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TM Sustainability Report 2010

This is the third Sustainability Report to be produced by Telekom 
Malaysia Berhad (TM), which provides disclosure of our sustainability 
efforts in a proactive approach to ‘connect, communicate, collaborate’ 
more fully with our stakeholders. Together with our Annual Report, 
which highlights the financial aspects of our business activities, 
the two reports provide a clear, comprehensive and transparent 
representation of our performance in managing the economic, social 
and environmental aspects of our operations.  
 
We have endeavoured to present our data in the most accurate 
manner possible, using quantitative indicators where relevant. In 
order to indicate the progression of our sustainability endeavours, 
we have compared our achievements in 2010 against those of the 
previous year, and will use our 2010 performance as a benchmark 
for our 2011 targets. For greater transparency, we have adopted the 
Social Return on Investment (SROI) calculations to quantify some of 
our major CSR activities. 
 
In keeping with international best practice, TM adopts new guidelines 
in sustainability initiatives as they emerge. In 2010, these included 
the ISO26000 on social responsibility.

Scope of Report

Reporting period: January to December 2010
Reporting Cycle: Annually

Coverage: TM and its subsidiaries as included in the Group’s 
consolidated financial statements. Subsidiaries refer to all companies 
in which TM holds a majority stake or has direct managerial control.

Reference and Guidelines

Principle Guidelines: Global Reporting Initiative (GRI-G3) framework; 
ISO26000 Social Responsibility Guidelines.

Additional Guidelines

•	 Bursa Malaysia’s Corporate Social Responsibility (CSR) 
Framework.

•	 Silver Book by the Putrajaya Committee on Government-Linked 
Companies (GLC) Transformation.

Reliability of Information Disclosed
We strive continually to improve the materiality and reliability of the 
information presented and have adopted an approach aligned with 
the ISO26000 and the UN Global Compact. This report has been 
verified by an external third party and has also been assessed by the 
Global Reporting Initiative (GRI) for how comprehensively we have 
applied the latest GRI-G3 guidelines, achieving the top Application 
Level of A+.  
 
Our approach to sustainability is also widely endorsed by our 
stakeholders, as reflected in the many awards we have received from 
respected, independent assessments of our performance. These are 
listed in the report. 

Feedback

This report is available to all stakeholders in hard copy on request 
and can be downloaded from our website. For further information 
and comments, please contact:

Group Corporate Communications
Telekom Malaysia Berhad
Level 8, South Wing
Menara TM, Jalan Pantai Baharu
50672 Kuala Lumpur
Malaysia
Telephone	 :	 +603 2240 9494
Facsimile	 :	 +603 7955 3620
Email	 :	 gcc@tm.com.my
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message
from

group  
chief 

executive 
officer 

Dato’ Sri Zamzamzairani Mohd Isa
 

At TM, Corporate Responsibility (CR) is deeply ingrained into 
the very fabric of our being and is embedded in all aspects 
of our operations. TM prides itself with a deep sense of 
duty to the nation and our stakeholders; especially to 
our customers, employees and community – where we hold 
corporate governance, transparency and integrity in the 
highest regard.  In our latest efforts to further increase 
our long-standing position on CR, TM has been producing 
a separate Sustainability Report since 2008. We believe this 
report adds greater depth and dimension to the information 
disclosed to our stakeholders, especially with regard to the 
social and environmental value of our operations. The hope 
is that, taken together with our Annual Report, we provide 
a clear and concise picture of how our business strategies 
help us achieve a healthy triple bottom line of economic, 
social and environmental performance.

pg 2

Telekom Malaysia Berhad
sustainability report 2010

connect
communicate
collaborate 



In an intensely competitive and rapidly 
evolving industry such as telecommunications, 
sustainable development plays an essential role 
in ensuring an organisation’s viability. At TM, we 
realise that sustainability issues can affect our 
investment value, our risk profile and potential 
liabilities. As a result, our Board of Directors and 
senior management are increasingly focused on 
ensuring the sustainability of all our activities. 
To us, sustainability is a value proposition 
that augments our inherent strengths while 
reinforcing the positive impact we make on the 
communities in which we have a presence. 

