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TM Sustainability Report 2009
This report is one of TM’s approaches to
communicating our corporate information
proactively to the public at large. It focuses on
the delivery of social and environmental value,
whereas our Annual Report deals with the delivery
of economic value. Taken together, the two Reports
will give shareholders and all stakeholders a clear,
comprehensive and honest view of our performance
in managing the economic, social and environmental
dimensions of our activities
To produce this report, we have collated information
and used quantitative indicators where relevant for
better accuracy. We also highlight our achievements
in 2009 in comparison to last year’s performance
and use this as a benchmark to set targets for
2010.

Scope of Report
Reporting period: January to December 2009
Coverage : TM and its subsidiaries as included in
the company’s consolidated financial statements.
Subsidiaries refers to all companies in which TM
holds a majority stake or has direct managerial
control.
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Corporate Responsibility (CR) is an important agenda for TM as CR is
about doing business responsibly and ethically, with integrity and strong
governance. For us, this extends beyond just philosophical commitment; it
is embedded into how we run our business. Given its strategic importance,
it has been taken up at the Board of Directors level to ensure the
implementation of the best practices that would produce profit and
efficiency, whilst being responsible towards the employees and all other
stakeholders. Ensuring responsible operations can help to sustain long
term business growth.
Last year, we took a step further in communicating our commitment to
transparency and accountability by producing our inaugural Sustainability
Report. The Report gave additional perspectives on TM’s performance in
the marketplace, workplace, community and environment, showcasing our
sustainable business practices in these areas. Consistent with the need
for Triple Bottom Line reporting, TM’s Sustainability Report has been
written in a format which complies with the Global Reporting Initiative
(GRI) framework to provide our stakeholders both with financial and nonfinancial information against which to compare our current and future
performance.
Based on the gaps identified in last year’s reporting, we have extended our
efforts in formulating the necessary strategies and initiatives to fill these.
In this report, we have included a materiality analysis, which outlines our
performance in relation to the gaps from previous years and sets future
targets. The improvement initiatives undertaken include strengthening
Corporate Governance, ethics and compliance as set forth in the TM
Group Code of Business Ethics. We are also working cooperatively with
our suppliers to ensure the adoption of social responsibility in the supply
chain.
We are pleased that our efforts and commitment continues to be
recognised externally. In 2009, TM won the Prime Minister’s CSR
Awards in the Workplace Category and the Starbiz Malaysia Corporate
Responsibility Awards in the Community Category for companies with
market capitalisation above RM1 billion. While I am proud of the
recognition that we have received, we continue to push ourselves to do
more. We have set formal goals in our primary corporate responsibility
focus areas, helping to drive accountability and continuous improvement.
In 2009, we set new environmental goals in key areas such as emissions
reduction and biodiversity. We also launched an internal green campaign
to help focus all of our employees on environmental sustainability.

Community
We are committed to serving the community in which we operate. We
do this by contributing towards the community’s capacity building. TM’s
goal is to assist in building Malaysia’s human capital, in support of the
Government’s vision of nurturing a knowledge-rich and skilled nation.
Through our foundation, we provide scholarships to outstanding and
deserving students to pursue their studies locally and overseas. Donations
are also given on a one-time basis to needy institutions and individuals
such as Welfare Organisations, poor families, as well as students from
primary, secondary and university in support of their educational and cocurriculum activities.
As a telco, our nation-building initiatives also focus on bridging the digital
divide between urban and rural communities. Between 2007 and 2010, we
have adopted a total of 5 schools into the PINTAR programme, which aims
to create awareness of the importance of good academic achievement
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among students from low household income groups, and involves the
community in IT. I am pleased to see the improved performance of the
students in these schools in both in their academic and non-academic
achievements. We have also extended our support to single parents to
improve their lives and afford them a sustainable living through our
Sejahtera programme.
These are just a few examples of what we are doing. At TM we are
utilising our businesses, our technologies and the talents of our
employees throughout the company in a coordinated manner. We
aim to contribute to cultural and social progress and to support local
communities. I sincerely hope that this report will provide you with
a greater understanding of our efforts and our commitment to the
community.

speed broadband service, we have embarked on particularly intensive
training on fibre technology. Last year alone, 7,000 employees
underwent targeted IP-based training.
We are constantly improving the way we develop our people and how
we communicate and engage with them so that we can continue to
attract and retain the best talent. We have also taken further steps
in promoting a better work-life balance with teleworking, flexible
working hours and providing them the opportunity to volunteer in TM’s
community programmes. I am pleased that our efforts to improve our
workplace practices are recognised - TM was named as one of the 10
Best Employers in Malaysia 2009.

Environment
We have also further emphasised our role in nurturing the environment.
In 2009, we have successfully launched our teleworking initiative and
internal environmental awareness campaign, BumiKu. Across our
operations, TM is implementing initiatives to reduce our water and
energy use and also reduce the amount of waste we produce. During
the year, we are committed to monitor closely and disclose our
environmental performance. This report includes our performance
data in relation to TM’s commitment to reducing all environmental
components.
Climate change has been the defining social issue in recent years.
In response to this issue, our Research and Development team
continues to innovate new developments such as alternative energy,
renewable energy and carbon offset. We have set a target to improve
energy efficiency and conservation by 3% at our headquarters, Menara
TM during 2010.

Dato’ Zamzamzairani Mohd Isa, Group CEO TM receiving the award for Workplace
category from Prime Minister of Malaysia during the Prime Minister’s CSR Awards 2009

Marketplace
We recognise that our success in the marketplace depends on our
ability to continually earn our stakeholders’ trust and meet their
expectations. This simply means “Doing Business Right,” and it is
central to our vision. Guiding our behaviour in the marketplace,
TM’s Code of Business Ethics applies to our Board, members of the
management team, all employees and stakeholders of TM. It supports
our core values by instilling and helping us to internalise the value of
“uncompromising integrity”.
To ensure that TM delivers on its commitment and meets stakeholders
expectations, we embarked on our Performance Improvement
Programme (PIP) 1.0 in 2006 and continued with PIP 2.0 in 2008
This programme is anchored by four strategic thrusts – Customer
Centricity and Quality Improvements, Operational Excellence and
Capital Productivity, One Company Mindset with execution orientation
and Leadership through Commercial Excellence – COOL.

Acknowledgment
I would like to thank all employees for their continued loyalty
and dedication to the Company. Working together, I am confident
that we can achieve greater success in the future. With the whole
organisation aligned in embracing CR and the principal that business
has a responsibility beyond that of returning a profit to shareholders,
I believe TM is well positioned to continue delivering value to both our
customers and shareholders. Finally, I wish to extend our appreciation
to our regulators, business associates, business partners, clients and
government authorities for their unending support throughout the
years.
As always, we hope you find our Report useful and informative and
we appreciate your comments and feedback which are valuable to us
in developing our future initiatives in-line with the expectations of our
stakeholders.

Workplace
Investing in our employees is crucial to the sustainability of our
business. They are the talent behind our success who translate
complex technology into simple, effective services. To ensure their
skills keep pace with emerging technologies, we constantly train and
retrain our technical staff. With the deployment of Unifi, our high

Dato’ Zamzamzairani Mohd Isa
Group Chief Executive Officer
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Corporate
Profile
TM is the largest integrated communications solutions provider in Malaysia, and one of
Asia’s leading communications companies, with market capitalisation of RM11 billion
and an employee force of 24,744. Established as the Telecommunications Department of
Malaya in 1946, it was privatised in 1987, and listed on Bursa Securities in 1990. Since
then, its growth has been phenomenal. In 2007, it was decided that a demerger of the
mobile and fixed services would be strategic. This exercise was completed in April 2008,
allowing TM to focus more intently on its core business of providing communication
services and solutions in Internet and multimedia, data and the fixed line.

VISION
“To be Malaysia’s leading new generation
communications provider, embracing
customer needs through innovation and
execution excellence”

MISSION
To achieve our vision, we are determined
to do the following:
• Strive towards customer service
excellence and operational efficiency
• Enrich consumer lifestyle and
experience by providing innovative
new generation services
• Improve the performance of our
business customers by providing high
value information and communications
solutions
• Deliver value for stakeholders by
generating shareholder value and
supporting Malaysia’s growth and
development
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TM has always been a partner in nation-building, enabling Malaysia’s development
with the latest technologies. As it transformed its network infrastructure from analog
to digital and, now, to an IP base, the nation has benefitted from new communication
possibilities as well as better and faster connectivity. TM was one of the pioneering
companies in facilitating Malaysia’s entry into the Internet age with Streamyx, its
broadband service introduced in 2001. Serving 1.43 million customers as at end 2009,
TM today is Malaysia’s leading broadband service provider.
TM’s latest nation-building endeavour involves rolling out the most exciting
telecommunications service to date: High Speed Broadband (HSBB). In September 2008,
it signed a Public-Private Partnership to develop an HSBB network and services that will
deliver speeds of 10Mbps (Megabits per second) and beyond via fibre optic infrastructure,
to high economic impact areas. Under this initiative, 1.3 million premises are to have
high speed broadband access by 2012. The infrastructure needed will be developed over
10 years, with the Government co-investing RM2.4 billion and TM, RM8.9 billion.
HSBB is an end-to-end project encompassing access, core and international infrastructure
network. The initial roll-out was successfully launched in March 2010, in four exchange
areas of Shah Alam, Subang Jaya, Taman Tun Dr Ismail and Bangsar. HSBB is offering
triple play service of video, high speed Internet and voice. With HSBB as an enabler,
there are many, many potential high bandwidth next-generation applications such as
video-on-demand, online gaming, interactive shopping, Internet Protocol Television
(IPTV), etc., that are made available which would make the overall experience engaging
for consumers. It heralds a digital revolution enabling people to work together and
collaborate more effectively than ever before.
Complementing the all-IP HSBB network is enhanced global capacity via new international
gateways. The latest consortium cable spearheaded by TM, the Asia America Gateway
(AAG), is the first high-bandwidth optical fibre submarine cable system to directly
link South East Asia with the United States (US). With an initial equipped capacity of
500Gbps, the submarine cable network is upgradeable for future transmission facilities
that support higher Internet and e-commerce traffic. Commercial traffic has begun in
20,000km of the network which positions TM as a regional IP hub for Internet service
providers (ISPs) to gain connectivity to the US.
Committed to universal service excellence, TM has adopted a business model that
is tuned in to the marketplace. Operationally, it is aligned to six principal customer
segments: Consumer, Small Medium Enterprise (SME), Enterprise, Government,
Wholesale and Global. Wholesale focuses on bandwidth and other infrastructure to
telcos, ISPs, managed network service providers, application service providers, global
operators and data centre providers; while Global provides satellite, terrestrial and
submarine fibre optic connectivity across Asia, Europe, the Americas, Oceania, the
Middle East and Africa.

The new business model creates greater synergies between
the various divisions, and allows TM to target its product
and service offerings more specifically to the needs of the
different niches. To further enhance the customer experience,
TM focuses on accessibility, simplicity and convenience of
transactions via its extensive network of TMpoints and the
secure, customised self-service portal, TM Online.
Underlining all TM’s operations is a deep commitment
to corporate responsibility (CR), which guides its actions
and behaviour towards stakeholders. TM’s CR initiatives
cover the four dimensions of marketplace, workplace,
community and the environment. These initiatives have
been recognised. TM in 2009 won the Starbiz-ICR Malaysia
Corporate Responsibility Award for the Community; and the
Prime Minister’s CSR Award for best Workplace Practices.
In the community, TM has a tradition of capacity-building
through education and bridging the digital divide. In 2009,
TM spent 2.5% of profit before tax for its community
activities, higher than the global best practice of 1.0%.
Yayasan TM, the Group’s foundation, offers scholarships to
outstanding and deserving students to pursue their studies
at local and international institutes of higher learning.
Its Multimedia University is a training ground for the
development of a knowledge-generation; while at the
school level, it introduces children to the powerful benefits
of ICT. TM also provides disaster relief and caters for the
needy and underprivileged by donating to welfare homes,
Non-Governmental Organisations (NGOs) and charitable
organisations.
As a responsible company, TM is conscious of playing its
part towards sustainable development. Its green agenda
includes the ISO 14001:2000 Environmental Management
System to minimise waste, and protect and preserve
the environment and the nation’s natural resources. The
Company has also piloted a teleworking initiative for its Sales
staff and enforces remote meetings via teleconferencing
and live streaming between regional offices nationwide.
Employees are further encouraged to contribute towards
environmental efforts via active participation in an internal
green campaign, Bumiku.
TM believes that commitment to CR contributes to greater
shareholder value. It enhances the TM brand, encourages
the best people to want to work for TM and serves as a
powerful reason for customers and business partners to
do business with TM.

TM is a pillar of integrity and innovation in the Malaysian telecommunications
landscape, built on a foundation spanning more than 100 years. Based on its
history of excellence, TM will continue to open up new possibilities to Malaysians,
enabling them to use new-generation connectivity to make anything possible.
Financial year ended December 2009
(In RM Million)

2008

2009

8,674.9

8,608.0

353.8

921.6

– Continuing operations

276.2

673.3

   – Discontinued operations

624.9

—

– Continuing operations

229.3

643.0

   – Discontinued operations

562.6

—

Total shareholders’ equity

10,248.1

6,987.5

Total assets

22,533.2

19,942.5

7,000.0

6,713.5

Return on shareholders’ equity

5.3%

7.5%

Return on total assets

4.0%

3.4%

Debt equity ratio

0.7

1.0

Dividend cover

0.9

0.8

Operating revenue
Profit before taxation and zakat
Profit for the financial year

Profit attributable to equity holders of the
Company

Total borrowings
Financial ratios

As at 20 March 2010, TM’s major shareholders were as
follows:
No. of Shares
Held

Percentage
(%)

1,185,219,188

33.13

Employees Provident Fund Board

381,103,600

10.65

AmanahRaya Trustees Berhad
– Skim Amanah Saham Bumiputera

314,994,000

8.81

Khazanah Nasional Berhad
– Exempt An

309,517,985

8.65

Khazanah Nasional Berhad
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corporate
profile
Corporate Responsibility at TM
Corporate Responsibility (CR) within the TM Group is guided by a comprehensive CR Strategy which reflects the Group’s
vision to be Malaysia’s leading new generation communications provider, embracing customer needs through innovation
and execution excellence. In day-to-day operations, this means striving to achieve service excellence to enrich the
lifestyles of its customers; providing a conducive environment that motivates and empowers employees; upholding the
highest principles of Corporate Governance to bring added value to shareholders; responding to the needs of society,
including communities that are marginalised; and continuing to propel the nation towards greater heights through the
provision of innovative, new generation services and solutions.

Mapping TM’s CR Practices Against Bursa Securities CR Framework for PLCs and Triple
Bottomline Reporting
Triple Bottomline

CR Dimensions

Key Initiatives

Economic

Marketplace

– Best Corporate Governance practices
– Policy and guidelines to govern business conduct e.g. Code of Business Ethics, Procurement
Ethics
– Embed Enterprise Risk Management framework into operations
– Special Focus Group and Customer Advisory Panels
– Customer Satisfaction Survey and online feedback
– Customer Service Management e.g. Rapid Response Team (RRT)
– Customer education/awareness programs
– Vendor training and standard procurement process
– Stakeholder engagement e.g. shareholders, IR programs, relevant agencies

Workplace

–
–
–
–
–
–
–
–
–

Community

TM in Education
– Through Yayasan TM, TM gives out scholarships to outstanding and deserving students
– Establishing Multimedia University

Social

Transparent performance management system
Employee satisfaction monitoring
Disability and Health benefits
Occupational Safety & Health implementation (OSH)
Development and training opportunities
Employee Assistance Program (EAP)
Mentoring program
Work-life balance e.g. Flexi-hour, teleworking
Talent Pool management

TM in Community and nation building
– PINTAR/KPKK School Adoption
– Program Sejahtera: Single Mother Project
– Ad hoc donations/sponsorship to charitable organisations
Environment

Environment

–
–
–
–
–
–
–
–
–
–

Establishing TM Environmental Manual
OSHE Policy in place
Active participation in recycling efforts
Menara TM as role model (intelligent building)
Optimisation of power usage (air-condition and lights to be turned off at pre-set times)
Considerations in placement of exchanges and stations
Green landscaping at TM offices
Scheduled vehicle maintenance
Internal Initiative: BumiKu Campaign
External Initiative: TM Earth Camp

* KPKK-Ministry of Information, Communication & Culture
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Our Focus
TM’s ultimate objective is to empower people by facilitating communication; simplifying mundane activities; enabling
information to flow seamlessly; and creating added value by widening the reach and access of our customers. We thus
consistently adopt the latest technological advances which are then transformed into lifestyle and business enhancing
products and services.

Our Strategy
In 2009, the strong CR culture at TM was reinforced by its Performance Improvement Programme (PIP) 2.0, through
which responsible behaviour was internalised by employees and mirrored in all their actions. Corporate responsibility
is a strategic agenda which reflects the Company’s commitment to its various stakeholders. TM’s belief in doing
business ethically and with integrity means it aligns its business and operations to CR values, integrating the interests
of stakeholders into all corporate initiatives. Its focus on delivering the Triple Bottom Line of social, environmental and
financial profit acts as a sure investment into the long-term sustainability of the business.
Furthermore, as a signatory of the United Nations Global Compact, TM aligns its operations and business strategies with
the 10 universally accepted principles contained in the areas of human rights, labour, environment and anti-corruption.

