaining duties and responsibilities of each unit
and position;
3. There must be a clear segregation between the unit with investment management
function and the unit with back-office supporting function for instance, the structure of unit which
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deals with customer or submitting trading orders (front-office function) must be clearly separated
from the unit which has duties in calculating net asset value of fund or securities-clearing (backoffice function) including the segregation of reporting line of the personal in the segregated units
and there must be a person responsible for risk management;
4. There must be an establishment of a compliance unit to supervise and monitor the
operation that is independent from the management and other units;
5. Operation conducted with concern to and to protect the best interests of clients must
be encouraged, taking into account the following principles:
(a) Duty of Loyalty:
1) MAMT must manage the investment in the best interest of the clients
which must have priority over the interest of its own e.g. management of
investment in accordance with the objective, investment policy and
client’s expectation by employing knowledge and ability as a professional
under different situation, being independent in making investment
decision and having diversified investment in order to reduce investment
risk, etc;
2) MAMT must treat all clients fairly and refrain from taking any action that
may cause the conflict of interest except where a transaction is executed
having received consent from the client or it is carried out in accordance
with the rules prescribed under the law. MAMT must also adequately
disclose the related facts to client when requesting for consent to
execute a transaction and such transaction must be fair to the client
under that particular situation;
(b) Duty of Care:
MAMT must observe the duty of care in its practice of investment
management. It must employ knowledge, ability and skills as a profession in
management of investment under different situation, for instance:
1)

Employment of personnel who have suitable knowledge and ability for
the duty;

2)

Disclosure of information that is necessary for making investment
decision to the client including investment risk, fees or expenses, conflict
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of interest and other encumbrance. Where there is a disclosure of the
investment portfolio, it must be disclosed to all investors equally;
3)

Use adequate and reliable information, documents or referenced
evidence in making investment decision;

4)

Potential investment risks are managed when making investment
decision. The investment must be done reasonably and appropriate to
the fund at a particular time;

5)

Investment in financial instruments/ contracts which are legal under the
concerned laws;

6)

All expenses chargeable to the fund must serve the purpose of fund
operation;

7)

Every delegate that has been delegated by MAMT to operate on its
behalf must be supervised except for juristic persons holding a license to
undertake securities business in the category of brokerage, dealing or
underwriting of investment units (LBDU);