We believe in safeguarding the long-term 
interests of our stakeholders in order to ensure 
our own viability. That we have been successful 
in this regard is evident from the fact that we 
rank among the oldest corporations in Malaysia. 
TM has been fulfilling the telecommunications 
needs of the nation, contributing to its socio-
economic development, for over 64 years. 
Hence, we can safely say sustainability has been 
built into our corporate DNA. What’s more, our 
sustainability has been intricately linked with 
that of the nation, and we feel duty bound to 
maintaining this.   

Today, as we roll out the country’s ambitious 
High Speed Broadband (HSBB) programme, 
we are once again playing a significant role in 
supporting a key government agenda - one that 
will vouchsafe its sustainability by contributing to 
the country’s GDP and global competitiveness. 
In fact, we believe the need to think global is not 
just a prerequisite of successful governments 
but also that of any company wishing to remain 
relevant in the long term. This means embracing 
global issues and taking measures to adopt 
global best practices.

At TM, this borderless perspective is reflected 
in greater environmental consciousness. In 
recent years, as issues of climate change have 
become more urgent, we have been intensifying 
our efforts to minimise our carbon footprint. We 
have committed to reducing our CO2 emissions, 
and to embracing more efficient hence less 
wasteful behaviours. Most encouragingly, the 
changes we have implemented are sustainable 
and will result in our becoming a progressively 
greener organisation. 

In preparing this report, we have been guided 
by the Global Reporting Initiative (GRI) which 
evaluates sustainable development according 
to the three parameters of economic, social 
and environmental performance. By and 
large, these parameters correspond to 

the four pillars that support our corporate 
responsibility programmes in the marketplace, 
workplace, community and the environment 
(our marketplace and workplace initiatives 
corresponding to what the GRI-G3 would 
consider the economic aspects of our 
sustainability performance). 

I am extremely pleased to report that TM 
has achieved a GRI rating of A+ for the third 
consecutive year since we first started, and this 
is testament to the level of commitment TM has 
made to the practice and implementation of our 
CR programmes and initiatives.

While this report goes on to elaborate in 
detail how we ensure our sustainability in 
the marketplace, workplace and community 
and how we contribute to the sustainability 
of the environment, allow me to comment on 
TM’s performance according to the GRI-G3’s 
preferred triple bottom-line.

ECONOMIC SUSTAINABILITY 

Our economic sustainability rests on our being 
able to continue to deliver products that meet 
our customers’ needs and expectations. A 
major challenge we have faced in recent years 
has been the erosion of voice use as a result 
of greater migration to mobile services. Our 
response has been to reduce as far as possible 
the attrition rate of fixed voice service with the 
introduction of attractive value-add packages 
while concentrating on the promotion of fixed 
broadband which offers far superior quality to 
that of the wireless variety. TM’s sustainability 
is anchored on making good on our promise 
as Malaysia’s broadband champion, to deliver 
an enhanced and integrated digital lifestyle to 
Malaysian homes.

The High Speed Broadband (HSBB) project 
that we embarked on in 2008 is also key to the 
future sustainability of not only TM, but that 
of the nation. It is one of the most ambitious 
projects in the world in terms of scope and 
implementation, and is already one of the 
fastest roll-outs globally. This helps fuel the 
Government’s Economic Transformation 
Programme (ETP) aimed at progressing the 
nation to achieve high-income status. In this 
regard, we believe we are well positioned to be 
the preferred ICT partner to deliver the ETP, 
given our unrivalled local and international 
reach, as well as our proven resources and 
expertise.
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At TM, we believe our sustainability depends on good corporate governance, transparency 
and a sense of responsibility towards all our stakeholders. We are guided in our behaviour 
by the Malaysian Code on Corporate Governance, the Putrajaya Committee on GLC High 
Performance’s Silver Book on Achieving Value Through Social Responsibility, as well as our 
own Code of Business Ethics and Corporate Responsibility Strategy. Our CR Strategy supports 
our transformation into a next-generation telco with a strong focus on sustainability - 
sustaining customer retention through product innovation and service excellence; sustaining a 
high level of productivity and motivation among employees via a conducive work environment; 
sustaining shareholder confidence through uncompromising corporate governance; and 
sustaining our reputation in the marketplace by responding to the needs of society. 
 
We make a genuine effort to engage with our stakeholders through various formal and 
informal channels as we believe it is important to understand their needs as well as their 
concerns on any matter related to our services and operations. Such understanding allows us 
to better manage their expectations, thus establishing more robust and lasting relationships. 