Internalising CR via PIP
Customer centricity and quality improvements
•
•

Enhance the quality of experience for customers
Implement customer service and quality improvements and create continuous
improvement mechanism for customer experience

Operational excellence and capital productivity
•

> Marketplace

•

> Workplace
> Community
> Environment

Drive structural cost optimisation and process improvements to achieve
significantly improved OPEX and CAPEX position
Increase working capital efficiency by:
– Reducing accounts receivable days
– Optimising inventory management

One company mindset with execution orientation
•
•
•

Drive efforts effectively to improve talent management and execution
capacity
Cultivate mindset change to serve as a single customer-facing company
Realign roles of core affiliates

Leadership through commercial excellence
•

•

Drive growth across all customer segment by:
– Optimising the products portfolio
– Channel and sales force improvements
Drive broadband penetration both through HSBB and BBGP
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GROUP

CORPORATE
STRUCTURE
(AS AT 15 MARCH 2010)

WHOLESALE
• Fiberail  SDN BHD (54.0%)
• Telekom  Enterprise  SDN BHD (100.0%)
– Fibrecomm  Network  (M) SDN BHD
(51.0%)

GLOBAL

SUPPORT BUSINESS

RETAIL

• TELEKOM MALAYSIA (USA) INC
(100.0%)

• TM FACILITIES SDN BHD (100.0%)
– TMF AUTOLEASE SDN BHD (100.0%)

CONSUMER

• TELEKOM MALAYSIA (UK) LTD
(100.0%)

• MENARA KUALA LUMPUR SDN BHD
(100.0%)

• TELEKOM MALAYSIA (HONG
KONG) LTD (100.0%)

• TELEKOM MULTI-MEDIA SDN BHD
(100.0%)
– TELEKOM SMART SCHOOL
SDN BHD (51.0%)
– MUTIARA.COM SDN BHD (30.0%)

• TELEKOM MALAYSIA (S) PTE LTD
(100.0%)

• UNIVERSITI TELEKOM SDN BHD (100.0%)
– UNITELE MULTIMEDIA SDN BHD
(100.0%)
– MMU CREATIVISTA SDN BHD (100.0%)
– MULTIMEDIA COLLEGE SDN BHD
(100.0%)

• TM INFO-MEDIA SDN BHD (100.0%)
• TM NET SDN BHD (100.0%)
• TELEKOM SALES & SERVICES SDN BHD (100.0%)
SMALL MEDIUM ENTERPRISE (SME)
ENTERPRISE
• VADS BERHAD (100.0%)
– VADS BUSINESS PROCESS SDN BHD (100.0%)
[10.0%]
[90.0%]
– PT VADS INDONESIA
– VADS PROFESSIONAL SERVICES SDN BHD (100.0%)
– VADS SOLUTIONS SDN BHD (100.0%)

• MOBIKOM SDN BHD (100.0%)

– VADS E-SERVICES SDN BHD (100.0%)

• PROPERTY MANAGEMENT

– MEGANET COMMUNICATIONS SDN BHD (100.0%)

• PROPERTY OPERATIONS
• SECURITY MANAGEMENT

GOVERNMENT
• GITN SDN BHD (100.0%)
PRODUCT*
• TELEKOM APPLIED BUSINESS SDN BHD (100.0%)
NETWORK/IT
• TELEKOM RESEARCH & DEVELOPMENT SDN BHD
(100.0%)

TM HAS COME A LONG WAY FROM ITS INCEPTION AS A GOVERNMENT
DEPARTMENT INTO ONE OF THE MALAYSIA’S LEADING COMPANIES
Apr ’08: De-merger of fixed
line and mobile business
Apr ’05: Re-branding of TM
Nov ’90: Listed on
Bursa Malaysia
Jan ’87: Corporatisation
of Jabatan Talikom
Malaysia
‘82: Govt policy on
corporatisation
’84-’86: Legislative &
Administrative action

1957
1946

1964

1990

1987

Telecomunications
Department,
Federation of Malaya

Malayan
Telecomunications
Department
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Telekom Malaysia
Berhad

Telekom Malaysia
Berhad

Syarikat Telekom
Malaysia Berhad

Jabatan Talikom
Malaysia Berhad

2005

2008

TMI

Awards AND
Recognition
7
9

8

22

13

6

20
19

10
11

12

1

2
3

4

5

15

16

17

18

14

The Brand Laureate Award 2008-2009
– Best Brands 1
31 March 2009

ABU Asia-Pacific Robot Contest 2009
Tokyo – TOYOTA Award 7
22 August 2009

Hewitt Best Employers
– 10 Best Employers in Malaysia 2009 2
2 April 2009

Malaysian Business-CIMA Enterprise
Governance Awards
– 1st Runner Up Overall 8
– 1st Runner Up CSR Category 9
6 November 2009

Frost & Sullivan Malaysia Telecoms
Awards
– Data Communications Service Provider of
the Year 3
– Broadband Service Provider of the Year
4

5 May 2009
Reader’s Digest Award
– Trusted Brand (Platinum) 5
5 May 2009*
Malaysian Association of Risk and
Insurance Management (MARIM) Award
– Risk Management Award of
Excellence 6
16 June 2009

ContactCenterWorld.com Award
– Best Contact Center (250 + Agents) 10
6 November 2009
CISCO Award
– Managed Services Partner of the Year
(Revenue) 11
10 November 2009
International Business Review Awards
– Excellence in the Telecommunications
Sector 12
19 November 2009
Anugerah Pelancongan LIBUR
– The Best Monument Award 13
2 December 2009

21

NACRA Awards for
❑	Industry Excellence – Trading &
Services 14
❑	Most Outstanding Annual Report of the
Year – Gold 15
❑	Overall Excellence – Gold 16
❑ Best Corporate Responsibility – Gold 17
❑ Best Annual Report in Bahasa Malaysia
– Gold 18
3 December 2009
Malaysian Corporate Governance Index
Award
– Distinction 19
– Best AGM Conducted in 2009 20
10 December 2009
Starbiz-ICRM CR Awards 2009
– Community Category 21
5 March 2010
2009 Prime Minister’s CSR Award
– Workplace Category 22
8 March 2010
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TM

WORLDWIDE
COVERAGE

STRATEGY AND
ANALYSIS
TM Materiality Analysis
The Global Reporting Initiative Sustainability Reporting Guidelines (GRI-G3) uses materiality as one of four key
principles in defining report content. Material issues are “topics and indicators that reflect the organisation’s significant
economic, environmental and social impacts, or that would substantively influence the assessments and decisions of
stakeholders”.
In formulating our sustainability framework, we have used the GRI-G3 Guidelines on Sustainability Reporting. We have
also given our sustainability efforts structure by conducting a materiality analysis that identifies the issues of most of the
social and environmental impact arising from our operations and assesses their importance to stakeholders. It should
be noted that our responses to issues are also constrained by our level of control and our ability to affect the outcome
of policies and practices.

Identifying Key Issues
We have attempted to conduct the identification process of key issues according to three broad categories specified
by GRI-G3 Economic, Social and Environment. Given our business concerns, most issues clearly carry some form of
economic, social and environmental impact and hence we classify these issues by the corresponding areas they are most
likely to affect.
STAKEHOLDERS

ISSUES OF CONCERN

TM’S APPROACH

Government
i. KPKK
ii. Regulatory Body –
MCMC
iii. Local Authorities

•
•
•
•

Price
Quality of products and services
Reliability
Social and environmental impacts

•
•
•

Formal management arrangements/meetings
Compulsory reports (weekly/monthly submission)
Regular briefings

Shareholders and
investors

•
•

Value Creation
Governance

•
•
•
•
•
•

Regular formal meetings/arrangements/conference calls
AGM/EGM
Quarterly announcement of financial results
Investor conferences
Feedback via website: investor@tm.com.my
Annual Analyst Day

Customers

•
•
•

Quality of products and services
Reliability of products and services
Price

•
•
•

Quarterly face-to-face survey
Focus groups and advisory panels
Open and interactive communications via website, customer
service counters and phone (100)

Employees and Unions

•
•
•
•
•
•
•
•

Work safety conditions
Performance and development review
Effective internal communications
Training opportunities
Long-term career development prospects
Recruitment & retention
Governance
Welfare and benefits

•

Comprehensive Occupational Health and Safety policy (OSHE
policy)
Yearly performance reviews
Development of internal communications plan, which include
intranet, staff newsletters (print and electronic)
Monthly ‘Teh Tarik’ sessions with GCEO
Intranet chat forum
Personal and health insurance coverage
Tele-working and flexi-hours
Employee Assistance Programme (EAP)
Open communications on feedback and enquiries via email
Annual Family Day and Award’s Night
Training and development opportunities at TM Training College,
INSEAD
Regular and open dialogues with Union

•
•
•
•
•
•
•
•
•
•
•
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STAKEHOLDERS

ISSUES OF CONCERN

TM’S APPROACH

Communities
i. Resident councils
ii. Bloggers

•

Corporate Citizenship and support for the
community organisations
Quality and reliability of products and
services
Employment and apprenticeship
opportunities

•
•
•

Focus groups and advisory panels
Building of telecentres for rural communities
Regular briefings and face-to-face meetings

•
•

Business Partners

•
•
•

Training
Development of business networks
Quality of products and services

•
•
•

Periodic online surveys
Trainings
Open communications channels

Media

•

All as above

•
•
•
•

Media briefings
Media releases
Interviews and press conferences
Media luncheons and get-togethers

We aim to build a sustainable relationship with our stakeholders by providing additional value, thereby increasing their
trust in TM Group. To achieve this we make a genuine effort to understand and engage with our stakeholders through
formal and informal mechanisms. We believe that stakeholders’ support is the key to our success.

Assessing the potential impact of issues
and their importance to stakeholders
Once we have identified key issues, we then use a materiality
matrix to map these issues and focus our efforts on each
area according to the following criteria:
1.

Significant disclosure: We report our comprehensive
management approach, set targets where relevant
and disclose our performance in achieving the goal.

2.

Issues for disclosure: Issues covered in this area
are reported but not necessarily with quantitative
performance indicators.

3.

Issues not disclosed: These issues have been
identified as low materiality and are not reported in
detail.

Issues not disclosed

Issues for disclosure

Significant disclosure
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STRATEGY AND
Analysis
Focus on material areas
Having identified the areas of significant impact of our operations and of most concern to our stakeholders; we have
formulated our approach to sustainability reporting. This developed approach means that this Report has been structured
in a way that stresses priority areas, highlights the rationale behind each selection and demonstrates our commitment to
addressing each area and its current performance.
We have made a significant effort to increase disclosure by using a proxy form for reporting systems to give an underlying
context to data. For example, performance data trends within the sector are not always available, because some data is
deemed private and confidential. In such cases, publicly available benchmarking data is used in lieu of sector-specific
data. In the case of water efficiency and monitoring, we have not yet installed any systems to gather the information
needed. With reference to our materiality mapping, these issues have been identified, reviewed and approved by senior
management as part of our ongoing commitment to sustainability.

Item description

Section

TM Achievements 2009

1

Governance and Ethics

Corporate Governance

TM renewed business ethics training programme modules which
includes commitment to customers, suppliers, company assets and
whistle-blowing policy.

2

Occupational Health and
Safety

Workplace

Our NIOSH-TM Safety Passport Programme showed 131% increase
in participants in 2009. TM OSHE Steering Committee recorded 100%
compliance.

3

Corporate Citizenship –
Local social and economic
development

Community

Restructuring of Yayasan TM.

4

Telecommunication Services
for Customers

Marketplace

HSBB was initially deployed in 4 areas in March 2010 and has been
expanded to cover a total of 22 areas in July 2010. HSBB-related
education continues to be provided to all levels of employees and TM
contractors. The HSBB service has also been identified by the brand
name of UniFi.

5

Environmental Strategy

Environment

Detailed disclosures on environmental performance trends.

6

Supply Chain Management

Marketplace

TM’s conducted stakeholder (suppliers) survey to gauge the transparency
level of TM whilst dealing with them through the Transparency Survey or
Supplier Satisfaction Survey.

7

Social and Environmental
impact

Environment

Impact Assessment on Environmental and Social initiatives.

8

Human Rights and NonDiscrimination Policy

Workplace

Our Code of Business Ethics and employment policy now clearly mention
non-discrimination commitments and human rights protection.

9

Direct Sector Comparison

N/A

10

Performance indicators on
water efficiency

N/A
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TM continues its effort in achieving better transparency in its reporting by incorporating the recommendations given by
a third party opinion in 2008 Report. We have been able to cover most gaps in this report by including more detailed
performance indicators and comprehensive stakeholder engagement processes. We have improved our monitoring
and reporting systems on all material issues across all sectors. This allows us to disclose a clearer link between our
Corporate Responsibility (CR) initiatives and overall Group performance.

Opportunities and Challenges
Our sustainability review focuses on emerging issues and their strategic implications for the company. We have also
identified opportunities available to us as a result of our core strengths in each area and the challenges faced in achieving
them.

Issue

Opportunities

Challenges

Corporate Governance

Renewed Code of Business Ethics training modules
enhance our reputation and employees’ ethical
mindsets.

Any breaches of our Code of Business Ethics by
our employees may cause a serious risk to our
reputation.

Environment

Climate change is identified as the greatest global
sustainability challenge. TM can approach this issue
by calculating the carbon footprint of all business
units and setting reduction targets

TM is to monitor the impact it has caused to the
biodiversity level of every projects and installation
work.

Community

TM Foundation, Yayasan TM, is to engage actively
on both community wings of TM : Education and
Nation Building.

TM is to balance the growing expectation from
stakeholders on education. This is in line with The
Government’s 10th Malaysia Plan in developing and
nurturing talent.

Workplace

More employee engagement sessions help to
improve the level of communications between senior
management and executives.

By communicating with employees and senior
management, TM needs to consider creating an
organisational culture that ensures that responsible
course of action can be embedded to every level of
employees.

Marketplace

TM expects a higher demand for bandwidth from
Wholesale (especially for HSBB and its related
services) and the Global segment (for bandwidth
and data services), which will contribute towards the
increase of revenue

Improving efficiency in service deployment through
technological innovation will be considered. Also,
more stakeholder interaction and engagement is
required during further HSBB expansion stages.
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Corporate
Governance
Approach to Corporate Governance
TM defines good Corporate Governance as a value-driven
initiative that is reflected in non-monetary values including
goodwill, trust and confidence. These are prerequisites
for domestic and international investment. As a leading
Government-Linked Company (GLC), TM strives to
strengthen its Corporate Governance to enhance both
the flexibility of its management and the effectiveness of
management supervisory functions.
TM abides not only by the principles and best practices as
set out in the Malaysian Code on Corporate Governance
(CG Code), but also by the Putrajaya Committee on GLC
High Performance (PCG)’s Guidelines to Enhance Board
Effectiveness, as codified in the “Green Book” launched on
26 April 2006. These guidelines reinforce the
recommendations contained in the CG code.
The Board is updated on the Main Market Listing
Requirements of Bursa Securities (Main LR) which took
effect on 3 August 2009. It has also noted the pertinent
recommendations of the Corporate Governance Guide:
Towards Boardroom Excellence Securities Berhad (Bursa
Securities), this provides further insight into good Corporate
Governance practices, particularly for directors.
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TM’s commitment to realising shareholder value is evident
in the various awards the Company received in 2009. The
details of local and international awards won by TM and its
Group of companies in 2009 are listed on pages 20 to 23 of
the TM Annual Report 2009.

Governance Structure
To achieve the Group growth strategy TM has clearly
defined the roles and responsibilities of the Board and
heightened levels of autonomy and agility in business.
The TM Group is led and controlled by an active and
experienced Board consisting of members with a wide
range of business, financial, technical and public service
backgrounds. This brings depth and diversity through
expertise and perspectives to the leadership of a highly
regulated communications business. Directors’ biographies
are detailed on pages 52 to 59 of the TM Annual Report
2009. These reflect an impressive range of experiences,
which are vital to providing strategic direction and guidance
in the management of the Company.

The Board assumes the following six core responsibilities
in discharging its stewardship:
•

Review and adopt a strategic plan for the Group.

•

Oversee and evaluate the conduct of the Company’s
business.

•

Identify and manage principal risks.

•

Succession Planning.

•

Develop and implement an investor relations
programme.

Chairman & Group CEO

•

Review the adequacy and integrity of the Company’s
internal controls.

The Board also takes full, independent responsibility for the
overall strategic plan and the annual budget of the Group.
Throughout the year, the Board reviews the performance
of the operating subsidiaries against their budgets and
targets. The component’s of TM’s governing body are
demonstrated below:

Board of Directors

Meetings of Shareholders

Chairman & CEO

Audit
Committee

Nomination &
Remuneration
Committee

All committees have written terms of reference and
operating procedures and the Board receives regular
reports on their proceedings and deliberations. The
Chairman of the various committees report the outcome
of the committee meetings to the Board and relevant
decisions are incorporated into the Board of Directors’
meetings. The details and activities of Board Committees
during the year are outlined on pages 73 to 76 of the TM
Annual Report 2009.

Board Independence and Mechanism
In line with best practice the roles of the Non-Independent
Non-Executive Chairman, Datuk Dr Halim Shafie, and
Group CEO, Dato’ Zamzamzairani Mohd Isa, are kept
separate with a clear division of responsibilities. The
Chairman is Non-independent as he is nominated by the
Ministry of Finance he is responsible for the integrity and
effectiveness of the relationship between the Non-Executive
and Executive Directors. The Group CEO is responsible
for the implementation of approved broad policies and
is obliged to report and discuss at Board Meetings all
material matters currently or potentially affecting the
Group and its performance, including strategic projects
and regulatory developments.

