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“It has been a very challenging year with 
businesses facing a landscape that has 
been forever changed by the COVID-19. 
The new normal situation keeps 
business leaders busy searching for new 
business models to leverage existing 
resources and capabilities in new ways.

As Thailand shifts strategy to learning 
to live with COVID-19, we initiated EY 
Business Pulse survey 2021 to assess 
the business readiness in Thailand for 
this transition. This survey covers three 
areas on busines impact, plans and 
limitations.

Impact: How was your business 
impacted by COVID-19?

►

Plans: What are your business plans 
to survive and thrive once 
COVID-19 becomes endemic?

►

Limitations:  What are the 
limitations preventing your business 
from surviving and thriving?

►

COVID-19 has presented a signifi-
cant impact on business sectors. A 
return to normal, whenever that 
happens, will be a different normal. 
What business leaders require right 
now is to define their businesses 
future by responding to rapidly 
changing conditions, formulating a 
plan based on accelerated digital 
transformation, and executing 
proper strategic approaches for 
business resilience and sustainable 
goals.

Living with COVID-19 and
winning together

Narisara Phatanaphibul
Consulting Leader
EY Corporate Services Limited



Survey highlights

Businesses are adapting and 
evolving to the COVID-19 situation
Companies have adapted to the new
business landscape of a pandemic
economy, to be more resilient.

1
of business are able
to respond positively

to the pandemic

34%

Among key issues, customer 
is the top area that businesses
have been negatively impacted

Key issues cover financial, technology,
people, customer, and supply chain.

2
of business leaders say that

customer issue such as loss of
customers and more customer

complaints is the key area
they are facing

49% 

Employee wellness will be a top
priority to live with COVID-19
Businesses are prioritizing the wellbeing
of their employees – most are providing
flexible work arrangements such as
work from home.

3
mention improving employee
wellbeing as their top priority
area in the next 3 – 6 months

68%

Digital technology is the top priority
for companies moving forward
Regarding the top priorities moving
forward, digital technology is at the
top of the list for most business leaders.

4
say that digitalization is

a strategic plan for business

78% 

Businesses accept there are current
limitations to better prepare to live
with COVID-19
Businesses requested guidance to improve
some of their current limitations.

5
say that accessing to help and 

assistance for business recovery
is their business limitation

35% 



Businesses are adapting to
the COVID-19 situation and evolving
A third of business leaders (34%) believe that their businesses have positively adapted to the 
pandemic. There is the same percentage of business that adapted negatively (26%) and neither 
positive nor negative (24%), while the non-listed companies are the most respondents that their 
business have adapted negatively.

According to the findings, the industries that adapted well to the COVID-19 situation include 
argri & food, resource, technology, while the industry that has been hit harder than others is the 
service industry. In terms of annual revenue size, 37% of respondents with the annual revenue 
less than 1,000 million baht say that their businesses have been negatively impacted by the 
pandemic situation.

Q1. How has your business adapted to the COVID-19 situation? Please rate the extent of impact
for each area of your business (very positively, positively, neutral,negatively, very negatively)

Very positively

Positively

Neither positive
nor negative

Negatively

Very Negatively 7%

26%

24%

34%

9%

How Thailand business has adapted to the COVID-19



Customers are the top area in which most
businesses have been negatively impacted
While almost all areas of a business have been 
affected by the spread of COVID-19, it has had 
a bigger impact on some areas than on others. 
Based on the survey, 53% of business leaders 
say that the customer issue such as loss of 
customers and more customer complaints is the 
area in which they have  been negatively 
affected. While 45% of respondents say that 
their supply chain is the area their businesses 
have been negatively affected. 

In terms of people  (e.g., staff layoffs, reduced 
employee morale) and technology (e.g., lack of 
digital, contactless and remote work 
technology), the equal percentage of 47% say 
that they have been neither positively nor 
negatively affected.

In terms of company profile, customers issues 
is the area that has affected listed companies 
during the COVID-19 situation, while supply 
chain problems have negatively impacted  
non-listed companies. Thailand’s vaccine 
programs are underway nationwide and having 
a positive effect, with overall infections and 
fatalities decreasing. This brings hope that 
society, business and commerce will return to 
normal once again.