Sustainability 
strategy and analysis

Customer s

Government
Employees and Unions

Shareholders and 
Investor s

Communities

Supplie r s

�™��Form al��management
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�� (weekly/monthl �n����
�� submission)
�™��Regular��briefings

�™�� �8�j�h�i�d�b�Z�g���H�Z�g�k�^�X�Z���� ��
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Materiality Analysis

We use a widely accepted materiality analysis to identify economic, social and environmental 
challenges and opportunities that are important to our external audiences, and prioritise 
these in our business strategies. In our Sustainability Reports, we highlight actions 
taken to address these challenges and the results obtained. In this manner, we ensure 
our Sustainability Reports disclose the most relevant and significant information to our 
stakeholders while promoting a better internal understanding of corporate citizenship issues.  
 
Our materiality analysis comprises the following steps:

1.	 Identify issues of concern 
Material issues are defined as those that may have a significant current or potential impact 
on our company, that are of significant concern to external groups and that we are able to 
address in a reasonable manner.

2.	 Assess issues identified
	 We review the issues that have the most significant impact on our stakeholders and our 

business strategy internally.

3.	 Focus on material areas
	 Issues identified as most material to external groups and critical to our company’s business 

strategies are organised according to five material areas.

4.	 Review priority issues
	 In our Sustainability Report 2010, we discuss the most significant and strategic issues and 

introduce these as priority issues. We have developed a materiality matrix to map these 
issues and prioritise our key reporting areas as a result of this analysis.

Workplace Marketplace Community 
Development

Environmental 
Performance

Corporate 
Governance

LOW  MATERIALITY      HIGH MATERIALITY

• Hazardous impact
 from operations

• Environmental impacts
 of transporting products  

• Supplier Relationship
 Management (SRM)

• Career Development

• Occupational Safety,
 Health and Environment 
 (OSHE)

• Tele-working and
 flexi-hours

• Environmental Performance     

• Ensuring access of  
 telecommunication
 networks and services 
 for everyone

• Customer Satisfaction 

• Employee Engagement 

• Training and Development  

pg 15
Telekom Malaysia Berhad

sustainability report 2010



corporate
governance

pg 16

Telekom Malaysia Berhad
sustainability report 2010

connect
communicate
collaborate 



We abide by the principles and best practices as set out in the revised Malaysian Code on 
Corporate Governance (CG Code), the Guidelines to Enhance Board Effectiveness as codified 
in the Green Book initiated by the Putrajaya Committee on GLC High Performance (PCG), the 
Corporate Governance Guide: Towards Boardroom Excellence by Bursa Malaysia Securities 
Berhad (Bursa Securities), the Bursa Securities Main Market Listing Requirements (Main LR) 
and also international best practices on corporate governance. 
 
Our commitment to realising shareholder value is evident in various local and international 
awards received in 2010, details of which are listed in the TM Awards & Recognition 2010 
section of this report.

Board Committees

The Board has established several Board Committees to assist in discharging its duties. 
The delegation of certain responsibilities of the Board to its Committees is made in 
accordance with Article 118 of the Company’s Articles of Association. Detailed activities and 
responsibilities of our Board Committees during the year are outlined on pages 84 to 89 of 
the TM Annual Report 2010.

Board Independence and Mechanism

The roles of the Non-Executive Chairman Datuk Dr Halim Shafie and Group CEO Dato’ Sri 
Zamzamzairani Mohd Isa are separated with clear division of responsibilities, in line with best 
practices and to ensure appropriate supervision of the Management. Such separation accords 
a balance of power and authority to the Board. Moreover, Datuk Dr Halim Shafie was not 
previously a CEO or a Management member of the Company.

All Board Committees have written terms of reference, operating procedures and authority 
delegated and approved by the Board, which are reviewed from time to time to ensure they 
are relevant and up to date. The Board receives regular reports on the Board Committees’ 
proceedings and deliberations. On matters reserved for the Board and where the Board 
Committees have no authority to make decisions, recommendations are highlighted in their 
respective reports for the Board of Directors’ deliberation and endorsement.