Tender
Committee

Dispute
Resolution
Committee

The Board currently consists of 11 members, comprising
of a Non-Executive Chairman, 2 Executive Directors
designated as the Managing Director/Group Chief Executive
Officer (MD/Group CEO) and the Executive Director/Group
Chief Financial Officer (ED/Group CFO), 2 Non-Independent
Non-Executive Directors and their Alternates. There are 6
Independent Non-Executive Directors including 1 Foreign
Director who make up more than half of the Board.
The Board believes that its current size, which is in-line
with GLC guidelines, is appropriate for its purpose. The
independence of the Non-Executive Directors is constantly
reviewed and benchmarked against best practices and
regulatory provisions.
The Board is provided with relevant and timely information
to make informed decisions as qualified. Qualified Directors
who make informed and independent judgements, in this
way, are indicative of good Corporate Governance practices.
On average, the Board and its Committees are given an
agenda accompanied by relevant up-to-date information
five days prior to each meeting. Security of this information
is provided through the Board Document Management
System, a securely encrypted electronic system that acts
as an efficient archival and retrieval system for all Board
papers and minutes of meetings. This is being upgraded
and enhanced using the latest web technology to cater for
Management Committee meetings other than those of the
Board and the Board Committee. To enhance the reliability
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Corporate
Governance
of the interpretation of this information all Directors have
access to the advice and services of the company secretary.
This means Board is constantly advised and updated on
statutory and regulatory requirements pertaining to its
duties and responsibilities.

Board Communication Management
TM communicates regularly and proactively with investors
and shareholders through Annual Reports, quarterly
financial reports and Annual General Meetings (AGMs).
To ensure this communication is a two way process the
AGM provides an open forum at which shareholders
and investors are informed of current developments and
where ample time is allowed for questions to be asked
of Board members and Committee chair persons. Along
with this Annual Reports are dispatched to shareholders
in electronic format (CD-ROM) together with a summarised
version of the financial statements in a readable booklet
incorporating the notice of AGM and related proxy form.
Following the launch of the Malaysian Corporate Governance
(MCG) Index 2009 on 9 June 2009 by the Minority
Shareholders Watchdog Group (MSWG), TM conducted
an engagement session with MSWG in September 2009
between the Board of Directors and the Management
as part of MSWG’s assessment for the MCG Index 2009.
The MCG Index promotes best practices in Corporate
Governance among public listed companies in Malaysia and
provides information and guidance on CG Standards.

Directors’ Remuneration and Performance
Evaluation
TM regularly reviews the remuneration of Executive
and Non-Executive Directors against market practices.
Remuneration details for each Director are disclosed on
pages 71 to 72 of TM’s Annual Report 2009.
In the aim of evaluating Board effectiveness a formal
Performance Evaluation Framework was adopted in
2004 and reviewed in 2006 and 2008. This Framework
comprises of a Board Effectiveness Assessment that
was designed to maintain cohesiveness and improve
the Board’s effectiveness. This Performance Evaluation
Framework utilises performance indicators that include
the Board’s composition, administration, accountability,
responsibility and its conduct. Performance indicators for
individual directors include their interactive contributions,
understanding of their roles and quality of their input. To
ensure the integrity and independence of this appraisal
process, PwC Advisory Services Sdn Bhd were engaged as
the independent Advisor to tabulate and report results of
the evaluation process to the Chairman.
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Every Board member is provided with the results of the
self-evaluation marked against peer evaluation to allow
for comparison. Also, in accordance with the Listing
Requirements of Bursa Securities and the Company’s
Articles of Association, all Directors are subject to reelection by rotation once at least every three years and a
re-election of Directors take place at each AGM.

Code of Conduct and Principles
TM’s Code of Business Ethics, launched in 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. Three of these parties,
The Executive Directors, Management and employees, are
required to declare their assets and interests according to
the Code of Business Ethics.
The Company and the Group require all Directors to make
written declarations on whether they have any interest
in transactions tabled at regular Board meetings. The
Companies (Amendment) Act 2007 requires Directors
to disclose the interests of their spouses and children
including adopted and step-children in the company.
As a safeguard to failures within corporate governance a
Whistle Blower Policy has been established for employees
to report concerns about unethical behaviour, actual or
suspended fraud, or violation of TM’s Code of Business
Ethics. Employees are assured of their safety and the
confidentiality of their actions. TM acknowledges the
importance of creating an open and trusting environment,
where employees feel comfortable about reporting any
wrong doing they come across to their superiors.

Promotion of Internal Control and Risk
Management System
TM continues to make improvements to the internal
control system, as necessary. This covers governance,
risk management, financial, organisational, operational
and compliance controls. One such improvement is the
company’s institutionalisation of it’s Enterprise Risk
Management (ERM) system that ensures risks and rewards
are duly balanced. This system encompasses all decisionmaking processes, including strategic planning, project
management and operational improvement programmes.
These preventive measures strengthen systems allowing
them to cope with crisis situations and ensuring speedy
and appropriate responses. Details of internal control and
risk management are available on pages 83, 84, 100 to 104
of TM Annual Report 2009

ENVIRONMENT
Environmental responsibility is embedded in our day-to-day business operations
and we make continuous improvements to these to help protect the environment
by operating responsibly. A testament to our commitment can be seen in our
headquarters, Menara TM. This has obtained international certifications including
the ISO 14001 and the Quality Management System ISO 9001:2000 for its
environmental performance.

Over

RM240,000

spent on environmental programmes

17%

energy savings in 2009

Our environment life-cycle, policy and management
system

Obtained

EMS ISO 14001:2004
certification

Impact assessment Waste management
of materials used
and recycling
Energy efficient and
use of renewable
energy

Operation
management and
emission control

Efficient supply
chain management

Mitigating risk and
corrective action
Transparent
reporting
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Environment
TM Environmental Policy
•
•
•
•
•

To comply with all applicable environmental legislation and other requirements
To take proactive steps in pollution prevention through reduction in energy, water consumption and waste
generation
To take proactive steps in preventing accidents, damage to properties and breakdown of building operating
systems
To implement effective emergency response plans to mitigate and minimise damages to the environment
To strive for continual improvement of the Environmental Management System (EMS) performance by periodically
reviewing its objectives and targets

PO monitors the compliance of this Policy and ensures that it is properly communicated and understood by all
stakeholders.

The Environmental Management System (EMS) and the ongoing process of continual improvement adopted by PO is illustrated below.

Management
Review

Legal and other
Requirements

Identification of
legal and
other
requirements

View of
Interested
parties

Control of
Operational,
Contractors/
Suppliers

YES

Identification of
legal and
other
requirements

Environmental
Policy

Data
Analysis

Monitoring
and
Measurement

Meeting
Objectives/
Performance
Criteria

NO

Corrective
Action
and
Preventive
Action

Evaluation of
Compliance
Control of
Operational,
Contractors/
Suppliers

Process audit/
inspection

Communication
(External Parties)

Current
Environmental
Issues
Corporate
Requirements

Internal
Audit
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Competence, Training
& Awareness

Communication
(Internal)

Control of Document

Control of Records

External
Audit

Environmental Excellence

Identification &
Evaluation of
Environmental
Impacts

Recommendation for
Improvement

Interested Parties

Improvement of
EMS

EMS Roles and Responsibilities
Functions/Staff

Accountability

Chairman

To provide leadership/direction for the EMS Committee on policy, objectives, targets

Environmental Management Review Committee

To review EMS continual performance

Environmental Management Representative

To implement the EMS and monitor performance data

OSHE Personnel

To evaluate OSHE issues, incidents and communication aspects

Training Coordinator

To manage and plan environmental-related activities

Corrective Action/Preventive Action Coordinator

To conduct internal auditing and develop a preventive approach

Emergency Response Plan (ERP) Coordinator

To manage emergency-related activities

WASTE MANAGEMENT IN MENARA TM
Menara TM has an effective waste management system and as a
result has obtained an EMS ISO 14001:2004 certification for this.
Our Waste Management procedure covers waste generation from
Menara TM’s daily office operation, food court and maintenance
activity. Solid waste from the office and food court is collected and
compressed before the waste is transported to a designated dumping
field. Waste from maintenance activity which is categorised under
‘scheduled waste’ is stored and disposed of according to Department
of Environmental (DOE) requirements and regulations.
TM Property Operations (PO) unit established the Group Environmental
Policy, in line with the TM Group OSHE policy. This policy is designed
according to national and international standards and requirements,
such as the ISO 14001:2004.

WATER MANAGEMENT

TM Waste Disposal (kg)
24,422

2,963,119

22,712

17,712

2,803,611

2,814,611

Solid Waste

2009

2008

2007

TM Water Consumption (m3)

Syarikat Bekalan Air Selangor (SYABAS) supplies domestic water
to Menara TM. Most of the sewage water generated from the TM
building is channelled to the centralised sewerage networking system
which is disposed of at the treatment plant managed by Indah Water
Konsortium Sdn Bhd (IWK). TM is proactively taking steps to improve
its water usage and conserve water. Our water saving programme
covers:
•

Awareness campaign on effective water usage. Notices are placed
in common areas and other strategic locations

•

Implementation of better irrigation systems by using nozzles for
cleaning purposes.

Scheduled Waste

Water
Consumption (m3)
1,063,825

1,034,648

1,136,591

2009

2008

2007
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Environment
Water-saving faucets and flow controllers have been
installed in areas such as washrooms, the surau and
the cafeteria. This contributes to the reduction of water
consumption in these places and as a result in 2008 we
achieved a 2.16% reduction in water consumption. In 2009,
the usage increased by 8.5% due to new construction work
at the auditorium and a water leakage that occurred on a
few sanitary fittings. We do not, as yet, implement a water
recycling system in our plants. However, the Company will
continue to take necessary steps to ensure efficient use of
this precious natural resource.

As part of our approach in protecting biodiversity, we have
implemented policies that cover all environmental aspects.
It is very important for us to be able to sustain the local
ecosystems and these guidelines have helped us to set our
environmental objectives and targets.

Biodiversity

CLIMATE CHANGE

At TM, we recognise that our operations carry an impact
on the flora, fauna and the environmental situations of
the areas where we operate. We therefore comply with
all applicable environmental laws and regulations when
planning new operations. To ensure the minimisation of
the impact of such operations we conduct environmental
impact assessments before every major installation.

As highlighted in the 2008 Sustainability Report, TM has
made environmental conservation a priority in all of its
activities. Menara TM’s design include large air terraces,
“Sky Gardens”, that scale the height of the tower. The
building’s design is eco-friendly as it minimises the
requirement for both electrical lighting and air conditioning
by maximising natural day light while keeping heat out. Our
green design gives a natural shade on the eastern and
western façades with the gardens serving as living filters
from heat, light and noise.

One of our most prominent properties, Menara Kuala
Lumpur, was awarded a Merit Certificate in the
Environmental Category from the World Federation of
Great Towers for its conservation programme that protects
the 100-year old Jelutong tree.

Environmental Aspects

Targets

Achievements

Waste Management

•

To comply with DOE requirements on scheduled
waste management
To prevent odour generation from waste
disposal

•
•

No penalty from DOE
7 Complaints were resolved within 24 hours in
2009

•
Water Management

•

To promote efficient use of water

•

12,987 cu.m water usage in 2009 = 2% reduction
compared to 2008

Noise Management

•

To comply with Environmental Quality Act 1974

•

Zero complaints from employees, tenants and
residents

Electricity and Emission

•

To save on electricity usage to minimise
emissions level

•

1,900,000 kWh electricity used in 2009 = 3%
reduction compared to 2008

Energy Management and Our Climate
Change Strategy
We have set a target to reduce CO2 emissions across the
group from the 2009 baseline of 13.1 million metric tonnes.
This will be achieved by improving our energy efficiency
and by using more green energy where economical. The
majority of TM’s total energy use comes from our networks
therefore this is where the focus of these activities will be
placed.
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We carry out regular assessments of our energy use within
our networks to monitor our climate impact and identify
opportunities to reduce it. Moving forward, TM is investing
directly in renewable energy projects as an alternative over
the long term.

Greenhouse Gas Emissions

Energy and Greenhouse Gas Emissions Summary

Management of greenhouse gas emissions is an important
global issue. TM recognises this and has been monitoring
its emissions for some years. From looking at the nature
of our operations we can see that our greenhouse gas
emissions are mainly derived from the use of utilities, fuels
and environmental systems.
TM continues to implement a range of programmes to
deliver ongoing greenhouse gas emissions savings. These
programmes include the efficient use of electricity in
buildings, the introduction of alternative energy and the
recycling of waste.

*

mWh

CO2 metric tonnes*

2007

17,809,000

9,919,790.5

2008

20,993,462

11,693,567.5

2009

23,619,618

13,156,362.6s

Estimates are based on the indirect Greenhouse Gas emissions protocol of the
World Business Council for Sustainable Development and the World Resources
Institute.

Although we experienced an increase in our energy usage
in 2009 this was due to the operations of new network
infrastructures in residential and industrial areas that were
installed during the year.

Our energy Efficiency initiatives
Environmental Aspects

Descriptions

Outcome

Chilled water pumping
system

ES2 project optimises centralised air-conditioning
system by monitoring through the Energy
Management System.

Reduced power consumption of electricity in Menara
TM

Rescheduling operation times

Building Automation System programs all mechanical
and electrical equipments in different times.

Lower electricity usage

Water-cool chillers system

Implemented in TM JRC, TM Brickfields and TM
Kelana Jaya.

Average savings of 10 – 20% were recorded

Energy saving devices

•

Energy savings of up to 30% were recorded

•
•

Power controller, called the Z-Cep to stabilise
and reduce voltage within the limitation set by
TNB
Retrofit Chillers using high efficiency water
cooled system
Energy saving bulb T5 lighting system and T8
fluorescent bulbs at Menara TM.

TM has marked a significant achievement in 2009 by
achieving a total of 17% energy savings, this translated
to almost RM3.0 million. We have set a target for 2010 to
achieve a further 3% reduction in energy usage in Menara
TM. We will achieve this through various energy saving
initiatives implemented in our daily operations. These will
include:
–

–

Switching off air-conditioner during lunch and after
office hours

–

Regular testing and calibration of all M&E equipment/
system and ensure that operation and maintenance
schedule are kept up to date

Switching off lights during lunch hour and after office
hour
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Environment
TM’s Total Environmental Expenditures
Over RM240,000 was spent in 2009 on our environmental programmes. Below is breakdown according category.
Category

Details

Training and Awareness

•
•

ISO14001 training in the 3 new sites (Johor Bahru, Alor Setar and Cyberjaya)
Environmental workshop, training and awareness

55,000

Energy

•

Replacement of T8 bulb with energy saving T5 lighting system

70,000

Water

•
•

Installment of chilled water pumping system
Water tap nozzle to reduce water usage

25,000

Emission

•

Carbon Dioxide sensor monitoring at basement car park

20,000

Monitoring system

•
•

Indoor Air Quality (IAQ) test in Menara TM
EMS performance measurement and monitoring (PMM) and surveillance audit by SIRIM

70,000

Total Environmental
Expenditure

Awareness begins from within – BumiKu
BumiKu is an internal environmental campaign, introduced in October
2009. Targeted at TM staff, it is aimed at creating awareness on the
need to save the environment and instill eco-friendly habits among
the workforce. A number of programmes have been implemented
to support these objectives, for example, a number of parking bays
in Menara TM have been reserved for those who car pool and as
a result 50 cars have been taken off the road each day. There is
also a recycling competition is being carried out on all floors in
Menara TM, during the first half of 2010, more than 20,000
kg of recyclables materials were collected. In order to
enhance participation staff are encouraged to submit
environmental tips and ideas. The best idea is hung
on the “Idea Tree” to share with the whole
organisation and taken for implementation.
In another program our support for Earth
Day 2010 is demonstrated and communicated
to our staff by having a green dress
code for all TM staff across the country.
Overall the BumiKu campaign has
created significant awareness, with its
motto “Start today, Save Tomorrow”,
understanding and excitement
among staff on issues concerning the
environment has been instilled and opened
the opportunity for them to contribute in
their own way.

Ozone Depletion
The ozone layer is essential for the survival
of humans and other animals and certain gases
including CFCs and HCFCs cause it damage.
TM is looking to phase out CFCs and HCFCs in
accordance with the Montreal protocol, an international agreement
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RM

240,000

on the phasing out of ozone-depleting substances. Along with this, as
a further part of TM’s energy strategy, some of its network cooling
systems have been replaced with fresh air systems where possible.
In further attempts to reduce environmentally damaging gasses the
fire protection systems at Menara TM for equipment rooms in all
TM buildings are currently being modified to utilise Novec 1230,
an environmentally friendly gas. This will be fully implemented by
2010 under the Montreal Protocol. As per
the Montreal Protocol CFCs Phaseout Management Plan, we aim to
replace 60 tonnes of Halon 1301, one
of the ozone-depleting substances
and another 90 tonnes to be replaced
across our operations nationwide.
TM has also taken the initiative to
replace the open-reel magnetic
tapes for recording and storing of
Call Data Records (CDR) used at its
legacy exchanges creating a tapeless
environment. This has resulted
in a significant reduction of nonbiodegradable waste.