6. The acceptance of client and the execution of transaction for client to prevent the use
of fund management business as a vehicle for money laundering provided that the policy on
such matter is in accordance with the notification prescribed by the Office Re: Measures on
Prevention of Money Laundering and Terrorist Financing in Securities;
7. The prevention of conflict of interest in the fund management which are proprietary
trading, affiliated transaction, soft commission and staff dealing;
In this regard, the high-level management must arrange for a procedure in notifying and
acknowledging the related personnel of the policies and the practices as well as a procedure for
continuous and regular monitoring and amending of the policy.
- Communicate with the related personnel to be aware of the fair dealing culture and the
importance of compliance inspection including the understanding of the policy and the
guideline;
- Assign the heads of business units to monitor and control the staff under their
supervision to comply with the policy and guideline; and
- Board of Directors and high-level management follow up the course of the actions from
compliance report and customers’ complaint report which report by Compliance.
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2. Product Selection and Client Segmentation
MAMT shall have an appropriate process of the product development which covers
identifying target market for the products to be issued and offered for sale, designing products to
ensure that the preferences and the interests of investors are taken into account when the
products are being designed, and testing the products before issuing and offering. This is to
enable MAMT to profoundly understand the features and risks of the mutual fund before offering
and to ensure that the target market will be offered the product that meets their preferences.
MAMT shall also have a particular way of monitoring the performance of products to
ensure that it is still suitable for the target market.
The scope is for products which are mutual funds for retail sale; and locally managed by
MAMT as follow:
2.1 Identification of target market
2.1.1 Identifying the target market in which the mutual fund will be offered by taking
into consideration the characteristics of investors, preferences, and investment
objectives. In this regard, MAMT may use other sources of information for its
consideration such as the distributors and/or study/ research in order to
efficiently identify the target market.
2.1.2 Determining factors or conditions to identify the clear target market, for
instance, type of investors,1 investors’ risk tolerance level, financial status,
financial restrictions or conditions of investors (e.g. liquidity requirement or the
length of investment), age of investors, investment experience, level of
knowledge of the mutual fund etc.
2.1.3 Identifying distinctly types of investors who are not suitable for investment in
the issued and offered mutual fund in order for MAMT, the distributor, as well
as investors to be aware of and take into consideration before making offer for
sale or investing in such mutual fund.
2.2 Mutual fund product design
2.2.1 Determining relevant business units to engage in the process of designing a
mutual fund product as well as having the compliance unit to participate in the
process of designing
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2.2.2 Having a process of designing a mutual fund product to make certain that the
said mutual fund has been designed by taking into consideration interests
and preferences of the target market. Having appropriate measures to
prevent and manage conflict of interest in order to avoid investors making
losses from investing in mutual funds. 2 Keeping evidentiary documentations
concerning the issuance of the mutual fund available for inspection.
2.2.3 Taking into consideration, in the process of designing a mutual fund product,
harmonization and suitability between the mutual fund and the target market
in terms of policies, features, returns, risks, conditions of payment for the
returns, reasonableness of the rates of MAMT’s management fees and
related fees to be charged to the purchasers or the unit-holders,3
transparency and distinguishing feature of the fee structure as to whether
investors can easily understand. To be able to design the mutual fund
product more efficiently, MAMT may take into account other sources of
information, for example, feedbacks from investors and related parties (e.g.
distributors and salespersons) and the previous complaints, when designing
a mutual fund product.
2.2.4 Identifying whether or not the mutual fund is considered risky/complex fund in
order to be taken into account in determining a strategy for making offer for
sale of investment units to be in line with the features of the mutual fund.
2.3 Mutual fund product testing
Conducting the mutual fund product testing before making an offer for sale of the
investment units, under several possible scenarios (for example, any event that affects
price or the liquidity of the assets, any crisis that affects overall market) in order to
enable MAMT to understand the mutual fund’s performance under such scenarios, to be
able to identify entirely the factors or conditions that affect the returns and risks of the
mutual fund, and to be able to decide whether the said mutual fund’s returns and risks
are still suitable for and fair to the target market.4 In case the mutual fund is found
inappropriate, improvement is required by means of determining distinct form and a clear
method to evaluate the appropriateness. MAMT may, for example, implement a risk
assessment tool5 and risk tolerance tool.

8

2.4 Mutual fund product monitoring
2.4.1 Arranging to have a method of monitoring and inspecting the issued and
offered mutual fund to ensure that such mutual fund is still suitable for the
target market by taking into account the relevant information for example,
considering whether or not the mutual fund’s returns and risks are still suitable
for the target market, information about trading in units of the mutual fund,
feedback from investors and related parties (e.g. distributors, salespersons),
previous complaints etc. Managing to conduct a mutual fund product review to
assess the suitability of the mutual fund product by and determining the
frequency of such review to be in harmony with the features of the mutual fund
(e.g. risks, product complexity, investment strategies). Additionally, having a
review in case of an occurrence of material events which may affect the
mutual fund (for example, a credit rating of the instruments in which the mutual
fund has invested is downgraded, the issuer of such instruments is in default
or likely to default, or a country where the mutual fund has mainly invested is
in the midst of an economic crisis or facing internal turmoil, etc.)
2.4.2 In case where the performance of the mutual fund is no longer suitable for the
target market or has become unable to meet the preferences of the target
market, or in case of an occurrence of material events which may affect
investors’ investment decision or significantly affect the returns and risks of the
mutual fund6, MAMT should continuously monitor the situations, analyze the
effect upon its own mutual fund, and solve or take appropriate action, for
example, disclosing information about the possible impact on the mutual fund
on the website for investors to access and communicating such information
with distributors in order for salespersons to have adequate information to
explain to investors before making decision to invest in such mutual fund, etc.
Remark:
1In

this regard, MAMT should identify types of investors at least according to major requirements (e.g. retail investors, vulnerable

investors, HNW investors, UHNW investors) and may identify additional types of investors according to the commercial practice
(e.g. private wealth clients, domestic investors, foreign investors)
2 e.g.