TM Board Committees

Audit Committee Investment 
Committee

Tender Risk Committee

Nomination and 
Remuneration 

Committee

Dispute Resolution
Committee

Workplace Marketplace Community 
Development

Environmental 
Performance

Corporate 
Governancecorporate

governance
Approach to Corporate Governance
Corporate governance is vital to achieving our vision 
of becoming Malaysia’s leading new generation 
communications provider, embracing customer needs 
through innovation and executive excellence. We 
define good corporate governance as a value-driven 
initiative that is reflected in non-monetary values 
including goodwill, trust and confidence. As a 
leading Government-Linked Company (GLC), we strive 
to strengthen our Corporate Governance to enhance 
both the flexibility of our management and the 
effectiveness of management supervisory functions.

FACTS AT A GLANCE

1st 
GLC to implement e-CBE

3
awards won in Malaysia Corporate 
Governance Index 2010 Awards

1st
runner up Overall for Malaysian Business-
CIMA Enterprise Governance Awards 2010

TM’s commitment in maintaining a high standard of 

Corporate Governance is evident through the numerous 

recognitions received from various parties 
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Board Effectiveness and 
Evaluation 

The Board Effectiveness Evaluation (BEE), 
first adopted in 2004 and reviewed in 2006, 
2008, 2009 and 2010, comprises a Board 
Evaluation, Committee Evaluation and a 
Board of Directors’ Self/Peer Assessment. 
The BEE is designed to maintain cohesion of 
the Board and to improve its effectiveness 
as well as draw the Board’s attention to key 
areas that need to be addressed.

Performance indicators on which the Board’s 
effectiveness is evaluated include the Board’s
composition, administration and process, 
conduct, accountability, interaction 
and communication with Management 
and stakeholders, responsibility and 
its evaluation on Board Chairman and 
Group CEO. Performance indicators for 
individual Directors include their interactive 
contributions, understanding of their roles 
and quality of input.

The Board of Directors and the Senior 

Management of TM work together 

closely to safeguard the interests of 

the Company

Board and Management Interaction

The Board has direct access to the 
Senior Management and has full and 
immediate access to information relating 
to the Group’s business and affairs in the 
discharge of their duties. Towards building 
and maintaining trust in order to deliver 
significant and positive performance and 
shareholder value, both the Board and 
Management acknowledge the importance 
of positive interaction, dynamics and open 
communication between them.

Management is given the opportunity to rate 
the Board annually, in terms of whether 
Board deliberations have been focused, 
constructive and supportive, and whether 
clear decisions have been arrived at based 
on relevant facts.

Code of Business Ethics and 
Whistleblower Policy

Our Code of Business Ethics (CBE), launched 
in O ctober 2004, supports the Company’s 
vision and core values by instilling the 
value of ‘uncompromising integrity’ in the 
behaviour and conduct of the Board of 
Directors, Management, employees and 
all stakeholders of the Company. The 
Management and employees are required to 
declare their assets and interest according 
to the Code of Business Ethics. 

Our CBE covers the following areas:
Responsibilities of the Directors, •	
Management and employees
Group dealings with shareholders, •	
customers, employees, suppliers, 
business partners, stakeholders and 
communities at large
Group dealings with respective •	
governments 
Group dealings with competitors•	
Group dealings in respect of Company •	
assets
Trading on insider information•	
Conflict of interest•	
Whistleblowing policy•	

The CBE was amended in 2010 to include 
zero tolerance of corruption, fraud, bribery 
and anti-competitive practices. It reminds 
employees that violation of the Code and law 
can lead to disciplinary action.

An online version of the CBE was launched 
in O ctober 2010, making TM the first GLC 
to have an electronic Code of Business 
Ethics (e-CBE). This e-CBE was first 
made available in English for reference by 
executives, including senior management. It 
is to be extended to other executives within 
the Group in the second quarter of 2011. A 
Bahasa Malaysia version for non-executive 
employees is being developed and is 
expected to be launched in the third quarter 
of 2011. 

corporate governance
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TM was the first GLC in Malaysia to launch an e-learning 

module on the Code of Business Ethics

Internal Control and Risk Management System

TM has in place Enterprise Risk Management processes for identifying, evaluating and managing significant risks 
faced by the Group. Risk assessment and evaluation take place as an integral part of our annual strategic planning. 
A detailed risk management process, culminating in a Board review, identifies key risks facing the Group and each 
business unit. This information is reviewed by Senior Management as part of the strategic review. The Board’s 
evaluation of the effectiveness of internal controls in the Group is based on criteria developed under the COSO 
(Committee of the Sponsoring Organisations of the Treadway Commission) Internal Control Integrated.