However, the normal may never be the same 
and businesses need to respond to trends that 
have emerged from the pandemic. At this point, 
there is a concern that business leaders 
(51.49%) responded that their businesses are 
only partially prepared to continue operating 
when the COVID-19 becomes endemic.

(e.g., cash flow, debt/
loan management)�

Positive
22%

Neutral
38%

Negative
40%

Financial 
 (e.g., lack of digital,

contactless and
remote work
technology)

Positiive
32%

Neutral
47%

Negative
21%

Technology 

(e.g., staff layoffs,
reduced employee

morale)

Positive
23%

Neutral
47%
Negative
30%

People
(e.g., loss of customers,

more customer
complaints)�

Positive
17%

Neutral
30%

Negative
53%

Customers

(e.g., loss of suppliers,
higher cost of raw

materials and
transport)

Positive
9%

Neutral
46%
Negative
45%

Supply chain

Q2. How has your business been impacted in the following 
areas? (financial, technology, people, customers, supply chain).
Please rate the extent of impact for each area of your business 
(very positively, positively, neutral, negatively, very negatively)
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Employee wellness will be
a top priority for living with COVID-19

The unprecedented pandemic has forced 
companies to evaluate the future of employee 
wellness as a long-term principal of their 
operations. It means that employee wellness is 
now a major priority, as building employees’ 
mental resilience is a key component in 
achieving positive health outcomes, being a 
foundation to help the entire business become 
more productive and competitive.

Therefore, it is not surprising that 68.32% of 
respondents said that improving focus on 
employee wellbeing is the top priority plan for 
the next 3-6 months for living with COVID-19. 
Other priorities include aligning with 
suppliers/contractors on new ways of working 
(e.g., contactless processes, digital 
communication) (57.43%), adapt my business 
size to fit current needs (e.g., customers, 

workforce, supplier size) (55.45%) and further 
implementation of digital automation or 
equipment for more efficient operations 
(55.45%).

With respect to COVID-19 safety measures 
and guidelines, 57.43% of respondents believe 
that implementing flexible work arrangements 
(e.g., work from home, work shifts team A/B, 
work from anywhere) is the top priority. 
Establishing contactless services (e.g., digital 
channels to connect with customers and 
suppliers, payment systems) (56.44%) and 
implementing IT infrastructure to support 
worker safety and/or flexible work 
arrangements (56.44%) are also business 
priority plans related to COVID-19 safety 
measures and guidelines.

Q4. (b) Regarding the direction of your business, what are your priority plans for the next 3-6 months to live with 
COVID-19? Please rate for each area: very low priority; low priority; not applicable; high priority; very high priority.

68.32%

54.46%

55.45%

57.43%

55.45%

Improve focus on staff’s wellbeing

Align with suppliers/contractors on new
ways of working
(e.g., contactless process, digital communication)�

1

2

Adapt my business size to fit current needs
(e.g., customers, workforce, supplier size)3

Further implementation of digital automation
or equipment for more efficient operations4

Expand platforms for online engagement with
customers and suppliers (e.g., mobile apps, portal)5

High priority for the next 3-6 months for living with COVID-19 (Top 5)
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Digital technology is still 
the top priority for companies
moving forward
Digital technology was entering the business ecosystem even before the COVID-19, enabling 
organizations to innovate in the digital world. However, the pandemic is certainly a catalyst for 
companies to accelerate their plans for digital transformation. So, for the next three to six 
months, Thai business leaders’ top priority is digitalization (78.22%).

Identifying suitable technologies for business is one of the most important steps when 
implementing digital transformation plan.  It is also crucial for the organization to ensure that 
employees have digital competencies to keep up with the digital technologies.

New business models, including products and services (67.33%), and mindset of self-reliance 
(53.47%), new skillset training (51.49%), and new market (51.49%) are also top priorities.

Q5. (a) Please choose your top priority areas (a maximum of 5 can be selected).

