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At TM, our vision is “to Make Life and Business Easier, for a better Malaysia”. In the context of sustainability, our purpose then is
to deliver a totally converged and connected ecosystem for the entire nation. The success of our business relies on it, and our
sustainability agenda is key to achieving it. As a large telecommunications company, we are committed to finding innovative,
tech-based solutions to our biggest social and environmental challenges. We work with our customers and suppliers, engage our
employees and develop partnerships with government and not-for-profit organisations to deliver programmes that create targeted
value in our communities, particularly for those most vulnerable, and for the environment. Our strategic ambition is to embed social
and environmental considerations into the heart of the business in ways that create value. As an employer of choice in an increasingly
dynamic industry, we are well positioned to make a difference. Our strategic sustainability priorities reflect the areas in which we can
have the most cultural, reputational, commercial and social impact.
We recognise and are sensitive to the fact that our ability to succeed depends on how we respond to the changing social and
environmental expectations of our employees, customers, investors, regulators and the wider public. This Report gives you a deeper
understanding of the way we are responding to a broad range of important environmental, social and economic issues.
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TELEKOM MALAYSIA BERHAD

SECTION

SECTION

SECTION

SECTION

1

2

3

4

OUR
BUS INE SS

OU R
COMMU NI T Y

OUR
P EO P L E

O UR
E N V I RO N M E N T

p.22 - p.41

p.42 - p.49

p.50 - p.57

p.58 - p.63

p.23

Product Quality

p.43

Supporting Communities

p.26

Customer Satisfaction

p.49

Inclusivity

p.27

Supply Chain Management

p.33

Innovation

p.38

Regulatory Compliance

p.41

Consumer Data and
Privacy

p.41

Consumer Health and
Safety

p.64

Assurance Statement

p.68

GRI G4 Content Index

p.51

Talent Retention and
Attraction

p.61

Climate Change and
Energy Management

p.54

Human Rights

p.63

Resource Use and Waste

p.55

Employee Health and
Safety

p.3

SU S TA I N A B I L I T Y R E PORT 2016

ABOUT THIS REPORT
G4-18, G4-23, G4-28, G4-29, G4-30, G4-31, G4-32

FEEDBACK

T H I S I S O U R 9 TH
ANNUAL REPORT ON
T H E S U S TA I N A B I L I T Y

For further enquiries,
please contact:

PERFORMANCE OF
T E L E K O M M A L AY S I A
BERHAD (TM).
This is our 9th annual report on the sustainability
performance of Telekom Malaysia Berhad (TM). This Report
covers the financial year 1st January to 31st December, 2016,
unless otherwise specified.
Our reporting comprises this ECO 360o Sustainability Report
2016 and our interactive online report, available at
https://www.tm.com.my/annualreport/Pages/index.html.
For a holistic view of our business, this report should be read in
conjuction with our LIFE 360o Integrated Annual Report 2016.
This year we have structured our report and reporting
website by our key sustainability topics, as defined through
our annual materiality process. Many of these issues
represent global challenges, such as responding to the threat
of climate change and promoting human rights. Others
are key challenges for our industry, such as protecting
our customers’ privacy and data security, and ensuring all
vulnerable customers can access the benefits of modern
communications technologies.
For each topic we have provided an overview of our approach
and progress across the reporting period with the aim of
providing readers with a clear view of how we’re addressing
our most material impacts.

This report is available to
all stakeholders in hard
copy on request or can
be downloaded from our
corporate website,
www.tm.com.my.

Malaysia’s Sustainability Reporting Guidelines, the Silver
Book: The Putrajaya Committee Government-Linked
Companies (GLC) Transformation Manual, the ACCA Malaysia
Sustainability Reporting Guidelines for Malaysian Companies,
ISO 26000:2010 Guidance on Social Responsibility; and the
United Nations Sustainable Development Goals (UNSDGs).
Transparency Through Independent Assurance
Independent assurance supports our commitment to
transparency and accountability. SIRIM QAS International
Sdn Bhd, provides limited assurance over specified data
and related performance disclosures in our ECO 360o
Sustainability Report 2016.
We have obtained independent assurance over selected
metrics in our report since 2008 and focus on the metrics
most material to our business. On an annual basis we obtain
independent assurance over our application of the principle
of materiality, as outlined in the GRI G4 Guidelines. This
provides readers with comfort that we have identified and
reported on all our material issues. We obtain reasonable
assurance each year over the environmental metrics that
form part of our regulatory reporting.