Statement on Compliance
TM complies fully to all relevant
laws and regulations including the
Environmental Quality Act 1974, Petroleum
(Safety Measure) Act 1974, Local Government
Act 1976, Town and Country Planning Act
1976 and Radioactive Substances Act 1968. We
are pleased to report that there have not been any
significant penalties for environmental non-compliance or
violations of laws and regulations in 2009.

Community
RM21.9 million

spent on TM educational programmes
YTM sponsored

3,074

students nationwide

90%

rate of secured employment among graduates from
MMU

Dato’ Zamzamzairani Mohd Isa, Group CEO TM receiving the award for
Community category from His Royal Highness Raja Nazrin Shah, the
Crown Prince of the State of Perak during the Starbiz-ICR Malaysia CR
Award 2009

As a Government-Linked Company (GLC) and the country’s leading
telecommunications provider, TM continues to support the government’s
effort on social and national development. Since 2006, we have adopted
the guidance published in the “Silver Book – Achieving Value through
Social Responsibility”, which outlines the principles for GLCs to contribute
to the society and manage their social obligations, not merely as a
philanthropic approach, but to integrate social impact into the core
business strategies.
In last year’s Sustainability Report, we highlighted our various community
engagements. In 2009, we are more focused in addressing the two pillars
surrounding our initiatives for the community which are education and
nation building. A total of RM1.2 million was invested to support other
general interest causes such as contributions to charitable organisations
and other disaster relief programmes on top of the RM21.9 million that
was spent on TM educational programmes. The Group’s community
efforts focus on three pillars of social causes: capacity building through
education; improving the lives of the underprivileged through community
and nation-building efforts; and protecting the environment.
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Community
(I)	Capacity-Building Through Education
Yayasan TM
TM delivers the three pillars of social contributions through its Yayasan TM (YTM) operations. YTM’s operations are divided
into four main categories: Scholars Development Programme, Excellence Award Ceremony, Donation Activities and CSR
Programme.
In 2009, a total of RM23.1 million was channelled to fund all YTM activities. These philanthropic and community business
partnerships endeavour communication technologies to enhance social inclusion and improve the educational outcomes
of individuals. During the year, YTM sponsored 3,074 students nationwide to pursue their studies at government schools
and universities in Malaysia and abroad.

YAYASAN TM

Scholars
Development
Programme

Excellence
Award
Ceremony

PINTAR
TM continues to show its support towards the Promoting
Intelligence, Nurturing Talents, Advocating Responsibility
(PINTAR) programme. This programme was initiated by
the Ministry of Finance and was led by Khazanah Nasional
together with other GLCs. The PINTAR programme aims
to bridge the digital gap between rural and urban schools.
GLCs are involved in this process by providing the adopted
schools with academic assistance and reward incentives
especially for lower-income groups.
This year was the final year of the three-year PINTAR
programme which saw TM adopting two schools, namely
Sekolah Kebangsaan Bukit Indera Muda and Sekolah
Kebangsaan Seri Penanti, both in Bukit Mertajam, Penang.
In 2009 alone, a total of RM100,000 was invested in these
schools to conduct various activities including training
and workshops on UPSR examination, English Language

Donation
Activities

CSR Programme

workshops, computer management and maintenance
workshops as well as equipping the schools with
computers, complete with broadband connection for better
access to the Internet. Realising the positive impact that
this programme brings, we have embarked on the second
phase of the programme by adopting another two schools:
Sekolah Kebangsaan Seri Bandan in Johor and Sekolah
Kebangsaan Tembak in Kedah.
PINTAR is a holistic programme that encourages the
involvement of parents and the community at large to
attend IT and motivational courses as well as Parenting
Seminars, to become better equipped in educating their
children. In ensuring the success of this programme, TM
has been monitoring the schools’ performance closely
to address any issues that arise. TM also encourages
active participation from teachers, parents and our own
employees.

Projek Sekolah Angkat Bersama KPKK dan
TM
Projek Sekolah Angkat Bersama KPKK dan TM is a
collaboration between TM and the Ministry of Information,
Communications and Culture in upgrading the IT facilities
and telecommunications infrastructure at schools in
suburban areas. The programme has a three-pronged
objective: to introduce the use of ICT in education, to
introduce schools as community centre for ICT knowledge
dissemination, and to bridge the digital divide. Under
this programme, starting July 2009, TM has adopted two
schools in Negeri Sembilan (Sekolah Kebangsaan Teriang
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participates in TM’s effort to assist single mothers, in this
initiative MMC enrols the children of the single mothers
into its Diploma programme for free, TMTC provides their
accommodation and Yayasan TM offers full scholarships
throughout their study years.
Students, lecturers and Heads of Departments from MMC
were invited to take part in the TM Earth Camp programme.
Through this programme, we hope to instill environmental
awareness among the students of MMC. New clubs and
societies will also be introduced in the College after this
programme, such as the Nature Society and Social Club.

Multimedia University (MMU)
and Sekolah Menengah Rendah Agama Repah) and one
school in Sarawak (Sekolah Menengah Kebangsaan Pakan).
The same curriculum used in the PINTAR programme
is applied in implementing the programme at the three
schools.

Students from MMC with a minimum CGPA of 2.0 are
granted automatic offers to MMU. MMU, set up through
University Telekom Sdn Bhd (UTSB), a wholly owned
subsidiary of TM, is the first privately-run university in
Malaysia. MMU serving as a catalyst for the development
of the skills-based Malaysian ICT industry.

Multimedia College (MMC)

In the 13 years since its inception, MMU’s population has
grown to over 20,000 students across its two campuses
– Melaka and Cyberjaya. Both campuses provide an
international environment with 24% of students coming
from different countries and continents. It has has again
proved its quality standard by achieving a 90% rate of
secured employment among its graduates andis highly
reputed for its practical skills and learning achievements.
MMU’s e-SILK programme provides opportunities for
its students to develop their entrepreneurial, innovation
and leadership skills. MMU’s core competency lies in
its Research and Development (R&D), it is known for its
strong research culture that is adopted within a dynamic
and effective team of academic and support staff.

Multimedia College or MMC, which is part of TM support,
is the premier national provider of telecommunications
training in Malaysia. Founded in 1948, the college
formerly known as Telekom Training Centre (TTC) was
initially responsible for providing training to staff of the
Telecommunications Department. The installation of it’s
new telecommunications training centre was witnessed
in 1961 with a joint venture between the United Nations
and the Malaysian Government under the United Nations
Development Programme.
In June 2009, TM has restructured its education and
training system in order to provide a more solid foundation
for both. MMC which was previously part of TM Training
Centre (TMTC) has now become a subsidiary of MMU. As a
result TMTC has retained its function of providing training
to TM staff and staff of TM subsidiaries.
Under that flagship, MMC offers educational programmes
at diploma level to meet the requirements of the nation
building workforce and also as a feeder to MMU degrees.
Its programmes are accredited by Malaysian Quality
Assurance (MQA) and its final year students are required
to attend a 3-month industrial training course arranged by
the College.
TM believes that education is for everyone and with that
belief, MMC has taken various initiatives to provide fair
educational opportunities. MMC offers priority to disabled
students in obtaining on-campus accommodation. The
College is also looking to implement a different set of
assessment rules to cater to their needs. MMC also
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Community
Along with the engagement with MDeC TSS has also
been entrusted by the Ministry of Science, Technology and
Innovation (MOSTI) to develop and implement smart school
solutions for Sekolah Rendah Agama under Jabatan Agama
Islam Wilayah Persekutuan (JAWI). This involved providing
network infrastructure, multimedia learning content in
Arabic for Islamic Studies, a school management system
and a schools’ portal. The smart school solutions will be
rolled out to other states from 2010 onwards.

MMU Cnergy, the trading name of Unitele Multimedia
Sdn Bhd, is the commercial arm of MMU. Through MMU
Cnergy TM aims to deliver quality academic programmes
via the commercialisation of R&D products and services.
We believe that sustainability requires a balance between
financial and social impact. In 2010, MMU expanded its
operations to reach the third world countries with poor
communication infrastructures such as Kenya, India
and parts of the Middle East. We aim to improve the
intellectual level and living standards of this community by
franchising and licensing the programmes offered by MMU.
Through this strategic business venture, MMU is working
with MMU Cnergy to provide management and franchise
collaboration.

Telekom Smart School Sdn Bhd (TSS)
TSS was formed in 1999 to spearhead the National
Smart School Pilot Project. In doing this it has helped
to transform the Malaysian Education System into a
highly advanced technologically based process. This will
encourage technology to be used as an enabler in the
academic environment.
The company has won other major projects in educational
content development and now poised to be the leader
in e-education solutions in Malaysia. To date, TSS has
developed more than 2,000 multimedia coursewares, for
various subjects in Bahasa Melayu, English and Arabic for
the Ministry of Education in Malaysia, Brunei, Syria and
Qatar. It also boasts a wide array of multimedia education
products under the brand “BestariEd”. Its success and
reputation has spread rapidly and in 2009, TSS was
engaged by Multimedia Development Corporation (MDeC)
as the Project Manager for the MDeC-Rural Smart School
Project. It was relied on to monitor and advise on the
implementation of smart schools in rural areas.
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TSS also caters to the requirements of TM Group internally.
To meet such requirements it has developed a Multimedia
Courseware for Customer Relationship Management Fast
Track (CRM-FT) training and High Speed Broadband (HSBB)
training. These programmes have yielded significant time
and cost-savings benefits in terms of deploying learning
to employees.
TSS has also made a significant contribution to the
Corporate Social Responsibility initiatives of TM Group. In
2009, it provided BestariEd Multimedia Courseware for the
MyTuition programme that was launched by our Deputy
Prime Minister, Tan Sri Dato’ Haji Muhyiddin Bin Mohd
Yassin.
As the nation’s largest integrated communications
solutions provider, we have a vision to advance the
economic, social and commercial interests of people,
businesses and communities by maximising the benefits
of digital technologies. TSS, being one of the country’s
premier e-education and smart school management
system providers, attained the Capability Maturity Model
Integration (CMMI – SWV1.1) Maturity Level 3 in June
2006, in line with its mission to become a “Leading WorldClass Multimedia Solutions Provider”. CMMI is a process
improvement approach that provides organisations with
the essential elements of effective processes and is being
recognised worldwide as a quality standard.
In addition to all this, TSS is continuously ensuring that all
its Project Managers are certified as Project Management
Professionals (PMP). This is a globally recognised
certification in project management, and thus, TSS have
given themselves an edge in the provision of excellent and
high quality project management services. The applies to
the delivery of any project, locally or globally.

GITN SchoolNet
With a view to utilising its core strength in communication
and technology, TM launched its SchoolNet programme in
2007. This programme is named GITN Sdn. Bhd. (GSB) and
it is a subsidiary of TM and it works in collaboration with
the Ministry of Education to introduce ICT and technology
to schools and learning institutions. It achievements
have included the provision of technological assistance
to educational institutions by equipping 4Mbps internet
connections to 600 schools nationwide.
In a successful attempt to achieve the maximum efficiency
of this technology, TM has launched the GITN Technology
Learning in School (GTL). As part of this programme it
has allocated an expert “Penyelaras GTL School (PGS)”
in every school to train all academic and support staff in
the utilisation of the system they use in their teaching.
This technology has exposed the students as well as the
teachers to a more advanced and creative learning and
teaching experience. This, in turn, has shown a positive
correlation with academic performance with the average
rate of straight A achievers, across the 25 adopted schools,
showing a significant increase of 25% and student pass
rates showing an improvement of 3%. This trend looks set
to improve as the average utilisation rate of the SchoolNet
technology in these schools has shown an increase of 7%,
to 78% in 2009.
It should be noted that this is not our only initiative where
25 schools have been adopted and sponsored. We also
have a programme with a 10Mbps broadband internet
connection using the latest Fiber-to-the-School (FTTS)
technology. Through this initiative, we aim to introduce ICT
functionality in teaching and learning and to improve the
quality of education through technology.
To further enhance the SchoolNet offering, GSB has also
established an online portal SchoolZone, hosted within
SchoolNet for school communities. This portal aims at
stimulating the interest of teachers, as educators of the
young generation in primary and secondary schools, to
fully utilise it as a teaching tool. It encourages the use of
Internet through fun and exciting approaches that educate
both students and teachers alike.

For students, SchoolZone will be their one-stop portal,
combining education with entertainment to inspire them
with a comprehensive and exciting earning experience.
Hence, the portal serves to provide users with information
on the latest applications and a platform for sharing
activities. It also acts as a medium for internal and external
communication.
GSB also aligns itself with the government’s strategy for
the improvement of education in Malaysia and continues
to support the Government’s K-economy master plan.
We believe that knowledge is a tool in moving towards
becoming a better economy. Therefore, our approach
focuses on transforming the economy through education by
emphasising the importance of consumer broadband.

(II)	Nation-Building
TM is proud of its long history of giving back to
communities and is one of the largest corporate sponsors
in Malaysia. Our contributions have touched society from
all backgrounds right across the country.
We strongly encourage our employees to take part in our
CR initiatives. Volunteering has been credited to giving
our people additional and transferable skills as well as
increasing our workforce morale. We also encourage
our employees to support charitable organisations or
community groups that they are connected to.
As well as promoting this encouragement we are also
committed to addressing the needs of those most
disadvantaged in society through our donation activities.
We’re proud to play our part in supporting the community
where we operate in. We continue to show our support by
giving in-kind donations and contributions to organisations
and charity events such as our Relay of Life programme
and to the Gaza Relief Fund that was organised by the
Ministry of Foreign Affairs.
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Community
Other Community Initiatives
Program Sejahtera
Program Sejahtera is a community programme driven
by Khazanah Nasional together with Government-Linked
Companies (GLCs) towards improving the standard of
living and social economics of the community as well
as providing sustainable living, especially for the poor
across the country. After the launch of the programme in
September 2009 by YAB Prime Minister of Malaysia, TM has
taken the initiative in support of the overall programme.

To date, three families from districts in Pahang have been
identified and adopted by TM. For these families various
programmes have been formulated and implemented.
Such programmes include entrepreneurship courses for
single mothers and education assistance for the deserving
children. This also includes the donation of home essentials
and clothing from TM’s NGOs Tiaranita, Kelab TM and
BAKIT, and also from individual volunteers.

TM and the New Telecommunications Era
TM continues to play its part towards achieving sustainable
development. The company has piloted a teleworking
initiative for its sales staff and enforces remote meeting
via teleconferencing and live streaming between regional
offices nationwide. Our manufacturers are focusing more
on software technologies than hardware and reducing
greenhouse gases by introducing optical feeder stations
and high-efficiency rectifiers, thus encouraging our
teleconferencing initiative. Further promote this, in 2009,
we introduced our green telecommunications products
including the Unified Conferencing and Messaging Solution
(UnME) and Broadband-Over-Powerline (BOP).

Socio-Economic Impact of our Network
Services
Volunteerism in Program Sejahtera TM.

In 2009, we launched our e3-Lifestyle concept that portrays
various aspects of a future lifestyle, including our Proof-ofConcept (POC) High Definition IPTV, RFID and other smart
wireless devices. This concept promotes our ‘three Es’.
These represent:
Efficient Lifestyle – the essence of innovations in which
technology helps to utilise our resources (time and
finances) more efficiently.
Entertaining Lifestyle – the provision of high-quality
entertainment through ultra high speed fibre networks or
wireless connections.
Eco-friendly Lifestyle – the protection of the environment
to safeguard the future by exploring the use of alternative
power sources.

Dato’ Wan Danial and Datin Hajah Noor Rehan representing TM in giving
away contribution to one of the single mother families under the Program
Sejahtera.
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Demonstration of our commitment can be seen in our
acknowledgement of the exposure of Electromagnetic
Energy (EME) from our telecommunications base. However,
the World Health Organisation (WHO) has confirmed
that there are no short or long term effects from the
frequency signals produced by base stations therefore our
acknowledgement of the situation serves as an effective
measure of control.

In line with our commitment, TM and the Malaysian Institute
of Nuclear Technology (MINT) have conducted a survey
to measure the level of radiation and radio frequency
exposure on its hill stations. The findings indicate that the
measured field strengths are well below the permissible
exposure limits sets by the Malaysian Communications
and Multimedia Commission (MCMC) and the International
Committee on Non-Ionising Radiation Protection (ICNIRP).

Access for Everyone
TM recognises the diversity of its customers and the
significant contributions that communications services
make to people’s wellbeing. We are therefore committed to
maximising the value of our telecommunications networks
and services by ensuring access for everyone. Through
our communications services we aim to close the gap
that exists in the community in areas such as language,
culture, income, disabilities, illiteracy and age. In a view
to achieving this we actively improve the accessibility
and affordability of our services by engaging with our
stakeholders and support a large number of communitybusiness partnerships.

Ensuring Availability and Reliability
Here our aim links closely to ours views on universial
access to communication services in the Malaysian
community. As the largest integrated communications
solutions provider in Malaysia, TM aspires to provide all
Malaysians with access to standard services.

forms on a regular basis. TM is committed to completing
a timely investigation, follow-up and resolution of all issues
reported. There have been no incidents of corruption
reported during the period under review.