78.22%

42.57%

51.49%

67.33%

21.78%

51.49%

53.47%

Access to information / resources

New markets

New business models /
products / services

New business partnerships

Digital technology

Redesign of premises

New skillset training

Mindset of self-reliance

Top priority to move business forward

32.67%
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What guidance businesses seek?
One thing business leaders have learned as a 
result of the global pandemic crisis is what 
their companies are capable of and more 
importantly what they are not capable of. 
When asking management about limitations of 
their business and what level of guidance they 
require, 34% said that accessing to help and 
assistance for business recovery (e.g., 
mentorship, grants) is their business 
limitation; however they only need minimal 
guidance to improve this area. In order to 
adapt the business to be more resilient 
(e.g., growth mindset), 31% said that they 
need a detailed plan to follow. Furthermore, 
31% of respondents need minimal guidance to 
develop their renovation and redesign of 

physical premises. This is the limitation for 
non-listed companies and for small companies 
that have fewer than 5,000 workers.

Because the survey was conducted when the 
COVID-19 has been spreading for over two 
years, businesses have already adapted and 
prepared to the situation. According to the 
findings, most businesses have a plan on 
accessing to help and assistance for business 
recovery and renovation and redesign of 
physical premises. So, they require only 
minimal guidance. However, they still need a 
detailed plan to follow regarding the adapting 
the business to be more resilient.

Access to help and 
assistance for 
business recovery 
(e.g., mentorship, grants)

Renovation and 
redesign of physical 
premises

Adapting the business 
to be more resilient 
(e.g., growth mindset)

Q5. (b) What are your business limitations in the following areas to better prepare your business to live with COVID-19 (endemic)? Please rate for each area: 
currently with limited / no capacity; need someone to drive this effort; need a detailed plan to follow; need minimal guidance; already prepared.

5%

16%
20%

34%

25%

No capacity Need someone
to drive this

effort

Need a detailed
plan to follow

Need minimal
guidance

Already
prepared

5%

19% 21%
24%

31%

No capacity Need someone
to drive this

effort

Need a detailed
plan to follow

Need minimal
guidance

Already
prepared

6%
9%

24%

31%30%

No capacity Need someone
to drive this

effort

Need a detailed
plan to follow

Need minimal
guidance

Already
prepared
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What actions to prepare?
Business owners are ready to embrace the new norm of living with COVID-19 and start 
seizing new opportunities with 41.58% believing their business will recover to the same 
performance level as pre-COVID-19 within 1-2 years. To be in the best position to take 
advantages, they need to design resilience for a period of recovery by developing sustainable 
finance, implementing digital technology, having the right people in place, expecting a new 
kind of customer, and planning for an agile supply network.

1
Financial

►  Register key takeaways from COVID-19 experience and start    
    planning measures to improve the gaps
►  Identify new financial assistance available to assist business   
    recovery (grants, financial aids)
►  Redesign investment plans, cost-reduction plans and budget   
    allocations
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2
Technology

►  Explore access to new skillsets and talents equipped with digital  
    literacy and technology
►  Explore new ventures from digital technology as society shift 
    towards a digital and contactless way of living
►  Strengthen privacy and cybersecurity policies and measures

3
People

►  Create a more flexible workforce
►  Improve employees’ wellbeing and implement measures to    
    safeguard employees’ safety
►  Redesign relationships and health support to adapt to      
    transforming work culture

4
Customers

►  Explore new market opportunities in different sectors
► Expand new channels to interact with customers
► Increase digital customer access and ensure data analytics are    
   optimized across data sources

5
Supply chain

►  Set a plan for an agile supply network
►  Invest in digital supply-chain technology
► Align with suppliers/ contractors on new work arrangements
   and processes



EY COVID-19 Enterprise Resilient Framework identifies nine 
key actions for organizations to consider in the next and 
beyond to build a structured and comprehensive approach to:

► Anticipate disruption and turn risk into opportunity
► Continuously adapt business during time of change
► Minimize disruption and impact to critical business
    Services

Moving forward

Ta
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ce

►  Identify critical function, roles,
    processes and skills 
►  Leverage existing technology to upskill
    and reskill employees
►  Assess current operating mode