Group Brand &
Communication
Telekom Malaysia Berhad
Level 8, South Wing
Menara TM
Jalan Pantai Baharu
50672 Kuala Lumpur
Malaysia
Telephone:
+603 2240 2657
Facsimile:
+603 7955 3620
Email:
gbc@tm.com.my
Website:
www.tm.com.my

STAY IN TOUCH

@TMConnects

@tmreachingout
@everyoneconnects

United Nations Sustainable Development Goals
A detailed issue summary for each topic, along with related
videos and performance infographics can also be found on
our reporting website.
Reporting Standards
We develop our sustainability reporting in accordance
with industry and sustainability standards including the
Global Reporting Initiative (GRI) G4 Sustainability Reporting
Guidelines, Integrated Reporting (IR) Frameworks, Bursa

With the launch of the United Nations Sustainable
Development Goals (SDGs) 2030 in 2015, we’ve performed
additional mapping to assess how our key focus areas and
initiatives relate to these goals, and to highlight the areas
where we believe we can have most impact as a business.
We have summarised some of our key efforts and initiatives
in relation to the SDGs where we are able to have a material
impact. You can find these on page 14 of this Report.

@tmreachingoutofficial
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MESSAGE FROM CHAIRMAN AND
GROUP CHIEF EXECUTIVE OFFICER
G4-1, G4-7, G4-22, G4-23

DEAR STAKEHOLDERS,
As a national institution in
existence in one form or
another for over 100 years,
TM has long recognised
the value of sustainable
operations, of building strong
relationships based on
trust with our stakeholders
and laying our stake on
environmental stewardship. In
fact, we were one of the first
among corporate Malaysia to
report on our sustainability
initiatives, this being our ninth
Sustainability Report.

From right to left:

TAN SRI DATO’ SERI
DR SULAIMAN MAHBOB
CHAIRMAN,
TELEKOM MALAYSIA BERHAD

TAN SRI DATO’ SRI
ZAMZAMZAIRANI MOHD ISA
GROUP CHIEF EXECUTIVE OFFICER,
TELEKOM MALAYSIA BERHAD

Making profits responsibly is one of our
hallmarks at TM. Given our history as a stateowned enterprise and, now, a governmentlinked company (GLC), we place high priority on
serving our local communities, and helping the
Government fulfil its socioeconomic agenda.
Going beyond the community, we take great
pains to strengthen our ties with our employees,
customers and business partners. Additionally,
in light of the urgency of climate change and
other environmental issues, we acknowledge our
responsibility towards protecting the environment
to sustain life as we know it.
We ensure all our operations, actions and business
directions take into account the impact they
would have on our stakeholders. In this sense, we
are proud to be able to say that as we champion
convergence in our products and solutions, we
have long been converging sustainability into
our business. In fact, we can even go a step
further and state that our efforts to entrench
TM’s sustainability play a key role in achieving our
stated vision of making life and business easier…
for a better Malaysia.

Considerations to enhance our sustainability
underlie our commitment to further expanding
and improving our network infrastructure while
driving product innovation and customer delivery.
They also take us into marginalised communities
where we uplift lives in ways that are meaningful
and impactful. Within the workplace, they
empower our people and contribute to their
wellbeing, hence also our business success. And
they steer us in caring for our natural ecosystems
as well as in reducing our carbon footprint, for
better lives today and tomorrow.
Our approach to sustainability keeps evolving,
guided by what is important to our stakeholders.
We engage extensively with members of each
key stakeholder group to discover what is
material to them; and how we at TM can best
serve their needs. For this report, we managed
to take into account the views of no less than
1,000 stakeholders representing government,
institutional investors, customers and employees.
Based on their feedback and views, we have
narrowed the number of materiality issues in our
report from 41 to 14. These 14 issues may be small
in number but are big in terms of how important
they are to the people who matter to us. We
therefore believe they deserve greater depth of
reporting for maximum disclosure and clarity.
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MESSAGE FROM CH A IRMA N A N D
G ROU P CHIEF EXECUT IVE OFFICE R
G4-1, G4-22, G4-23

We are also pleased to share that in early February
2017, we achieved a notable milestone in
our sustainability journey, with management
approving the establishment of a Sustainability
Committee to oversee all TM’s sustainability
efforts. The committee, once formed, will report
to the Board thus elevate our sustainability
governance and reinforce the message
throughout TM that sustainability is everyone’s
responsibility and should guide every single Warga
TM in our daily activities.

Innovation, Regulatory Compliance, Consumer
Data and Privacy as well as Consumer Health and
Safety.

Going forward, as we take our sustainability
efforts to a higher platform, we seek to map our
initiatives against UN’s Sustainable Development
Goals – reflecting our commitment to making
lives better for all Malaysians.

Besides our flagship initiative in School Adoption
Programme since 2003, we have also introduced
a new 3Ducation Programme to develop
interest in Science, Technology, Engineering
and Mathematics (STEM), as these have been
identified as subjects in which there will be a
critical shortage of manpower in the near future.
We also empowered more women entrepreneurs
in Selangor and the Klang Valley area, called
Progam Usahawan Wanita 2.0.