establishing a mutual fund that invests in assets more beneficial to shareholders of MAMT than investment unit-holders

3 e.g.

front-end fee, back-end fee, and switching fee
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4 e.g.

in case of buy-and-hold fund having an investment strategy that aims to make returns close to returns on fixed deposits,

MAMT should analyze and weigh between the returns and risks of the said mutual fund and the returns on the fixed deposit at
the same length to find out whether they can be comparable.
5 e.g.
6i.e.

Value-at-Risk (VaR) maximum drawdown, tracking error, information ratio, etc.

the assets in which the mutual fund has invested are having a problem, or other mutual funds having similar investment

policy are having a problem which may occur in the mutual fund under the same condition.
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3. Communication and Training Program
Sales & Distribution Department has prepared the procedures which includes all the
process regarding any communication system, transfer knowledge to sales persons by organizing
product training especially high risk or complex product as following details:
3.1 Communication with sales person
3.1.1

To authorise Sales & Distribution Department to response for communication
and training the sales persons prescribing the content, communication method,
test the result and frequency of training.

3.1.2

To focus on content to communicate with sales person. It should be complete
and in line with the product information.

3.1.3

To establish the communication tool to communicate with the sales person
efficiency such as computer, internet and email.

3.1.4

To ensure the effectiveness of communication and training such as to review
the understanding of the sales person, set up the meeting etc.

3.1.5

To monitor the scope of responsibility of sales person to ensure that they can
perform their own function properly.

3.2 Training for sales person
3.2.1

To provide the training to the sales person regarding the skill or knowledge of
sales persons. The content of training should consists of the information of
products.

3.2.2

To organize the training course for the sales persons focusing on the high
risk or complex products.

3.2.3

To set the practice lesson for the sales persons and may prepare script for
complex product or high risk product.

3.2.4

To monitor the accuracy, sufficient and appropriate content for the training
provider.

3.2.5

To have any testing to assess the sales persons’ understanding on the
training content and be able to perform correctly.
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4. Sales Process
MAMT shall perform as following:
4.1 The process of preparing the readiness of sale and service offer
4.1.1

Readiness of sales process
- To prepare the manual for sales person to understand the sales process
and procedure.
- To set up the system or tools for sales monitoring.
- To prescribe the roles of sales persons and to ensure that clients will have
satisfactory services.

4.1.2

Selection criteria of Distributors and IFCs
- To select the qualified Distributors and IFCs who have understanding in
product.
- To ensure that the Distributors and IFCs are qualified in line with SEC
regulations.
- To communicate with clients that the Distributors and IFCs who contact
with them are the person assigned by MAMT.

4.1.3

Preparation of tools to explain the risk of complex products such as factsheet,
marketing flyer, any visualized presentation, video clip, presentation etc.

4.2 The process of sale and service providing
4.2.1

Gathering and analyzing clients’ profile
- To categorize the type of clients and to do know your clients process.
- To prepare a questionnaire of know your clients and suitability review.
- To prescribe knowledge assessment of the clients.
- To have inspection process and storage of clients’ information.