►  Evaluate physical facilities needs
►  Review and assess global mobility strategy
►  Develop new product and services to
    emphasize on people value and business
    outcome

Adapt operations Increase resilience Reframe

Next Beyond
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►  Execute strategy to address employee
    wellbeing issues
►  Deploy remote work pulse survey to
    gauge sentiment
►  Encourage virtual communities

►  Adapt business planning to better prepare
    for future crises
►  Reimagine employee experience
    (policies, practices)
►  Talent upskilling and reskilling

2

C
us

to
m

er
 

an
d 

br
an

d ►  Create, revise and enhance customer
    experiences
►  Enhance digital payment capabilities
►  Enable virtual experiences

►  Re-align business and brand messaging
    with recovery
►  Invest in emerging digital technologies
►  Embed automation in operations3

Ta
le

nt
 a

nd
w

or
kf

or
ce

►  Identify critical function, roles,
    processes and skills 
►  Leverage existing technology to upskill
    and reskill employees
►  Assess current operating mode

►  Evaluate physical facilities needs
►  Review and assess global mobility strategy
►  Develop new product and services to
    emphasize on people value and business
    outcome

1 Em
pl

oy
ee

 h
ea

lt
h

an
d 

w
el

lb
ei

ng

►  Execute strategy to address employee
    wellbeing issues
►  Deploy remote work pulse survey to
    gauge sentiment
►  Encourage virtual communities

►  Adapt business planning to better prepare
    for future crises
►  Reimagine employee experience
    (policies, practices)
►  Talent upskilling and reskilling

2

C
us

to
m

er
 

an
d 

br
an

d ►  Create, revise and enhance customer
    experiences
►  Enhance digital payment capabilities
►  Enable virtual experiences

►  Re-align business and brand messaging
    with recovery
►  Invest in emerging digital technologies
►  Embed automation in operations3

Business Pulse Survey 2021: Thailand ReportPage 9



Ta
le

nt
 a

nd
w

or
kf

or
ce

►  Identify critical function, roles,
    processes and skills 
►  Leverage existing technology to upskill
    and reskill employees
►  Assess current operating mode

►  Evaluate physical facilities needs
►  Review and assess global mobility strategy
►  Develop new product and services to
    emphasize on people value and business
    outcome

1 Em
pl

oy
ee

 h
ea

lt
h

an
d 

w
el

lb
ei

ng

►  Execute strategy to address employee
    wellbeing issues
►  Deploy remote work pulse survey to
    gauge sentiment
►  Encourage virtual communities

►  Adapt business planning to better prepare
    for future crises
►  Reimagine employee experience
    (policies, practices)
►  Talent upskilling and reskilling

2

C
us

to
m

er
 

an
d 

br
an

d ►  Create, revise and enhance customer
    experiences
►  Enhance digital payment capabilities
►  Enable virtual experiences

►  Re-align business and brand messaging
    with recovery
►  Invest in emerging digital technologies
►  Embed automation in operations3

R
is

k 
tr

an
sf

or
m

at
io

n

►  Adjust policies, plans, infrastructure
    and technology to support new normal
►  Effective and transparent communication
   with stakeholders

►  Establish a risk intelligence mechanism
    to identify future risks scenarios
►  Conduct periodical testing on operating
    effectiveness and resilience
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►  Cost reduction opportunity
    assessment
►  Update risk assessment
►  Revise sourcing strategies and
    agreements

►  Activate long-term value through new
    communities, relationships and values
►  Realign strategies and roadmaps
    (tax, supplier, credit)

5
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►  Assess implications of regulatory and
    compliance to employees
►  Assist business implications arising
    from customers, investors, financial
    institutions

►  Revamp compliance governance and
    risk monitoring framework
►  Automate compliance management and
    monitoring processes6
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s ►  Support clients with risk management,

   best practices and data to manage or
   mitigate underwriting risk
►  Focus on regulatory reliefs and rating
    agency actions