*  Please refer to our Annual Report 2010 for full details of our Corporate Governance statement and practices.

Setting the Risk Management Policy, 
Governance and Risk Appetite

•	 Board of Directors
•	 Board Risk Committee

Ensuring risk management 
implementation and monitoring

•	 Management Committee
•	 Group Business Assurance
•	 Group Risk Management

Risk Management Execution  
& Risk Ownership

•	 Line of Business
•	 Business Function
•	 Central Function
•	 Subsidiaries

* TM Group Risk Management policy and guidelines

Our e-CBE system has been developed to create 
awareness of positive workplace values and 
emphasise the correct code of conduct. It features 
interactive, dynamic content such as videos, 
animations, case studies and games. These 
modules were created in collaboration with the 
Malaysian Institute of Integrity (MII) and are in 
line with the national agenda under the National 
Integrity Plan (NIP).

The Whistleblower Policy was established under 
our CBE for TM Group employees to report any 
concern they may have on actual or suspected 
unethical behaviour or fraud within the Group. 
An internal whistleblowing programme has been 
introduced to create greater awareness of how 
employees can channel their concerns about 
illegal, unethical or improper business conduct 
without compromising their confidentiality or 
safety. We acknowledge the importance of 
creating an open and trusting environment, where 
employees feel comfortable about reporting 
wrong-doing to their superiors.
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Organisational chart to show workplace sustainability at TM

HUMAN RIGHTS
& DIVERSITY 

EMPLOYEE 
ENGAGEMENT 

HEALTH & 
SAFETY 

TRAINING & 
DEVELOPMENT

BENEFITS AND 
REMUNERATION

WHY TM?

Labour practices and Decent work

Our success relies on the dedication and engagement of our 26,743 employees across the Group. We 
value our employees and are committed to creating a workplace where they can achieve their full 
potential. As a result of various initiatives, we have won the Best Workplace Practices category of the 
Prime Minister’s CSR Awards for two consecutive years (2009 and 2010), a significant achievement 
that establishes TM as a leader in employee engagement. 

We realise that the most conducive work environment takes into account a fine work-life balance for 
its employees, and have introduced four initiatives towards this end: 

Flexible Working Hours•	 , allowing employees to choose one of three working schedules. This 
is part of our 100 Day Revitalising Corporate Culture Initiative. Flexi hours were officially 
implemented in 2009, following a pilot programme in 2008. A total of 364 employees opted for 
the scheme.
Teleworking•	 , providing employees the option of working at a remote location away from the 
workplace. It was introduced to reduce office space rental and to improve the recruitment and 
retention of talented personnel in the Sales Divisions – Enterprise Sales, Government Sales, 
SME Sales and Consumer Sales. All teleworkers are expected to adhere to all applicable 
laws, rules, regulations, policies and procedures regarding information security. In 2010, 100 
executives opted to telework.
Flexible Rest Days•	 , offering employees the option of taking Thursday and Friday, or Saturday 
and Sunday off work.
1TM Leave•	 , ensuring employees have sufficient time off so as to return to work refreshed.

These initiatives have improved morale and performance while also allowing for the better 
management of employees’ annual leave. 

We are dedicated t o creating an i nspiring workplace 
that attracts a nd retains highly skill ed i ndividuals. 
We place a great deal of  emphasis on l earning and 
training to ensure continuous career growth of 
our employees, pr oviding th em th e opportunity t o be 
the best th ey can possibly be. We pride ourselves on 
being an employer of choice a nd recognise that w e 
can only attract a  nd retain th e best people f or th e 
position by offering l eading t erms and conditions. 
We are f ocused on creating th e right culture with 
fair processes and development opportunities 
to f oster a workplace that d elivers outstanding 
customer service a nd shareholder  value. 