Public Policy Development
TM does not participate in public policy activities in which
it has no legitimate business interest, we engage with
our regulators and the Government to ensure appropriate
attention is paid to issues relevant to our industry.
This shows that we are committed to increasing our
engagement activity in all local markets to increase our
public participation. As part of this engagement we voice
our opinions on Government proposals that may affect our
stakeholders; however we will not make gifts or donations
to political parties or intervene in political matters.
TM has joined other GLCs in implementing Silver Book
Guidelines on contribution to the society. These Silver Book
Guidelines are referred to in the evaluation of requests or
proposals for sponsorships and donations thus ensuring
this process is conducted in a transparent and fair manner.
This transparent and fair process requires all requests
for funding to be evaluated against TM’s Sponsorship
Evaluation Guidelines as a further measure of ensuring
responsibility in this area. In line with our transparent
and fair behaviour concerning our contributions, TM does
not make any significant contributions to any political
organisations or parties.

Emergency Situations and Disaster Relief
Anti-Corruption Measures
TM nurtures a corporate culture of honesty, efficiency and
trustworthiness as prescribed by its Code of Business
Ethics (CBE). Our code expressly prohibits bribery and
corruption of any kind and as a demonstration of our
adherence to this code we successfully launched our TM
Business Ethics Programme in March 2009.
We continue to support the United Nations Global Compact
and are committed to implementing its 10 principles in
the areas of human rights, labour, the environment and
anti-corruption.
TM encourages all our employees to speak up and raise
any issues that violate our code of conduct, including
corruption and fraud. We protect the confidentiality and
ensure that there will be no conflict of interests. All
employees are required to sign the internal declaration

TM’s Disaster Recovery Call Centre (DRCC) ensures a
timely and effective delivery of support to the affected
community. Through this immediate response we aim
to provide critical services for the protection of life and
property.

Anti-competitive Behaviour and Penalties for
Non-Compliance
We are pleased to report that there were no incidents
or penalties for violations involving anti-competitive, antitrust and monopoly practices at any time. In addition to
this there have been no significant penalties for noncompliance with laws and regulations reported at any time
during this period.
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Marketplace
Transparency Index of

7.98

TM managed

48,018,451
bills in 2009
Deployed

15

TM-on-Wheels (TMOW) nationwide to reach out to more
customers

Government

High Speed Broadband (HSBB)

Customers

HSBB

(High Speed Broadband)

Suppliers
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Within the marketplace, our most important stakeholders are our customers,
suppliers, vendors and contractors. As the largest integrated communications
company in Malaysia, our customer base consists of both retail and wholesale
customers. We nurture both types of customer relationships in order to
understand their needs and to establish sustainable business relationships.
We also believe that promotion of local entrepreneurship and our procurement
initiatives reflects responsible supply chain management. As a result of this,
we have incorporated it into our business processes. An external appreciation
of our effective stakeholder engagement was demonstrated by TM winning the
Computerworld Malaysia Customer Care Awards (CCA) for the third consecutive
year, being rated as ‘Excellent’. We are proud to have won this and feel it
demonstrates our effective stakeholder engagement as Computerworld Malaysia
CCA is known to evaluate service providers or vendors extensively. Not only do
they evaluate them on their delivery and maintenance of product solutions but
also on how well they take care of their customers.

TM has played a pivotal role in the nation’s adoption of HSBB. Malaysia embarked
on the HSBB Project in 2008, via a Public-Private Partnership (PPP) between TM
and the Government at a total cost of RM11.3 billion – with a core investment
of RM2.4 billion from the Government and RM8.9 billion from TM. With HSBB,
consumers will enjoy network broadband access speeds of 10Mbps and above,
covering 1.3 million premises nationwide by end of 2012. TM foresees the benefit
its stakeholder will gain from the completion of this project and was pleased
to complete the first phase of its HSBB service roll-out under the brand name,
UniFi in Q1 2010. This roll-out covered 4 areas: Taman Tun Dr Ismail, Bangsar,
Subang Jaya and Shah Alam.

Suppliers

In 2009, the survey results confirmed the accuracy
and adequacy of TM’s tender advertisements (89.2%),
provision of clear responses to tender documents
questions and solicitations (87.6%) and the convenient
locations (86.8%) for tender facilities. On the other
hand, based on the survey outcome, TM has discovered
that among the areas in need of improvement are
clarity of tender requirements (82.2%), opportunities of
doing business with TM (81.6%), and allowing sufficient
time for responding to solicitations (80.3%).

TM manages risks related to its suppliers in several
important ways, one way is through The Code of Business
Ethics. Through this code TM urges its suppliers to share
the common business ethics principles and policies as
stipulated in this Code of Business Ethics. TM also executes
effective further risk management through its Procurement
Ethic Rules and Guidelines. These guidelines cover
employees’ conduct while doing business with suppliers.
They also act as a deterrent to malpractice by highlighting
safe channels through which employees and/or vendors
can report unethical practices and non-compliance.

As a leading indicator for the yearly Transparency
Survey, TM has also conducted a Tender Briefing Survey
with its vendors in order to gauge their satisfaction of
the communications with TM employees during the
tendering process and, on the conduct of procurement
personnel. As of May 2010, TM’s Tender Briefing Survey
reported a rating of 7.31.

We consider suppliers to be a very important stakeholder
group consequently our communication to them has to be
effectively executed. In order to do this we enhance our
communication with them by conducting two major surveys,
specifically designed on TM’s procurement activities.
•

Transparency Survey
The first survey, as the title suggests, concerns
transparency. In carrying out our Transparency Survey
we engage with vendors to gauge their satisfaction
level of TM’s practices in ensuring transparency and
good governance. This is also known as Supplier
Satisfaction Survey and its results will ultimately end
up measuring TM’s Transparency Index (a score out
of 10 representing our transparency performance). The
Transparency Survey, conducted online, is designed
for suppliers who have provided products and services
to TM Group as well as its subsidiaries. In 2009, 294
suppliers responded to the survey and it recorded a
score on the Transparency Index of 7.98 out of 10. This
has been consistently improved from 7.3 in 2008 and
7.0 in 2007.

•

Supplier’s views on TM’s Code of Business Ethics

•

TM Institutionalising Business Ethics Program 2009
In 2009 TM also conducted a series of briefings
and trainings on institutionalising the TM Business
Ethics Programme for its suppliers nationwide. This
programme promotes interactive dialogue between
TM employees and vendors/suppliers with regard to
TM Code of Business Ethics and Procurement Ethics.
Through direct communications, TM procurement staff
and TM vendors/suppliers gather feedback from each
other on any issues and concerns on procurement
dealings with TM.

YBhg Dato’ Mohamed Nazir Meraslam, Persatuan Kontraktor
Telekomunikasi Malaysia (PKTM)
“One of the clichés about the so-called, “a third world business
approach”, is that nothing can get done without some money–
personal money–changing hands. One of the fortunate things
about working with TM –so far–is that, that kind of bribery is not a
pervasive feature due to TM’s Code of Business Ethics. Procedures
and requirement must be simplified to avoid multi handling and
clear response times to must be in place and implemented to
achieve KPIs”.

En Razali Mohd Yusoff, Persatuan Kontraktor Telekomunikasi
Bumiputra Malaysia (PKTBM)
“Transparency in organisations is surrounded by ethics and the
value of truth (if the value of truth can be verified and in degree
of objectivity). Transparency also must be analysed as the impact
of an organisation associated or affiliated with its stakeholders.
These impacts help suppliers to find out whether TM’s activities
are consistent with regard to the society’s interests, whether
they are ethical and whether these activities are institutionalised
(integrated into the organisation)”.
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Marketplace
Locally based suppliers
To promote local entrepreneurs and small and mediumsized local businesses, TM runs an Entrepreneur
Development Programme within its Procurement
Department. This Programme was introduced in 1993 in
collaboration with the Malaysian Government (Ministry of
Finance) and Perbadanan Usahawan Nasional Berhad. It
is a three year programme that aims to fulfil PCG’s Red
Book objectives on revamping procurement processes in
GLCs. It focuses on three key issues of procurement and
vendor development – Manufacturing, Contractor/Services
and Reseller/Retailer and their potential for growth,
diversification and scalability.

Selected suppliers for this programme are annually
assessed against several criteria, such as compliance to
policy, financial health and business performance, potential
for diversification and technical and quality certification.
The outcome is recorded and reflected on the Report Card
for further monitoring.
TM supports and facilitates entrepreneur technical training
in product development, leadership and soft skills building,
testing, certification and accessing funding for start-up
companies. We conduct site visits regularly to assess
the performance and technical quality of the vendors. TM
works with SIRIM, the national certification agency, to
obtain the relevant technical and quality certifications for
these vendors. A total of 14 programmes took place in
2009 and a total of 4,500 suppliers and vendors attended
the programmes organised by TM. The details are as
follows:

Planned Programme

Progress

MIT Global Sales Conference
(January 2009)

Global Sales Strategies for Ambitious Malaysian Entrepreneurs Workshop is a
continuous program from the MIT G-Lab to prepare Malaysian entrepreneurs with
required knowledge and skills in developing as global market players. We invited our
entrepreneurs for a 2-day workshop with Senior Lecturer and Managing Director of
the MIT Entrepreneurship Centre, Professor Kenneth P. Morse.

✔

MIT G-Lab (January 2009)

Entrepreneurs from 5 companies have been chosen by MIT Sloan School of
Management to host the Malaysia G-Lab program. G-Lab team consisted of 4 secondyear MBA students who underwent internships at 5 selected companies selected.
During the internship, they assisted these companies with strategies and expertise
offered by them in expanding into the North American and other global markets.

✔

Mindset Change Retreat (July,
August 2009)

The theme of the retreat was “Penghijrahan Minda Kunci Transformasi”. The retreat
specifically involved entrepreneurs from manufacturing and Jadual Kadar Harga
(JKH) sectors and aimed to motivate Bumiputera vendors to become successful
entrepreneurs. It focused on encouraging teamwork among participants and achieving
the “One Company, One Mindset” agenda.

✔

MS1900: 2005 Islamic Quality
Management System (SIRIM)
(July 2009)

It was organised by Institut Pembangunan Pengurusan Johor (IPPJ) and Institut
Pengurusan Melaka (IPM) to highlight the importance of MS 1900:2005 standard
application in a company.

✔

Sepetang Bersama PUNB
(Perbadanan Usahawan
Nasional Berhad) & MARA
(Majlis Amanah Rakyat) (April,
2010)

2010 was the first year in which the programme was held. We invited PUNB and
MARA to present on the business opportunities and financing that they can offer
entrepreneurs. Piramid Elit Sdn Bhd and Binaan Desjaya Sdn Bhd were also invited
to share their experiences and business opportunities that they can offer. We are
planning to have this program on the last Wednesday of each month.

•

✔ Achieved

• Partially achieved
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Outcome

✘ Did not achieve

Supplier Relationship Management (SRM)

Customers

We organised a series of briefings on Supplier Relationship
Management (SRM) to create awareness and understanding
of the importance and benefit of SRM, which is part of our
transformation of procurement programme. This involves
interacting with suppliers electronically or through a
technology platform. Our SRM approach enables suppliers
to compete more effectively in the industry. SRM focuses
on promoting procurement savings, online interaction
between TM and suppliers, transparency of end-to-end
process and faster processes cycle time. Also, multi-level
suppliers, partners and manufacturers can work together
on fully integrated ‘Procure-to-Pay’ processing.

Our telecommunications services provide vast geographical
coverage through our fixed line network infrastructure. In
2009 alone, TM managed 24,166, 225 bills during 1st half of
the year and 23,852,226 bills during the 2nd half.

The implementation of SRM is in-line with the Red Book
which enables TM to standardise its procurement Best
Practices with other GLCs.

Integration of Social and Environmental
Factors in the Supply Chain
TM complies strictly with national and international laws
and agreements on human rights and fair labour rights
although we do not implement separate human rights
screening and testing for suppliers and contractors. We
emphasise the importance of adhering to our environmental
and Occupational Health and Safety (OSH) policies and this
is specifically highlighted in the terms and conditions of all
our Procurement Contracts.

Our Customer Service Management (CSM) business model
focuses on 4 business segments – Consumer, SME,
Enterprise and Government (CSEG). TM’s CSM division
is accountable for the whole process of service delivery,
activation, service assurance and fault management for
all CSEG. Also, respective Line of Businesses (LOBs)
support other accountability areas, such as pre-sales,
infrastructure management, billing, complaint management
and termination process.
The customer is certainly our top priority. Internally, we
have formed a Customer Centricity Committee to track
all key customer service issues. In our approach towards
Customer Centricity and to provide a better customer
experience in all service interactions with TM at the
frontline, we have implemented several comprehensive
service excellence initiatives that were rolled-out over the
course of 2009.
These include the 5 major initiatives tracked monthly by
the CSM PIP Steering Committee in 2009. These initiatives
are Contact Center Rationalisation, Customer Charging
Proposition, Router Maintenance Implementation, the TM
Activation Centre and the TM Service Operational Centre.

One of the provisions in TM’s contracts with its suppliers
states that the contractor shall comply with all relevant
environmental laws, in particular the Environmental Quality
Act 1974, including any subsequent amendments to or
re-enactment of said Act. The contractor shall give due
consideration to the preservation of water, air quality, soil,
flora and fauna if any within the site during the execution
of the Works. All equipment supplied shall also comply
with the requirements stated above. All measures taken
by the contractors in compliance with this Clause shall
be included in the contractor’s offered price and shall be
borne by the contractor.

Dato’ Shaziman Abu Mansor, former Minister of Energy, Water &
Communications and Dato’ Zamzamzairani Mohd Isa being briefed by
Tuan Haji Ahmad Khairul Razi, CEO of TM Sales & Services Sdn Bhd
during the ‘TM-on-Wheels’ (TMOW) Pre-Launch at Bukit Gantang, Perak
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Marketplace
Initiatives

Description

Progress

1)

To Innovate from a Contact Center
to Helpdesk Center by Introducing
First Call Resolution in Data Fault
Contact Center

–

Contact Center
Rationalisation

–
–
–
–
–

Implementation of SNI (single Number identification) to assist agent on
validation process
Up-skill & multi-skill of Inbound agents
Previewed of operation processes
SMS notification to customer via Infoblast upon SR closure
Differentiated call distribution via SNI to Level 1 and Advanced
Troubleshooting Team (ATT) agents.
BMS is the diagnostic tools used to perform technical trouble
shooting

2)

Customer Charging
Proposition

Propose Customer Restoration
Charges for Customer Related
Issues

–
–
–

Customer Education
Communication via Media to target groups
Distribution of Self Diagnosing Streamyx troubleshooting CDs

3)

Router Maintenance
Implementation

To improve Mean Time To Restore
(MTTR) of 4 hours

–

Maintenance of Routers in-House to meet the Service Level
Agreement

4)

TM Activation Center

Single Installer and Meeting First
Appointment

–

To establish a centralised activation centre by merging ICC & BAC to
support implementation of single installer initiatives, whilst providing
the best fulfilment
To improve customer service experience in meeting customers’
appointment customer service to customers

–
5)

TM Service
Operational Center

Leaning the operations of Service
Operation Centers

–

To established a single contact number for Service Operation Center
for Telephone, Internet, Data Services, Global Alliance and IPLOs

As part of our ongoing efforts to improve customer service via a more proactive approach,
TM installed high-tech wireless tablet PCs that serve as virtual counters at TMpoint outlets.
Our TMpoint outlets, run by Telekom Sales and Services Sdn Bhd (TSSSB), are one-stop
centres for TM products and services and the sale of retail equipment. Currently, there are
105 TMpoint outlets nation-wide and these virtual counters are able to take care of simple
enquiries and customers’ service requests.

We mapped our key business processes –
pre-sales, service fulfillment and after-sales.
The outcomes of these processes are being
evaluated by our customers who are actually
experiencing it through the respected services.
These experiences are further evaluated through
the survey conducted by the Group Marketing
Division.

Touch Points

PRE-SALE

SERVICE FULFILLMENT

AFTER SALES

Account Manager
SIU
Partners
Resellers
Call Centre
Online
TM Point

Installation
Project Management
Network/Intra
CSM (SDDS)

NOC/Registration
Service Assurance
CSM
Call Centre
Billing

PRODUCT

PACKAGING

Product/ Experience
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PROMOTION

PLACE

PRICING

The Group regards customer relationships
as being one aspect of a risk management
framework. We manage the financial risks of
dealing with many different customers and
clients through our credit rating and credit
management system, whereby each client is
assigned a credit rating.
Our wholesale customer base consists of
domestic licensed operators who license access
and infrastructure services in Malaysia from
TM. We are proud that a total of 54 leading
telecommunications network operators have
partnered with us and we actively seek to
nurture and grow these relationships.

*Increasing telecommunications & infrastructure in rural areas
Part of our commitment to nation-building is to enable access to telecommunications services and infrastructure for
all people in Malaysia. In this regard, we are subject to national policies on increasing national telecommunications
and infrastructure penetration. In areas of the country where basic infrastructure is not available, such as in rural and
inland parts of Malaysia, we install fixed wireless sets to provide basic telecommunications access for communities
there. We aim to set up wireless services in 2,000 rural areas by 2010.
In rural areas where incidents of cable theft happen more frequently, TM has a policy to replace fixed cables up to
three times. Nevertheless, we do not penalise the communities for these incidents. To address the problem of cable
theft, we provide alternative means of telecommunications access which are the most commonly fixed wireless sets
and these are less susceptible to theft.
In April 2009, TM launched TM-on-Wheels (TMOW) to serve customers in remote locations where there are no
TMpoint outlets. TM has deployed 15 TMOW units nationwide, with one unit for each state. More units will be
introduced to cover widely dispersed geographical areas in rural areas of Sabah and Sarawak.