►  Use existing financial and operational
    strength to assist transformation,
    manage and control the upcoming
    known risks, while staying alert to
    unknown risks
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►  Modernize infrastructure solution
    capabilities optimized for speed of
    delivery, scale, on-demand and
    highly connected Business

►  Adopt automation and artificial Intelligence
   methods for IT operations to streamline
   the complexities of technologies and
   quickly remediate issues
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►  Understanding end-to-end
    supply chain risks 
►  Assess and monitor supply chain
    resilience, strategy, capability
    and visibility

►  Transform supply chain to an agile,
    networked ecosystem
►  Create end-to-end supply chain visibility
    through development of digital twins9

Adapt operations Increase resilience Reframe

Next Beyond
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Profile of respondents

About the EY Business Pulse survey 2021: 
‘Living with COVID-19 and winning together’
The EY Business Pulse survey 2021: ‘Living with COVID-19 and winning together’ is a local 
market survey of key decision makers in corporate companies and SMEs in Thailand.  The 
goal of the survey is to assess business readiness in Thailand for the transition to live with 
the COVID-19.

Online survey 
averaging 10 minutes 
and conducted in 
English language

Online survey was 
conducted between 
22 October 2021 - 
20 November 2021

101 respondents 
completed the 
survey

3%

3%

18%

58%

18%< 100 Employees

101 - 1,000 Employees

1,001 - 5,000 Employees

5,001 - 10,000 Employees

> 10,000 Employees

Staff size

34%

< 500 million Baht 

5,001 - 10,000 million Baht 

10,001 - 50,000 million Baht 

50,001 - 100,000 million Baht 

> 100,000 million Baht

Annual Revenue size

1,001 - 5,000 million Baht 

500 - 1,000 million Baht 

6%

2%

10%

11%

21%

16%

Listed

66%

34% Listed

Non-Listed
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Others 26%

Resources 3%

Economic sectors

Property & Construction

Financials

Technology

Consumer Products

Agro & Food Industry

Services

3%

3%

17%

5%

12%

17%

Industrials 14%



Narisara Phatanaphibul
Consulting Leader
EY Corporate Services Limited
     Narisara.Phatanaphibul@th.ey.com

Contact us

EY  |  Building a better working world

EY exists to build a better working world, helping to create 

 

long-term value for clients, people and society and build trust 

 

in the capital markets. 

Enabled by data and technology, diverse EY teams in over 
150 countries provide trust through assurance and help clients 

 

grow, transform and operate. 

Working across assurance, consulting, law, strategy, tax and 
transactions, EY teams ask better questions to find new answers 

 

for the complex issues facing our world today.

EY refers to the global organization, and may refer to one or more, 

 

of the member firms of Ernst & Young Global Limited, each of which is 
a separate legal entity. Ernst & Young Global Limited, a UK company 
limited by guarantee, does not provide services to clients. Information 
about how EY collects and uses personal data and a description of the 
rights individuals have under data protection legislation are available 

 

via ey.com/privacy. EY member firms do not practice law where 
prohibited by local laws. For more information about our organization, 
please visit ey.com.

© 2022 EY Corporate Services Limited.  
All Rights Reserved. 
APAC no. 15000952
ED None

 

ey.com/en_th

About EY Consulting Services
In Consulting, we are building a better working world by transforming businesses 
through the power of people, technology and innovation.

It's our ambition to become the world's leading transformation consultants.

The diversity and skills of 70,000+ people will help clients realize transformation by 
putting humans at the center, delivering technology at speed and leveraging 
innovation at scale.

These core drivers of “Transformation Realized” will create long-term value for 
people, clients and society.

For more information about our Consulting organization, please visit 
ey.com/consulting.

Term Techasarin
Business Consulting Leader
EY Corporate Services Limited
     Term.Techasarin@th.ey.com

This publication contains information in summary form and is therefore intended for general 
guidance only. It is not intended to be a substitute for detailed research or the exercise of 
professional judgment. Neither EY Corporate Services Limited nor any other member of the 
global EY organization can accept any responsibility for loss occasioned to any person acting 
or refraining from action as a result of any material in this publication. On any specific matter, 
reference should be made to the appropriate advisor. 