4.2.2

Explanation of information and distribution of sales documents
- To ensure that there is procedure for the sales persons to present complete,
accurate information about product risk especially unrated bond.
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- To have additional procedure for presentation of high risk or complex
product.
- To provide additional information for high risk or complex product and also
provide product details for sales persons to distribute to clients such as
factsheet, prospectus or marketing flyer.
4.2.3

Explanation of asset allocation and investment ratio
- To advice on asset allocation in line with investment profile after the clients
have executed the KYC review, suitability test and knowledge assessment
(in case of any investment transaction in high risk or complex product)
- To set the scope of asset allocation advice.
- To alert the sales persons to have awareness on explanation details of
product risk especially for the case that clients invest in the product not in
line with their risk level or asset allocation.

4.2.4

Inform the clients of any material event on effected product such as
downgrade of debt instrument invested by fund.

4.2.5

Acknowledgement from clients regarding high risk or complex product.

4.3 To adapt the sales process for the type of product/clients, sales channel.
4.3.1

To reduce the sale process for the clients who have repetitive transactions.

4.3.2

To control and review the online sale and service process

4.4 The sales process for vulnerable investors
The vulnerable investors are the group of clients required more protection such
as client aged 60 years old up. MAMT should have manual or guidelines for the sales
persons to deal with such clients by prescribing the process of KYC, providing any
warning message of investment risk.
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5. Remuneration Structure
MAMT shall perform as following:
5.1 To prescribe the remuneration structure for the sales persons and any related person
in concern with the clients’ interest. The remuneration should in compliance with quality
of service as professional (non-sales KPI) not focusing only sales KPI. MAMT should
aware of the product-focus approach which may lead to miss-selling and no quality of
sale presentation or lack of responsibility to clients
5.2 To evaluate the risk from remuneration structure such as accelerate selling risk, not
completed warning message, sell inappropriate product to the clients etc. MAMT
should prescribe the measurement or tools to prevent such risks.
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6. Complaint Handling
MAMT has established procedures to handle complaints from unit holders and in
accordance with SEC investor’s handbook. Compliance Department will act as the liaison for
handling complaints.
6.1. Procedures for handling complaints
6.1.1

Compliance Unit will handle complaints client made in person and record the
details and have client acknowledged the complaints. Compliance
Department will investigate the matter and inform client of any progress.

6.1.2

Any complaints via letter or e-mail will be handled by Compliance Department
and via the same procedures as (6.1.1).

6.1.3

Complaints by telephone are handled by Compliance Unit and recorded as
(6.1.1).

6.1.4

Compliance Department has the responsibility to ensure client acknowledges
the complaints (with signature) before proceeding with any investigative
actions.

6.1.5

Complaints made via channels or LBDU they will be responsible for recording
the details and obtaining acknowledgement (with signature) from clients and
sending a copy to MAMT within 24 hours. Channels and /or LBDU will have
to take appropriate and swift actions to resolve any complaints. The MAMT
will inform clients involved of outcome within seven days from complaint date.

6.1.6

For complaints relating to LBDU or Channel will refer the complaints to the
particular LBDU or Channel but continue to monitor the handling of the
complaints

6.2. Procedures for resolving complaints
6.2.1

Compliance Department is responsible for investigating complaints and
taking appropriate action in resolving the complaints as soon as possible
either with department involved or outside parties such as channels or LBDU.

6.2.2

Complaints received from any other departments will be reported to
Compliance Department immediately.

6.2.3

Compliance Department will ensure that complaints are resolved as quickly
as possible.
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6.2.4

MAMT will endeavor to resolve complaints within seven days.

6.3. Complaints to SEC
MAMT will have 30 days to review and resolve complaints to the SEC. If MAMT
cannot resolve such situations within 30 days, MAMT has to inform SEC of progress and
try to resolve as soon as possible.
6.4. Recording of Complaints
Compliance will be responsible for ensuring all complaints are properly
documented, including that of channels and LBDU. The report will be sent to SEC within
15 days of every quarter end. Compliant records will be kept on site at the office for two
years, after which all records will be sent to the warehouse facility for storage.
6.5. Efforts to reduce frequent complaints
Compliance department will hold meetings with relevant parties to further identify
reasons for complaints and consider and recommend changes/ and or additional
procedures to address areas of weakness and reduce client complaints.
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7. Internal Control and In-house Inspection
7.1 Internal Control System
MAMT must implement an internal control system that promotes good corporate
governance, risk management, objective and mission setting for the purpose of internal
audit including systematic review provided that the high-level management has the
power to proceed with any improvement or correction of any mistakes to achieve the
prescribed missions and objectives whereby the following components are to be
considered.
7.2 Internal Control and performance review
7.2.1