Customer Service Management Divisional Structure
Customer Service Management

(CSM)

Customer Service
Governance & Quality
Management

Customer Service
State Operations

Customer Service
Operation Centre –
Enterprise, Government,
Global, SME and
Customer Units

Customer Service
Fulfilment and
Customer Management
Teams

Our CSM is outlined in the table. TM’s divisional structure is clearly defined by its functions and roles. Besides our CSM
divisions’ works on formulating policies and operations, TM’s Wholesale division is dedicated to the nurturing of our
wholesale customer relationships.

Round Table Meetings

– Once a month

– Client Representative & Account Managers
& Senior Level Management

Customer Centricity Committee
– Once a month

– Chaired by Group CFO
& all LOBs.

Crisis Management
As a market leader in the broadband and fixed-line businesses, it is important to manage service crisis swiftly. Major
service breakdown in TM can generally be classified as a service interruption that affects multiple circuits and customers.
Various Networks Operation Centres (NOCs) are established to address the various categories of breakdowns.
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Classification of Major Service Breakdown for respective NOCs
ANOC (DSLAM/IPOSLAM
Down with more than 400 customers involved)
IPNOC (More than 30% bandwidth loss for DSL
customers, International/domestic traffic outage)
SNOC (Exchange isolated/down, multiple
BTS outage)
LSSNOC (Multiple DQ Customers involved)

* ANOC – Access Network Operation Centre
* IPNOC – Internet Protocol Network Operation Centre

TNOC (OFM cable breakdown, transmission
equipment problem)

* SNOC – Switching Network Operation Centre
* LSSNOC – Line Sharing Service Network Operation Centre

INOC (International/
domestic submarine cable breakdown)

* TNOC – Transmission Network Operation Centre
* INOC – International Network Operation Centre

Major Breakdown Handling Process
Hotlines between
SAC and NOCs

3. Follow up
progress with
respective NOC
and RNO and
update to Call
Centre

2. Escalate to
respective
working level and
Top Management

1. Receive Major
Breakdown info
from respective
NOC/RNO

Update progress
through EBB

4. Initial RFO
from NOCs/
RNO/PO
– within 2 days

5. Post Mortem
Meeting and
Tracking Action
Plan
– 7 working days

When service interruption occurs, it is our duty to notify top management, affected customers,
media, and regulatory organisation to ensure proper management of severe service disruption.
We categorise our service breakdowns using our Service Severity Matrix for Streamyx, Data,
Voice and Unifi. In 2009, TM recorded only 74 major service breakdowns.

Total Major Breakdown in TM (Average 2009)
Month
Jan 2009
Feb 2009
Mar 2009
Apr 2009
May 2009
Jun 2009
Jul 2009
Aug 2009
Sep 2009
Oct 2009
Nov 2009
Dec 2009
Average YTD 2009
YTD 2009

Exchange Isolated

Cable Breakdown

IP Network Failure

TX Link Failure

Node Failure

Total

8
10
20
10
9
23
17
7
12
7
11
9
12
143

3
12
27
15
13
12
14
17
16
19
7
7
14
162

17
30
24
16
18
13
31
14
14
17
13
16
19
223

20
9
10
12
9
11
1
28
15
26
15
22
15
178

2
13
12
18
26
16
25
17
12
15
11
11
15
178

50
74
93
71
75
75
88
83
69
84
57
65
74
884
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The customer complaints management system in TM is
used as means to handle, manage, respond to and report
customer’s requests or complaints. The system is widely
used by all touch points and back-end support staff as
the single-end to end-view, enabling each complaint to be
tracked through its life cycle from recording and initiation
to investigation, reporting and closure.
The current customer complaints management system is
called iCARE (Integrated Customer Allied Relationship).
Realising the importance of tracking our customers’
complaints and service fulfillment status, in 2009, TM took
a step to enhance the complaint management system from
iCARE to iCARE Prime to enable the integration of all
subsystems within TM. The enhanced system will be fully
migrated in 3 phases from October to December 2010.
Part of our duty to satisfy our customers is in-line with
the fundamental principles and determination issued by
the Malaysian Communication and Multimedia Commission
(MCMC). The number of customer complaints is not only
tracked internally, but also reported to MCMC. In 2009, the
total number of complaints reported per 1000 customers
was 11.77/50 for Broadband and 1.63/50 for Public Service
Telephone Network (PSTN).

Product and Service Information
We aim to provide detailed information to customers on
our products and services through our websites, Annual
Reports, TMpoints and the various marketing collaterals
associated with each separate product portfolio. For
example, when we introduced the BlockBuster Deals, we
published detailed FAQs regarding BlockBuster Deals
and Voice Deals, available on both Bahasa Malaysia and
English on the brochure. Comprehensive information about
the package offerings is also available on our website,
www.tm.com.my.
All customer contracts are subject to internal standard
operating processes and procedures. Connection tariffs
are also published on our website and in all promotional
materials. TM’s contracts with other telecommunication
providers (our wholesale customers) are governed by
access regulations and access agreements, which are
regulated by MCMC. In order to provide better product
and services and to detect errors on major TM projects, in
several operational areas, including SAP user authorisation,
key building systems review, data centre operations and
wireless network security.

Marketing and Communications
TM adheres to the Malaysian Code of Advertising Practices
and complies with the Malaysian Communications and
Multimedia Commissions Act 1998, including on consumer
relationships. These responsible marketing exercises are
developed on a product and portfolio basis, according to
identified needs and wants of our customers.
We have our own TM Group Corporate Advertising &
Promotion (A&P) Guidelines in order to develop a cohesive
and systematic approach to planning, implementing and
managing advertising for the TM Group. The Guidelines
specify administrative procedures for marketing practices,
including levels of approval for all advertising activities,
monitoring and tracking requirements and standards for
integrated A&P product campaign.

Customer Satisfaction, Customer Privacy
As a measurement of our strategic objective to enhance the
quality of experience for our customers, we are currently
reviewing comprehensive Customer Charter elements. The
Charter spells out operational benchmarks, set baseline
and proposed targets for indicators. To monitor customer
satisfaction on the availability and reliability of our services,
we monitor indicators such as mean time to respond to
customers’ enquiries and mean time to respond to calls
for repairs.
To gauge the level of customers satisfaction towards the
services rendered at all our touch points, TM’s Group
Marketing Division and the Line of Businesses conducted
its Customer Satisfaction Measurement.
The survey was conducted twice in June and September
2009. The TRI*M for CSM is the average of CSEG (Consumer,
SMEs, Enterprise and Government) achievement.
TRI*M Bundle Index
+ Relative to the Global CSI Index
+ Measuring Customer Satisfaction and Commitment
TRI*M Grid
+ Identify priority action areas
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In 2009, the TRI*M score was 69 which has improved from 65 in 2008.

87

TM’s 2009-2011 CSI Roadmap
83

Target for 2010

77
65

Top 10% telco
company in the
World

Top 10% telco
company in Asia

Top 10% companies
in Malaysia

Where we are in 2008

T-1

T

2008

T+1

65

2009

65

+4

69

+8

77

2010

69

+3

72

+8

80

2011

72

+2

74

+9

83

+

ing
Better l
ca
lo
e
h
t
ition
t
e
p
com

Source: Group Marketing, Group PPMO

We at TM acknowledge our responsibility to safeguard the
data and information of our customers. It is a condition
embedded in our telecommunications licenses that we
bear the responsibility of protecting customers’ private
information. We comply fully with data privacy requirements
under the Malaysian Communications and Multimedia
Commission Act. Confidentiality Codes are in place across
TM Group and its subsidiaries. They are currently being
reviewed to ensure compliance with consumer code
requirements, detailing processes for managing customer
information.

Customer Health and Safety: Health and
Safety Impacts of Our Products

So far, there have been no legal proceedings brought against
TM for any alleged breaches of customer confidentiality.

Statement on Compliance
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The health and safety impacts of TM’s products and
services are generally concentrated around the sites of
poles, exchanges and fixed lines. To address customer
safety concerns and management systems and standards
are implemented from the outset of each site. We are
pleased to report that there have been no significant
incidents of violations in relation to customer health and
safety during the year under review.

There have been no significant incidents of non-compliance
with laws and regulations concerning the provision and
use of its products and services during the period covered
by this report. Also, there has been no significant noncompliance with regulations and voluntary codes relating
to marketing communications, including advertising,
promotion and sponsorship.

Workplace
54,618

employees participated in TM training programmes
Achieved

83.13%

for Competency Index, an increase of 1.5% from 2008

233

Labour Practices and Decent Work
TM’s success relies on the engagement and dedication of its employees.
TM is committed to creating a workplace where employees are valued and
have the opportunity to maximise their full potential. Our responsibility and
initiatives reflect a supportive and safe environment for employees’ professional
development and productivity. Reflecting our commitment, we are proud to have
won the top position in the Best Workplace Category at the Prime Minister’s
CSR Awards 2009 and to have been named as one of the 10 Best Employers in
Malaysia 2009 by Hewitt Associates.

employees opted for Flexi Hour

Total Employees
24,744

2009
2008

23,496

2007

22,098

2006

20,000

24,358

21,000

22,000

23,000

24,000

25,000

Total Employees
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Workplace
Employee Breakdown, 2009
Executive
Non-Executive

35%

Fair Pay Policy – Basic Salary men vs.
women
As of December 2009, 9,162 of TM’s staff were women.
There is no disparity in pay between men and women:
all staff are subject to the same pay scale regardless
of gender and position. There is no minimum wage law
in Malaysia, but we benchmark our salary according to
market scales. Also, there is no discrimination in pay or
position between men and women in the Group.

65%

7
6

Benefits Provided to Full-Time Employees

3

•

Education assistance (Scholarship/loan benefits for
employees’ further studies, including diploma, degree,
post-graduate level)

1

•

Education assistance (scholarship/loan benefits for
employees’ further studies including diploma, degree
and post-graduate levels)

*
*

•

Loan benefits (housing, vehicles, computer)

•

Maternity leave for 60 days of full pay basis up to
5 children and maternity benefits up to maximum
amount of RM2,500

•

Insurance coverage on employees’ life, hospitalisation
and surgical costs, and personal accident

•

Compassionate leave on full pay up to a maximum of 7
days in any one calendar year for death of immediate
family members, paternity leave or marriage of
employee

•

Pilgrimage leave up to a maximum of 40 days inclusive
of weekend and public holidays to perform Hajj which
is limited to once during their service with TM

•

International traveller benefits

•

Higher company contribution to EPF (Employee
Provident Fund)

•

Health screening for TM employees aged above 40
years and medical benefits including family

•

Free rental phone, funeral aid, social club benefits,
professional body membership

2009

42

4.82

4

TM provides a wide range of benefits aimed at increasing
employee welfare. These include:
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6.05

5

5.16

Women in
Management (%)
Women in Top
Management (%)

2
0.19

0

2007

0.21

0.23

2008

2009

Top Management: General Managers & above level
Management: Managerial positions (Assistant General Managers & Managers)

Employee Diversity
As a Malaysian Company, TM’s workforce consists of diverse
ethnic groups, which 83% are Malay, 6% Chinese, 4%
Indian and 7% of other ethnicities. Our total management
staff comprise of 6.05% women (up from 5.16% in 2008)
and TM hires workers based on merit, regardless of
ethnicity, gender and disability. A more detailed breakdown
of our workforce diversity trend can be found in the Human
Resource Data at the end of Workplace section in this
report. The table includes employee turnover rates by age
group, gender and region as well as employment contract,
region and age group. TM also adjusts its workplace to
facilitate religious and cultural practices where possible.

Number of
Disabled Staff

Total
Employees

% of Total
Workforce

2007

11

22,098

0.04%

2008

13

23,496

0.05%

2009

12

24,744

0.04%

TM Workforce Ethnic Diversity, 2009
4%

7%

Malay
Chinese

6%

Indian
Others

83%

Local Hiring Policies and Online
Recruitment
TM practices local recruiting and the Group specifically
recruits Malaysians to senior management positions
within Malaysia. Currently, we have a total of 210 senior
management staff that have been hired through our
local hiring policy. To attract the right talent for the right
position, we collaborate with local universities and colleges,
including MMU, UiTM, UTM, UNITAR, TAR College, Sunway
College, Polytechnics Ungku Omar and Shah Alam. We
also collaborate with Khazanah for GEMS (Graduate
Employability Management Scheme) which offers trainees
the chance to be attached to TM. It is a Government
initiative to mobilise human capital in supporting Malaysia’s
economic growth.
TM has leveraged its technological competencies to practice
online recruitment through its online recruitment facility.
This recruitment channel has helped TM to shorten its
end-to-end processing of recruitment activities. In addition,
online recruitment provides a comprehensive and up-todate databank of potential candidates. Internal job vacancies
are posted via TMCareer Online and prescheduled email
notifications are sent to all employees. TMCareer Online is
a job advertisement and application portal which manages
TM internal and external recruitment process. Employees
and jobseekers are able to create résumés in TMCareer
Online and apply for advertised job openings.

Career Development for Employees
It is TM’s responsibility to provide opportunities for
employees at all levels and to develop the necessary
knowledge, skills and attitudes to allow them to be fully
competent in their current job and future careers. TM
continuously embarks on institutionalising capacity building
to strengthen our employees’ skills and knowledge.
We believe that it is essential for our employees to undergo
continuous training in order to keep abreast with the latest
technological developments, to enhance the delivery of
service and to promote operational excellence. TM has
put in place various career development and training
programmes for the benefit of its employees.
TM is also working towards building a merit-based
corporate culture by adopting a transparent performance
measurement system. Continuous efforts are being made
to streamline the performance of individuals and teams
and rewarding employees based on business performance.
As a result of these measures, TM is able to identify
corporate high performers who add value for the Company.
A percentage of high-performing employees are also placed
in a fast track scheme that expedites the development of
their potential.
In 2009, a total of 54,618 employees participated TM
training programmes and total training hours during 2009
were 1,145,314. Also, there was an average of 58 training
hours per employee. The budget for training in 2009 was
RM52,255,633.

* High Speed Broadband (HSBB) Training
As business moves into the HSBB era, training and
development continues to be fortified to ensure the
readiness of our employees. Various training modules have
been implemented over the year for HSBB and IP-related
courses. More than 6,000 employees were trained in HSBB
and IP (Internet Protocol)-related programmes in 2009.
The main focus is to equip future HSBB installers with
the required knowledge and skills to provide end-to-end
installation services to customers. Intensive modules and
training programmes were designed to cover not only the
technical know-how, but also the interpersonal aspects in
providing customer service.
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Employee Assistance Programme (EAP) and
Employee Productivity Enhancement (EPE)
At a Leadership Development Coaching for Assessment
Centre at TM, EAP practitioners give basic/intermediate/
advanced skills training for union members and newly
hired employees. In addition, a supervisory orientation
programme and customer service management
performance coaching is provided to any TM employees
at the Centre. Employees facing personal or work-related
problems can also request counselling via the EAP. The
EAP serves as counsellor, coach and consultant for TM’s
employees through trained EAP Practitioners nationwide.
In 2009, newly appointed EAP practitioners, who included
union leaders, underwent a series of trainings to enhance
their counselling competencies. The EAP team closed 139
cases successfully in 2009.
TM has been running the EPE programme for the past
three years. With the help of line managers, the programme
focuses on guiding and assisting non-performers to improve
their work performance. This programme has showed
positive results, as a total of 12 employees who underwent
the EPE programme were duly removed from EPE and are
back in mainstream operations.
My TM Training – Employee Induction Programme
This has been introduced for newly recruited employees
who are required to undergo the Building Business Genius
Induction Programme for 3 weeks followed by 6 weeks
of On-the-Job-Training (OJT). TM gives an overview of
the organisation to share the Company’s vision, policies,
procedures, systems and culture and values. A handbook
is provided detailing their terms and conditions of
employment. Also, TM’s Group CEO meets new employees
to share his personal aspirations for the organisation
during the programme.me.

“The Induction course was an opportunity for us to develop networking and build
rapport among ourselves. This relationship helped us in our day to day operations
in TM. The trainers were good and managed to keep us engaged, especially during
the soft skills training”
– Nadine Gan Lay Imm
Assistant Manager, Talent Management

“The Interview reminder through SMS is very convenient and helpful. Everything
runs smoothly and on time. I have ample time to prepare myself for the
interview”
– Nora Binti Kamarudin
Admin Assistant, Security Management
TMTC was established to provide industry-relevant training for TM’s personnel and
other stakeholders, including vendors. Various structured training programmes
are conducted to address the technical and functional skills needs of the
Group.
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SmartOrange

Other training programmes

The SmartOrange Programme was initiated in 2006 with the
aim of improving the behavioural competencies that need
to be acquired by all TM executives. The competencies are
derived from the critical success factors for TM and the
support of the Company’s business vision and mission.
In 2009, a total of 2,608 executives underwent soft skills
training. The purpose of SmartOrange Programme is:

This year, we introduced High Contributors Development
Programme that focuses on developing executives who
have achieved the desired work performance levels set out
by the Company. The key aspects of the Programme are
coaching, job rotation, special assignments and trainings.

•

To have common understanding of the TM Competency
Model and Framework

•

To help identify competencies required at each career
stage

•

To help identify Training and Development needs at
each career stage

NGN (Next-Generation Network)
A series of structured NGN training programmes, which
introduces advanced customer and technical skills for
employees, was participated in by a total of 1,912 employees
during 2009.