TM was once again announced winner of the Best Workplace 

Practices category in the prestigious Prime Minister’s CSR 

Awards 2010 after winning the same title in the previous year

FACTS AT A GLANCE

70,860
employees participated in TM training
programmes

640 
executives identified for the Talent Pool

29,517
participants trained in HSBB and IP-related 
programmes in 2010

3
Collective Agreements signed with our 
Unions - NUTE, SUTE and UTES
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Benefits provided to full-time employees 

We provide a wide range of financial and non-financial packages in addition to our basic salary increments, bonuses and medical benefits. These are 
summarised in the table below:

Remuneration package Types of benefit offered:

Competitive Reward Bonus plan, annual salary increment, Sales Incentive Scheme (SIS), GCEO Merit Awards, State Awards, 
Mega Project Awards, Excellent Project Team Awards, Market Competitive Incentive (MCI) 

Attractive Allowances Housing Assistance Allowance, Cost of Living Allowance (COLA), Regional Allowance, Standby Allowance, 
Shift Allowance, Hardship Allowance, Lecturing Allowance, E ntertainment Allowance

Education Assistance Scholarships and loans for employees pursuing Diploma, Degree, Master’s or PhD qualifications

Insurance Coverage Group Personal Accident (GPA) and Group Term Life (GTL)

Medical Coverage Inclusive of 
Spouse and Children

Unlimited medical coverage for employees, spouses and children; and access to facilities at company panel 
clinics, private and government hospitals

Maternity Leave 60 days full-pay maternity leave for female employees 

Compassionate Leave Compassionate leave is awarded on a full-pay basis for a maximum of seven days in any one 
calendar year

Pilgrimage Leave A maximum of 40 days, inclusive of weekends and public holidays, is offered to employees performing 
the Haj, but only once during their service with TM

Study Leave and Company 
Scholarship

Study leave is granted to employees who have taken advantage of our scholarships

Examination Leave Time off is granted to employees sitting examinations that have been recognised by TM

Our Teaming with Passion programme was launched in 2009 to create a greater 
sense of unity and camaraderie among our employees. This programme promotes 
positivity in leadership among senior management and aligns them with the 
Company’s strategic direction. In 2010, a new Performance Linked Wage System 
(PLWS) was implemented for non-executives in Peninsular Malaysia and Sabah.

workplace

Employee Diversity 

We have a non-discrimination policy covering ethnicity, gender and disability. We hire and reward workers based on their contribution and 
performance within the organisation. As a GLC, our workforce consists of a diverse ethnic group, comprising 84% Malays, 5% Chinese, 
4% Indians and 7% other ethnicities. We value, respect and leverage on the unique contributions of people from diverse backgrounds and 
experiences to deliver to an equally diverse community. 
 
A more detailed breakdown of our workforce diversity trend can be found in the Human Resources Data at the end of the Workplace section 
in this Report. The table includes employee turnover rates by age group, gender, region and employment contract. We also adjust our 
workplace to accommodate religious and cultural practices wherever possible.

The Teaming with Passion programme 

has rejuvenated TM’s esprit de corps and 

strengthened the bond among employees 

from different divisions and units
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Table 1: Number and percentage of disabled employees from 2008 to 2010

Number of 
Disabled Staff

Total 
Employees

% of Total 
Workforce

2008 13 23,496 0.05%

2009 12 24,744 0.04%

2010 11 26,629 0.04%

Fair Pay Policy – Basic salary of Men vs. Women

As of December 2010, 9,586 of our employees were female. There are no 
disparities in pay between men and women – all employees receive the same 
pay regardless of gender and position (1:1). Although there is no minimum wage 
law in Malaysia, our base salary is competitive and includes performance-based 
incentives and rewards.

Percentage of Women in Management and Top-Management:

Total breakdown of employees by 
executive or non-executive for 2010

Executive

Non-Executive

9,321

17,308

Executive

Non-Executive

9,321

17,308

*	 Top management: General Managers & above 
*	 Management: Managerial positions (Assistant General Manager & Managers)

2008

6.05

5.16

0.21 0.23 0.37

5.21
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Total breakdown of employees by gender from 2008 to 2010

MaleFemale
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4
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Total breakdown of employees by 
gender from 2008 to 2010:

Indian

Others

Malay

Chinese

7%4%
5%

84%

Indian

Others

Malay

Chinese

7%4%
5%

84%

Breakdown of Workforce Ethnic 
Diversity, 2010

Regardless of age and race, 

TM employees joined forces 

in supporting various external 

events in which the 

Company participated
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