The high-level management must arrange the management process to
create the control environment and promote good awareness in control and
operation of duties and responsibilities of all employees including
establishment of an organizational information system that is clear,
adequate and up-to-date. There are three line of defences as following:
First line of defence: to have internal control and review the daily
operation such as there is maker & checker in the department.
Second line of defence: to monitor as oversight function
Third line of defence: to have risk management to evaluate the
appropriateness of measurement.

7.2.2

To evaluate the sale process to detect the risk in early stage such as fraud,
mis-selling product.

7.2.3

To prescribe preventive control to protect any risk which may occur and
detective control such as having a system for regular examination on work
operation.

7.2.4

To prepare the audit plan to detect the risk.

7.2.5

To present the audit result to Board of Director and suggest any future
improvement measurement (if any)
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7.3 Conflict management and insider information protection
To achieve the above-mentioned objectives, the Senior Management must
ensure that the appropriate measurement have been implemented as follows:
7.3.1

To specify the activities which may trigger conflict of interest and prescribe
the measurement to prevent any conflict of interest and any penalty process
against any violation of such measurement.

7.3.2

To set the tools to manage conflict separately for each issue

7.3.3

To inspect the operation as prescribed and evaluate the risk including review
the policy if any change.

7.3.4

To prescribe information data control and segregate each department in line
with Chinese Wall rules and have set the access to information for
authorized person on the basis of “need to know”

7.3.5

To prescribe staff dealing rules
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8. Operation and Business Continuity
8.1 Operation Procedure
8.1.1

To provide Selling Procedure Manual and check-list to all sale-related staff
and set up training session to the staff.

8.1.2

To set up operation procedure which clearly identifies after sale process i.e.
payment process, unit allotment process

8.1.3

To ensure security and stability of IT system in the following aspects : (1) Safety of IT system(s); BCP Plan (BCM and BCP attached – BCP & BCM
Policy)
(2) Safety of Data
(3) IT Supports in System Development; to design IT program that is
appropriated and served using propose or objective i.e. auto warning
message in the system.

8.2 Business Contingency Plan
MAMT must prescribe a plan to prevent and to manage unexpected incident or
emergency case which may affect MAMT, fund and client or investor to reduce the risk
and damage that may possibly be incurred and to allow MAMT to continue its
businesses that are significant and necessary.
To achieve the above-mentioned objectives, the Executive Management must
ensure that the appropriate contingency plan for emergency cases has been
implemented.
8.2.1

Prescription of plan for emergency cases which at least has the following
details:
1)

Evaluation of situations both internally and externally that may occur and
significantly effects MAMT, fund and client or investor. The situation
should be prioritised in accordance with the degree of the impact caused
by the problem;

2)

Prescribing resolving procedures for each situation; and
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3) Prescribing the responsible officer and a person having authority to
decide and preparing the list of names and telephone numbers of related
persons and notifying the responsible person.
8.2.2

Having effective internal communication channel that is able to notify the
related persons in due course.

8.2.3

Preparation of backup information stored in the computer system, list of
names and telephone numbers of related persons including the preparation
of necessary resources that may be used in the event of unusual situations.

8.2.4

Having revision and improvement of contingency plan to be up-to-date and to
confirm to the current situation.

8.2.5

In the case of emergency, the following must be executed:
1)

Communication of the plan with the public; and

2)

Recording of the details of the incident, cause of problem and the
resolving measures.
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