Senior Management Development
Programme (equivalent to a Master’s)

The Building Internal Coaching Capability Programme
was introduced in 2008, with the objective of tapping
into the leadership potential of managers and to achieve
one Company mindset with execution orientation. Several
initiatives under the Building Internal Coaching Capability
Programme are CSR performance coaching, HR competency
assessment and leadership development coaching for
consumer sales. There is also a Leadership Development
Coaching for Assessment Centre in place, with 57 staff.
To increase awareness and internalise business ethics,
“Institutionalising TM Business Ethics Programme
2009” (“IBEP 2009”) was designed for TM personnel and
vendors/suppliers. The “Passion for Service Excellence
Programme” focuses on developing market orientation and
business acumen skills of frontline executives in Customer
Service Management, Regional Network Operations and
Sales.

Senior management staff are sent for advanced courses
at top institutions in the world, such as IMD, INSEAD and
Harvard Business School, the University of Melbourne and
the Corporate Leadership Council, Washington DC.

TM’s Silver Lining Programme is to develop strategic skills
for leadership capability readiness to sustain business
performance. TM has developed a Silver Lining Group to
enhance leadership capability.

TM Job Broadbanding

Performance-based Reward Plans and
Performance Appraisal

TM Job Broadbanding focuses on career progression under
two tracks – generalist and specialist:
•

Generalist Career Track: targets employees who wish
to pursue roles that require broad technical skills in
various areas. Examples of possible functions in TM
are Accounting, Legal, Information Technology and
HR.

•

Specialist Career Track: targets employees who wish
to contribute to the organisation in roles that require
in-depth professional or technical expertise in what are
defined as ‘specialist skills’ jobs.

In 2009, a total of 571 employees were promoted through
TM Job Broadbanding out of 628 who were recommended
for assessment.

TM considers the total remuneration in managing employees’
rewards rather than examining only base salaries. TM has
set its base pay at the 50th percentile of the industry. It
pays as high as the 75th percentile of total remuneration
for identified talents. To cultivate the performance-driven
culture, high performers will be rewarded with a higher
percentage of increment and bonuses.
TM conducts a Group-wide annual performance assessment.
Employees meet regularly with their direct supervisors to
set goals at the outset and discuss their achievements,
mobility and career opportunities, and competency gaps in
behavioural and technical aspects. Supervisors elaborate
on each employee’s achievement and specify areas that
need further improvement. The evaluated performance
achievement is moderated to reflect the true individual
performance achievement and the division’s performance.
The moderated performance achievement will determine
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his/her reward plan and may include elements such as a yearly increment and bonus payout. In 2009, each division had
an allocated bonus amount based on performance in 2008.
TM adopted a Group-wide performance appraisal system as a means of aligning the trajectories of the Company’s and the
individual’s goals. Our Managing and Assessing Performance System (MAPS) for targeted groups in Peninsular Malaysia
and Sarawak and non-executives in Sabah aims to promote a performance-based culture by focusing on Key Performance
Indicators (KPI). Top performers in Sabah will be rewarded accordingly through the Performance Based Incentive Scheme
(PBI).

Honouring the ‘Superstars’ – Group CEO Merit Award
The Group CEO Merit Award was established to recognise the unsung heroes in the organisation that have gone the
extra mile in performing their duties. In 2009, 2,084 employees were rewarded a total of RM16,502,395.14 under the
Group CEO Merit Award for their exceptional contributions and achievements.

Competency Index (CI) and Employee
Engagement Index (EEI)
TM monitors its employees competency levels through its
Competency Index (CI) and tracks employee job satisfaction
levels through its Employee Satisfaction Index (ESI). The CI
is compiled through results from the annual 360 Degree
Feedback Assessment. Executives are annually rated by their
subordinates, peers, supervisors and internal customers.
This system provides a means for gauging employees’
levels of behavioural competency. In 2009, the 360 Degree
Feedback Assessment received an increased participation
from TM Group Executives. A total of 8,607 executives from
TM and its local subsidiaries were assessed, compared to
6,863 executives in 2008. This results in an increased CI
score by 1.5% from last year. For the year of 2010, our
target level is 86 and in the long-term, our 360 Degree
Feedback System is to be enhanced in stages for better
and more accurate reporting and analysis. We are planning
to revisit competency assessment questions to capture
the organisational competency for much more reflective
results.
For 2008 and 2009, TM has adapted its Employee Engagement
Index (EEI) to replace its Employee Satisfaction Index (ESI).
In 2009, the survey was completed with a sample size of
8,957 and conducted from the 3rd to 24th December 2009.
The result showed a high level of engagement at 85%,
including employees’ support for TM values, aligned with
our goals and objectives. Each division has planned their
initiatives based on their EEI 2009 results, such as morning
briefing, staff gathering, product knowledge sharing and
coaching on product and system.
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TM Competency Index
88
86

86
83.13

84

83

82
80
78

78.8

TM* (%)
Target (%)

76
74

75

72
70
68

2008

2009

2010

*T
 M Group: TM + subsidiaries (Fiberail, GITN, Menara KL, MMU, TM
Applied Services, TM Info-Media, TM R&D, TM Smart School, TM Sales &
Services)

Employee Engagement
TM believes in hands-on management, reaching out to its employees through various channels. Several in-house
publications – 1EKspresi, 1Suara and 1Pulse – provide avenues to communicate TM policies and programmes to
employees. Senior managements are also involved in these through quarterly dialogues via video conferencing and Sesi
Teh Tarik with the Group CEO. The Group CEO himself makes regular state visits and presents the Group’s financial
results every quarter through briefings streamed live to all state offices. We also assess the effectiveness of our employee
engagement tools through an internal communication audit held annually.

Elements

Initiatives

Performance Management

•

Increase Communications on the PRM in TM to all

•

Face-to-Face KPI setting to all

Supportive Service Environment

•

Intensify EAP

Leadership

•

Leadership Role Modeling

•

Leadership Dialogue

•

Leaders Communications

•

To better manage re-organisation in future and communications

Organisational Change

*

TM’s Contingent consists of 100 - 120 staff from Klang
Valley including Top/Senior Management.
–

*

*

–

Sponsored Jalur Gemilang worth RM220K for
community and participated in 52nd Merdeka Day
Celebration at Parliament’s Building.

–

Participated in National Maal Hijrah & Maulidur
Rasul Assembly at PICC and Masjid Putra,
Putrajaya.

Child Care Centre at Menara TM Kuala Lumpur and the
Multimedia College, Taiping, Perak.
797 retirees of TM Group
–

*

Attended National Labour Day Assembly at Stadium
Putra Bukit Jalil, Kuala Lumpur (Participants also
included 20 NUTE members and the Union Excos
from Sabah and Sarawak).

Organised Programme Jasamu Dikenang TM 2009
Session 1 & 2 to commemorate the commitment,
service and sacrifice.

Managed the Welfare Fund of TM (Tabung Kebajikan TM)
for the year 2009, from which TM spent RM108,583.50
for 118 less fortunate staff. The fund covers funeral aids,
purchasing of medical support or artificial equipments,
and natural disaster aids such as flood/hurricane/fire
victims etc.

*

Organised Hari Raya Open House for staff and corporate
customers.

*

Organised Family Day for staff, managed by Kelab TM.

*

Organised National Event for Majlis Tilawah Al-Quran, is
managed by Badan Kebajikan Islam TM in collaboration
with Islamic Affairs Unit, Employee Engagement, Group
HCM TM.

*

Organised Qurban & Aqiqah Program 2009 at National
Level. Every state has been allocated two (2) cows for
qurban at rural area.

Work-life Balance
• Flexi Hour
Flexi Hour is a working arrangement which enables
employees to choose their start and end time without
reducing their total working hours. As part of TM’s 100
Day Revitalising Corporate Culture Initiative and support
for a healthy work-life balance, Flexi Hour was officially
implemented in 2009 following a pilot program in 2008.
This year, a total of 233 staff opted for the Flexi Hours
scheme.
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Workplace
• Teleworking
Teleworking refers to the work option where employees
are able to work at a remote location away from the
workplace. It was introduced to reduce operating costs
through reducing office space rental and to improve
recruitment and retention among talented groups in Sales
Divisions – Enterprise Sales, Government Sales, SME Sales
and Consumer Sales. For employees, weekly individual
sales targets must be properly assigned and employees are
required to be in the office twice a week for Pep Talks and
weekly sales performance meetings. All teleworkers are
expected to adhere to all applicable laws, rules, regulations
policies and procedures regarding information security. In
2009, 63 executives from the Enterprise segment as well
as 31 executives from the Government segment have taken
the Teleworking option.

Collective Bargaining Agreements
In-line with TM’s ‘One Company Mindset’, we strive to
foster a close cooperation and a professional relationship
with our employee representative groups. The nonexecutive employees of TM in Peninsular Malaysia, Sabah
and Sarawak are represented by three in-house unions –
National Union of Telecommunications Employees (NUTE),
Sabah Union of Telecommunications Employees (SUTE)
and Union of Telecommunications Employees Sarawak
(UTES). A collective agreement (CA) with these three
TM Unions was signed in 2007 – 7th CA for NUTE, 7th
CA for UTES and 4th CA for SUTE, covering a period of
three years from 2007 to 2009. Subjects covered in these
agreements are related to salary structure and adjustment,
increment quantum, performance-based rewards and cost
of living and housing allowance. All collective agreement
negotiation sessions with the SUTE, NUTE and UTES
were completed in the first quarter 2010 and the salary
adjustments have been effective since 1st January 2010.

Union

NUTE

SUTE

UTES

Total

Total

9,428

775

1,222

11,425

Signed on
20th May,
2010

Signed on
26th June,
2010

Total % of Union Members = 46%
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The National Joint Council (NJC) and the Standing
Committee (SC), at which both TM and the unions are
equally represented, act as a neutral party or a mediator to
settle unresolved issues at lower levels or when a subject
in the collective agreement needs further clarification.

Notice Period for Operational Change
When the Company makes operational changes that
potentially affect its employees, it has a policy of giving
one to three months notice to the staff based on business
requirements and individual needs.

Human Rights and Security Personnel
trained in Human Rights Issues
TM is committed to protecting and enhancing the human
rights of our employees. As a signatory of the United
Nations (UN) Global Compact, we strictly comply with all
the 10 principles focusing on human rights, fair labour, no
child labour, collective bargaining and non-discrimination.
As TM’s Human Rights issues are also covered in our Code
of Business Ethics, we do not tolerate any child, forced or
compulsory labour. Our employment policies also cover a
range of related issues including equal opportunities and
diversity during the hiring process. Employment decisions
are purely based on qualifications, skills and experience.

Occupational Safety and Health

TM Union Breakdown, 2009

Collective
Agreement
2010-2012

In order to promote and sustain a healthy managementunion relationship, TM conducts regular and open
dialogues discussing issues pertaining to collective
agreements, operational and industrial matters and to
provide updates regarding any major business changes.
Unions are consulted and informed of every operational,
management or administrative change. This mutual respect
has developed increasing levels of cooperation and further
enhanced ties between TM and the Unions in 2009.

Signed on
5th April,
2010

We place the highest importance on our employees’ health
and safety to provide a safe and healthy environment
for our employees. Our commitment is detailed in TM’s
Occupational Safety, Health and Environment (OSHE) Policy
Statement. Our OSHE Policy conforms to applicable laws
and regulations on safety in the workplace, and also
meets International Organisation for Standardisation (ISO)
requirements. We are proud to have won 3 categories of
100 Days, 200 Days and 365 Days Accident-Free Awards.

We introduced new measures in managing the H1N1 (swine
flu) virus for those who work at our telecommunication
buildings. TM has taken serious action in minimising the
impact by activating the Pandemic Preparedness Team. The
existing Pandemic Preparedness Plan has been reviewed to
identify the appropriate steps to prevent the spread of the
H1N1. About RM80,000 was spent on providing protective
equipment, sanitisers and thermometers to staff in all
premises. The Plan was successfully carried out, resulting
in minimal impact of internal infection.

OSH Management System
Health and safety issues in TM are managed by the OSHE
Management Committee which has equal membership
from management and employees. Since 2008, the revised
TM OSHE governance structure has ensured greater
enforcement of the OSHE rules at work sites. Under
the new structure, functions and responsibilities were
clearly defined: Heads of Network Development (ND) and
Network Operations (NO) were made directly responsible
for OSHE matters and a Main ND and NO OSHE Committee
were established to oversee the regional committees.

One of the medical check up sessions for employees organised
by the TM panel clinics during a health campaign

Our pioneering efforts in developing health and safety
measures for working at heights are considered as ‘Best
Practice’ in Malaysia.
A total of 52 audit sessions were conducted in 2009 by
State Safety and Health Officials. Also, a total of 2,065 TM
employees have attended OSH training programme.

TM OSHE Governance Structure
GROUP CHIEF EXECUTIVE
OFFICER

CHIEF HUMAN CAPITAL
OFFICER

TM Group
OSHE
Management
Committee

TM Group
OSHE
Steering
Committee
TIER 1

Subsidiary/OpCo
OSHE
Committee
Regional General
Manager

STATE GENERAL
MANAGER

State
OSHE
Committee

Region
OSHE
Committee
TIER 2
TIER 3

MOST SENIOR
OFFICER

Building
OSHE
Committee

This structure provides the responsibility and accountability of each our employee from the lowest rank to the Group CEO. This proves the
effectiveness of the strategy put in place to ensure flawless communications between all levels of operation.
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Workplace
I n c i d e n t M a n a g e m e n t Sy s t e m
Implementation & Monitoring

–

OSHE Personnel has the responsibility to ensure system
implementation and compliance of the procedure, including
review of incident/event reports, recommendation of
corrective and/or preventive actions and maintaining
relevant records as required by legal requirements. An
OSHE Investigation Team is in place which will be activated
immediately after an incident is reported and emergency
response activities. OSHE Personnel also needs to monitor
closely the progress of implementing the corrective action
by any means and ensure that the actions are promptly
executed and closed. All incident reports and documents
are kept for at least 5 years from the date on which they
are made.

T r a i n i n g a n d Aw a r e n e s s R a i s i n g
initiatives
We run various training programmes and organise regular
campaigns at our head office and state locations in order
to instil awareness about health and safety issues. The
TM Group OSHE Management Committee has endorsed
compulsory training for all staff who work on poles or
ladders and the training will continue to be carried out
in 2010 to cater for employees who have yet to attend.
In ensuring greater safety and minimising injuries, new
portable aluminium ladders with additional safety features
will be introduced in Malaysia for the first time, as an
example of ‘Best Practices’ for working at heights. Also,
the TM Group OSHE Steering Committee instructed that
the Hazard Identification, Risk Assessment and Risk
Control Programme (HIRARC) should be conducted in
Network Operations as a proactive approach in mitigating
the existing risk and preventing mishaps.
Since 2005, OSHE campaigns have been organised
regularly to foster a health and safety culture at TM. OSHE
Campaign and Exhibitions were held at three selected
states – Kelantan, Terengganu and Cyberjaya in 2009 - with
the full participation of respective State OSHE Committees
and agencies, such as Polis Diraja Malaysia (PDRM),
Jabatan Bomba dan Penyelamat (JPM), DOSH SOCSO,
local hospitals and TM’s panel doctors. In addition, new
joiners to the HSBB initiative have to undergo an induction
programme, aimed at instilling an understanding of the
importance of complying with OSHE requirements. There
is training for OSH Laws for Executives and Supervisors
and Safety & Health Officer Certification, OSH Roles &
Responsibilities of Supervising Officers.
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TM conducted a survey with the Malaysian Institute
of Nuclear Technology (MINT) to measure the level of
radiation and radio frequency exposure to operational and
maintenance employees that performed regular inspection
work at 9 identified hill stations throughout the nation.
Most importantly, every employee of TM is encouraged
and empowered to provide feedback and take appropriate
action on any hazard detected or incident that takes place
so that the appropriate corrective measures can be taken
to prevent a recurrence. Regular meetings are held to
encourage staff participation in all OSHE activities.

* NIOSH – T M
Programme

Safety

Passport

This training programme was organised in collaboration
with the National Institute of Occupational Safety and
Health (NIOSH), to create awareness on the importance
of observing safety rules and procedures amongst
TM’s contractors’ personnel working in TM’s premises.
Notably, the number of participants in 2009 – a total of
7,091 - was 131% higher than in the previous year.

OSH T o p i c s c o v e r e d i n C o l l e c t i v e
Agreements
A greater number of Union members have been engaged
with TM OSHE seminars in 2009. In June 2009, the first
OSHE Seminar since Jabatan Telekom Malaysia (JTM)’s
privatisation, was held in Kota Bharu, Kelantan, engaging
both Management and in-house unions. Themed ‘Employees
Safety – A Mutual Commitment’, the seminar was aimed at
getting a greater engagement from both the Management
and in-house unions towards making TM a safer workplace,
its employees adopting a healthy lifestyle and care for the
environment. There were more than 120 participants of
whom 50% were union members from various levels of
OSHE Committees. This seminar was conducted for the
first time in the history of TM-Unions relations Presidents
of NUTE, UTES and SUTE delivered their respective union’s
viewpoints on OSHE.
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Work Related accidents and injuries

*

Lost Time Injury Frequency Rate (LTIFR): the number of
accidents that caused an absence from workplace per
million of hours worked.
Total Recordable Injury Frequency Rate (TRIFR): the
number of injuries per 1.0 million hours worked

1.31
1.16
0.68
0.73

0.59

Total Recordable Injury
Frequency Rate (%)a

0.54

0.0

Number of Accidents, 2005-2009

*

Lost Time Injury
Frequency Rate (%)

1.5

2007

2008

2009

child labour. There have been no reported incidents or risks of child labour, or of
forced or compulsory labour. There were no incidents of violations involving the
rights of indigenous people at any time during the Company’s history.

Human Resources Data
2009

2008

2007

24,708

23,457

22,062

Outside Malaysia

36

39

36

Permanent Staff

20,231

20,169

19,182

4,513

3,327

2,916

Union Members

11,425

11,951

12,861

Non-Union Members

13,319

10,802

8,514

<30

5,812

4,901

4,214

30-40

6,637

6,034

5,912

40-50

7,234

8,073

8,281

Statement on Compliance

>50

5,061

4,488

3,691

We are pleased to report that there have been no reported
incidents relating to human rights violations and incidences
of corruption across our operations, during the year under
review. Our operations in Malaysia are structured by the
Malaysian Employment Act 1955, which makes provisions
against exploitative labour practices. We cooperate fully
with our labour unions, while complying with national labour
laws on freedom of association and collective bargaining;
there have been no reported incidents of employee
discrimination or violations of TM’s employees’ rights to
collective bargaining. The Children and Young Persons
[Employment] Act of Malaysia prohibits the employment
of children under the age of 14. TM complies fully with
this and other applicable international agreements against

Employee Turnover Rates
Global

6.71%

8.36%

10.81%

In Malaysia

6.69%

8.35%

10.81%

Outside Malaysia

0.02%

0.00%

0.00%

Female

1.96%

2.96%

4.07%

Male

4.75%

5.40%

6.74%

<30

1.67%

2.14%

2.28%

30-40

0.86%

1.90%

2.05%

40-50

0.42%

0.79%

1.30%

>50

3.74%

3.51%

5.16%

Although TM has implemented proactive measures,
preventive plans and strategies at all work sites, the Group’s
overall Lost Time Injury Frequency Rate (LTIFR) and Total
Recordable Injury Frequency Rate (TRIFR) increased from
2008. Also, the number of accidents has increased to 53
cases in 2009. The statistics are compiled every quarter
and are based on two measures – the Incident Rate (IR)
and the Severity Rate (SR) as stipulated in the Notification
of Accident, Dangerous Occurrence, Occupational Poisoning
and Disease, Regulations 2004 (NADOPOD). The details on
IR and SR are available in our Annual Report 2009 pages
163 to 164. We will strive for better performance next year
and in the future.

Union
Employees
Inside Malaysia

Non-permanent Staff

Age Group

Age Group
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GRI

CONTEXT
INDEX
GRI Reporting Area

Core

Additional

Status

Strategy and Analysis

2

–

All Reported

Organisational Profile

10

–

All Reported

Report Profile

4

–

All Reported

Report Scope and Boundary

7

–

All Reported

GRI Context Index

1

–

All Reported

Assurance

1

–

All Reported

Governance

10

–

All Reported

Commitments to External Initiatives

3

–

All Reported

Stakeholder Engagement

4

–

All Reported

Economic

7

2

All Reported

Social Performance : Labour Practices & Decent Work

9

4

All Reported

Social Performance : Human Rights

6

3

All Reported

Social Performance : Society

6

2

All Reported

Social Performance : Product Responsibility

4

4

All Reported

11/17

10/13

Reported

84

27

Reported

Not Reported

Not Material

Investment

1

–

1

Energy

2

–

2

Water

–

2

–

Access to Telecommunication Products and Services

6

–

–

Access to Content

1

–

–

Customer Relations

3

–

1

Resource Efficiency

5

–

–

Profile Disclosures

DMA and Performance Indicators

Environmental
TOTAL

Telecommunications Sector Supplement
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Notes on Data Collation and Presentation
The compilation and presentation of this report is according
to GRI-G3 Guidelines.
We considered the limitations in the availability of data
in the case where stakeholders cannot be involved or the
availability of any form of reportable information is limited.
For our 2009 CR Sustainability Report, we have put in our
utmost effort on disclosing and reporting all information
we have as comprehensively as possible. Where there are
gaps in the data, we have classified these as “partially
reported”. In cases where we are not able to provide
detailed figures, we have included aggregate information
which we consider to be representative of our approach
and performance.
We aim to improve our data collection systems in the
following year so that we can achieve more consistent
environmental data for all of our operations in future
reports. With regards to GHG Emissions, we have applied
the GHG Protocol 2004 recommended by GRI from the
World Council for Sustainable Business Development and
the World Resources Initiative.

Within the Sector Supplement guidelines, IO7 and IO8 are
not reported as we do not track data or information on
these issues. We consider that material information on
IO4 and IO6 relate mainly to mobile phones services and
infrastructure which we do not supply since our demerger
exercises. We aim to improve our data collection process
and provide more information in our next report. We do not
report on IO2 and PA8 because we do not consider them
as material. For TA5, we have partially reported on our use
of online databases and use of customer information; and
detailed explanation on this can be found in our Annual
Report and in our corporate website.
This report has shown an improvement compared to
the previous sustainability report with better disclosure
of quantitative and qualitative data. We have provided a
Disclosure on Management Approach (DMA) in each of
the categories and profile disclosures. We are able to
provide full or partial data on 113 out of 120 Performance
Indicators. We believe the remaining 7 indicators do not
influence the overall CR assessment of the company.

We are not able to report on specific areas of EN 1,
EN 2, EN 10, EN 20, EN 21, EN 23, EN 24, EN 27, and EN
29 as we are in the process of gathering supporting data
on these cases. We aim to disclose at least partially in our
next report. We have also not reported on the percentage
of products and packaging reclaimed (EN 27) as this is
not directly relevant to the nature of our operations as a
telecommunications company. We have disclosed our total
water withdrawal by source (EN 8) partially and we are still
in the process of developing a proper monitoring system
on this indicator. We will continue to improve our data
collection systems for our next report. The development
of these systems is given priority in our 2010-2011 Group
Agenda which then we expect to be able to provide more
comprehensive information after these processes have
been fully implemented.
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PROFILE
disclosures
Section: AR – Annual Report 2009; FC – Front Cover; ED – Economic Data
Application: C – Core; A – Additional
Status: ● Fully Reported;  Partially Reported; ✖ Not Reported
Section

Status

P2-3

●

P2-3, P15

●

FC, AR(FC)

●

Profile Disclosures
1.1

CEO or Chairman’s Statement

1.2

Description of key impacts, risks and opportunities

Organisational Profile
2.1

Name of organisation

2.2

Primary brands, products and/or services

AR(36)

●

2.3

Operational structure of the organisation

P8

●

2.4

Location of organisation’s headquarters

P1

●

2.5

Number of countries where the organisation operates

P8, P10-11

●

2.6

Nature of ownership and legal form

P2-5

●

2.7

Markets served

P8

●

2.8

Scale of the reporting organisation

P1-3

●

2.9

Significant changes during the reporting period

P2-3, P12-15

●

2.10

Awards received in the reporting period

P9

●

P1, P5

●

Report Profile
3.1

Reporting period for information provided

3.2

Date of most recent previous report

P1

●

3.3

Reporting cycle

P1

●

3.4

Contact point for questions regarding the report or its contents

P1

●

P2-3

●

P2-3, P6

●

P1-3, P51, P53

●

P2-3

●

Report Scope and Boundary
3.5

Process for defining report content

3.6

Boundary of the report

3.7

Specific limitations on the scope or boundary of the report

3.8

Basis for reporting on joint ventures, subsidiaries etc.

3.9

Data measurement techniques and the basis of calculations

P23, P38, P51

●

3.10

Explanation of the effect of any re-statement of information

P53

●

3.11

Significant changes from previous reporting periods

P2-3, P12-15, P53

●
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Section

Status

P52

●

P60-62

●

GRI Content Index
3.12

Table identifying the location of the Standard Disclosures

Assurance
3.13

Policy and current practice on external assurance

Governance
4.1

Governance structure of the organisation

P8

●

4.2

Status of the Chair of the Board

P17

●

4.3

Independent and/or non-executive Board members

P17

●

4.4

Mechanisms to provide advice to the Board

P17-18

●

4.5

Link between compensation and performance of the Board

P18

●

4.6

Avoiding conflicts of interest

AR(P80)

●

4.7

Qualifications and expertise of the Board

AR(P52-59)

●

4.8

Mission or values, codes of conduct and principles

P4-5

●

4.9

Management of CSR performance

P20-21

●

4.10

Evaluating the performance of the Board

P18

●

P2-3, P6-7, P12-15

●

P1-3

●

P2-3, P7

●

Commitments to External Initiatives
4.11

Addressing the precautionary approach or principle

4.12

External CSR principles

4.13

Memberships of associations

Stakeholder Engagement
4.14

List of stakeholder groups engaged by the organisation

P12-13

●

4.15

Basis for identification and selection of stakeholders

P12-15

●

4.16

Approaches to stakeholder engagement

P12-15

●

4.17

Key topics and concerns by raised by stakeholders

P12-13

●
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DMA AND

PERFORMANCE
DATA
Section: AR – Annual Report 2009; FC – Front Cover; FC(i) – Inside Front Cover; ED – Economic Data
Application: C – Core; A – Additional
Status: ● Fully Reported;  Partially Reported; ✖ Not Reported
Page

ECONOMIC

P2-3, P5, P15,
P22, P47-48

Disclosure on Management Approach

EC1
EC2
EC3
EC4
EC5
EC6
EC7
EC8
EC9

LA1
LA2
LA3
LA4
LA5
LA6
LA7
LA8
LA9
LA10
LA11
LA12
LA13
LA14

Economic Performance
Economic value generated and distributed
Risks and opportunities due to climate change
Coverage of the defined benefit plan obligations
Significant financial assistance from government
Market Presence
Standard entry level wage vs. local minimum wage
Spending on locally-based suppliers
Local hiring policies
Indirect Economic Impacts
Investments and services primarily for public benefit
Indirect economic impacts
Disclosure on Management Approach
Employment
Employment type, employment contract, and region
Employee turnover by age group, gender, and region
Benefits provided to full-time employees
Labour/Management Relations
Collective bargaining agreements
Notice period for operational change
Occupational Safety and Health
% workforce represented in OSH committees
OSH injury and accident statistics
Awareness training for serious diseases
OSH topics covered in collective agreements
Training and Education
Average hours of training per year per employee
Skills management and lifelong learning
% of employees with regular reviews
Diversity and Equal Opportunity
Indicators of employee and Board diversity
Basic salary men vs. women

C
C
C
C

P5
P15, P22
P47-48
P31

●
●
●
●

A
C
C

P42
P34
P43

●
●
●

C
A

P28-30
P30-31
P42-51

●
●

C
C
A

P42, P51
P51
P42

●
●
●

C
C

P48
P48

●
●

A
C
C
A

P49
P51
P50
P50

●
●
●
●

C
A
A

P43
P44-45
P45-46

●
●
●

C
C

P42
P42

●
●

SOCIAL PERFORMANCE: HUMAN RIGHTS

HR1
HR2
HR3

Disclosure on Management Approach
Investment and Procurement Practices
Agreements with human rights clauses or screening
Human rights screening of suppliers and contractors
Human rights training
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Status

P35, P48, P51
C
C
A

P48
P35
P48

●
●
●

HR4
HR5
HR6
HR7
HR8
HR9

Non-Discrimination
Incidents of discrimination and actions taken
Freedom of Association and Collective Bargaining
Risks to freedom of association and collective bargaining
Child Labour
Risk of incidents of child labour
Forced and Compulsory Labour
Risk of incidents of forced or compulsory labour
Security Practices
Security personnel trained human rights issues
Indigenous Rights
Violations involving rights of indigenous people

Page

Status

C

P51

●

C

P51

●

C

P51

●

C

P51

●

A

P48

●

A

P51

●

SOCIAL PERFORMANCE: SOCIETY

SO1
SO2
SO3
SO4
SO5
SO6
SO7
SO8

Disclosure on Management Approach
Community
Impacts of operations on communities
Corruption
Risks related to corruption
Training in anti-corruption policies and procedures
Actions taken in response to incidents of corruption
Public Policy
Public policy development and lobbying
Contributions to political organisations
Anti-competitive behaviour
Anti-competitive, anti-trust, and monopoly penalties
Compliance
Penalties for non-compliance with laws and regulations

P30-31
C

P30-31

●

C
C
C

P31
P31
P31

●
●
●

C
A

P31
P31

●
●

A

P31

●

A

P31

●

SOCIAL PERFORMACE: PRODUCT SAFETY

PR1
PR2
PR3
PR4
PR5
PR6
PR7
PR8
PR9

Disclosure on Management Approach
Customer Health and Safety
Life cycle stages – health and safety impacts
Incidents of non-compliance
Products and Service Labelling
Type of product and service information
Incidents of non-compliance
Customer satisfaction systems
Marketing Communications
Compliance in marketing, communications etc.
Incidents of non-compliance
Customer Privacy
Substantiated complaints breaches of customer privacy
Compliance
Penalties for non-compliance of products and services

P39-40
C
A

P40
P40

●
●

C
A
A

P39
P40
P39-40

●
●
●

C
A

P39
P40

●
●

A

P40

●

C

P40

●
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DMA AND

PERFORMANCE
DATA
Page

Status

C
C

—
—

✖
✖

C
C
A
A
A

P22-23
P22-23
P22-23
P22-23
P22-23

●
●
●
●
●

C
A
A

P21
P21
—


●
✖

C
C
A
A
A

P22
P22
P22
P22
P22

●
●
●
●
●

C
C
A
C
C
C
C
C
A
A

P22-23
P22-23
P22-23
P24
—
—
P21
—
—
P21-22

●
●
●
●
✖
✖
●
✖
✖
●

C
C

P19-24
—

●
✖

C

P24

●

A

—

✖

A

P24

●

ENViRONMENTAL

EN1
EN2
EN3
EN4
EN5
EN6
EN7
EN8
EN9
EN10
EN11
EN12
EN13
EN14
EN15
EN16
EN17
EN18
EN19
EN20
EN21
EN22
EN23
EN24
EN25
EN26
EN27
EN28
EN29
EN30

Disclosure on Management Approach
Materials
Materials used by weight or volume
% of input materials that are recycled
Energy
Direct energy consumption by primary source
Indirect energy consumption by primary source
Energy conservation and efficiency improvements
Energy-efficient or renewable energy
Reducing indirect energy consumption
Water
Total water withdrawal by source
Significant impact of withdrawal of water
% and total volume of water recycled and reused
Biodiversity
Protected areas and areas of high biodiversity value
Impact on biodiversity
Habitats protected or restored
Managing impacts on biodiversity
Protected species with habitats in areas of operations
Emissions, Effluents, and Waste
Direct and indirect greenhouse gas emissions
Other relevant indirect greenhouse gas emissions
Greenhouse gas emissions and reductions achieved
Emissions of ozone-depleting substances
NOx, SOx, and other significant air emissions
Total water discharge by quality and destination
Total weight of waste by type and disposal method
Total number and volume of significant spills
Transported hazardous waste
Water bodies affected discharge and runoff
Products and Services
Environmental impacts of products and services
% of products and packaging reclaimed
Compliance
Penalties for environmental non-compliance
Transport
Environmental impacts of transporting products
Overall
Total environmental expenditures by type
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TELECOMMUNICATIONS

SECTOR
SUPPLEMENT
Section: AR – Annual Report 2009
Application: S – Sector Supplement
Status: ● Fully Reported;  Partially Reported; ✖ Not Reported; ✱ not material
Page

Status

Telecommunications Sector Supplement
Investment
I01

Capital investment in network infrastructure

S

P32

●

I02

Net costs under the Universal Service Obligation

S

—

✱

Energy
IO3

Practices to ensure health and safety of field personnel

S

P50-51

●

IO4

Compliance with ICNIRP standards on handsets

S

—

✱

IO5

Compliance with ICNIRP guidelines on base stations

S

P31

●

IO6

Specific Absorption Rte (SAR) of handsets

S

—

✱

Water
IO7

Sites of masts and transmission sites

S

—

✖

IO8

Stand-alone, shared and sites on existing structures

S

—

✖

Access to Telecommunication Products and Services
PA1

Deployment and access in remote/low population areas

S

P31

●

PA2

Addressing the Digital Divide

S

P31

●

PA3

Ensuring availability and reliability

S

P31

●

PA4

Availability in areas where we operate

S

P28-31

●

PA5

Supplying low and no income sectors of the population

S

P31

●

PA6

Emergency situations and for disaster relief

S

P31

●

S

P31, P51

●

Access to Content
PA7

Human rights issues in to access and use
Customer Relations

PA8

Public communication on EMF related issues

S

—

✱

PA9

Electromagnetic field research

S

P30

●

PA10

Ensuring clarity of charges and tariffs

S

P30-31

●

PA11

Promoting responsible, efficient, cost effective and environmentally preferable use

S

P30-31

●

Resource Efficiency
TA1

Resource efficiency of products and services

S

P30-31

●

TA2

Replacing physical objects with telecommunications

S

P30-32

●

TA3

Changes of use of transport and other resources

S

P30-31

●

TA4

Rebound effect/indirect consequences of customer use

S

P30-31

●

TA5

IPR and open source technologies

S

P32, P36-39
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Assurance
Statement

•
•
•
•
•
•

•
•
•

•

•
•

•

•
•
•
•

•

•
•

•

2