In the following pages we will be reporting on
our sustainability programmes in 2016 focusing
on their impact on our Business, Community,
People and the Environment. To summarise, our
disclosure will focus on the following issues:
Business
Our Business initiatives focus on delivering a
superior customer experience, on the back of
operational excellence and transforming the way
our customers live and work with our innovative
products and solutions, while maintaining the
highest standards of corporate governance and
embracing responsible business practices.
During the year, we completed the transition of
our legacy network into an IPv6-compliant all-IP
next generation network. This was a mammoth
task – the second largest transformation of its
kind in the world – which took our IT&NT team
five years to complete, but the effort was worth
every second as, now, we are truly equipped to
offer our customers cutting edge ICT and cloudbased solutions. We also fiberised more than
2,800 new EnodeBs/Cell Sites to support our LTE
network expansion, while increasing broadband
speeds offered to customers under new UniFi
packages. In addition, we have significantly
improved our customer experience through
digitalised platforms such as Live Chat and TM Self
Help. Customers now find it easier to interact with
us and are happier to be with TM.
Other than Product Quality and Customer
Satisfaction, other key material issues within
this section include Supply Chain Management,

Community
Within the Community, we strive to bring
positive and sustainable change to the lives of
the disadvantaged, focusing on bridging the
educational divide while encouraging the spirit of
volunteerism among our people.

At TM, volunteerism begins with our TM Reaching
Out Volunteers (TM ROVers). Their resolve to
do good and give back to the community is a
reflection of the values ingrained in all at Warga
TM. Through TM ROVers, community responses to
those in need are immediate, and through the GLC
Disaster Response Network (GDRN), a proactive
approach ensures disaster relief is expedited.
These initiatives are reported under two material
issues, namely Supporting Communities and
Inclusivity.

meaningful conversation with our employees,
and were extremely gratified to see our employee
engagement score increase, again, to 92%. This is
truly something we feel proud about given that the
global telco employee engagement index averages
85%, and we have consistently scored about 90%
over the last four years.
In addition to reporting on our efforts related to
Talent Retention and Attraction, we have also
reported on our Human Rights and Employee
Health and Safety platforms.
Environment
We are committed to minimising our
environmental footprint by: 1) addressing climate
change; 2) integrating green considerations in our
value chain; 3) educating our stakeholders; and
4) assuming product and resource stewardship.
We have ambitions of reducing our total energy
consumption, but acknowledge we are on a
journey to improve our energy performance, and
are making conscious efforts to achieve better
outcomes.
Aside from energy consumption, we additionally
combined the resources of our two environmental
programmes – BumiKu and TM Earth Camp
– to effect meaningful change in the marine
environment off Pulau Tinggi in Johor.
Our initiatives are outlined within two material
issues: Climate Change and Energy Management;
as well as Resource Use and Water.

People
We seek to be an employer of choice by providing
a nurturing workplace that is diverse, inclusive
and collaborative, where employees enjoy
equal opportunities for career success. We also
challenge our people to realise their full potential.
We acknowledge that career advancement
is a strong incentive for good talent to stay
in a company, and have in place a fast-track
programme to enable high potential young
executives to progress their careers quickly. Part of
the programme is a Talent Convergence Congress
(TCC) at which we traditionally assigned projects
to our future leaders. In 2016, we enabled greater
talent autonomy by allowing them to choose from
projects pitched at them from our leaders. At the
same time, we stepped up our efforts to have

We hope that in reading this sustainability report
you will find answers to questions you may have
regarding our non-financial performance. As with
our annual report this year, we have adopted a
slightly different approach in our reporting style to
make this report more meaningful and relevant.
We have simplified the language used and added
to clarity with visuals and graphics. We hope to
have conveyed how important sustainability is to
us, and provided a clear indication of the efforts
we have made to strengthen our sustainability…
for a better TM, and a better Malaysia.

Tan Sri Dato’ Seri
Dr Sulaiman Mahbob

Tan Sri Dato’ Sri
Zamzamzairani
Mohd Isa
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2016 HIGHLIGHTS

W O R K P L A C E S TAT I S T I C S
O U R BU SINESS

OU R COMMU NITY

Non-Executives
16,880

>72
TRI*M Index

Outstripping the industry’s average
of 68, for the 6th consecutive year

>20,000 lives

have been touched through the TM
School Adoption Programme since 2003

11,165
Executives

Permanent employees
24,205

Fiberised more than

2,800
n e w e N o d e B /c e l l s i t e s

3,840
Non-permanent employees

Procurement Maturity Index (PMI)
increased to
8.80 FROM 8.23
P R E V I O U S LY

RM4.5 million
in social media was generated
through Team Malaysia’s
coverage of the Rio Olympics

RM485.0
million

disbursed by Yayasan TM since 1994

Male
17,009

LAUNCH OF
WEBE MOBILE SERVICE
A simple, worry-free mobile experience
on the webe LTE network, completing
our convergence suite of services

104 potential

small to medium women
entrepreneurs identified in Program
Usahawan Wanita (PUW) 2.0

S U S TA INA BIL ITY AC HIEVEMENTS

11,036
Female
Total : 28,045

1

National Center for Sustainable Reporting (NCSR)’s
Sustainability Reporting Awards 2016
Commendation for Best Practice in Sustainability
Reporting in Malaysia

2

National Annual Corporate Report
Awards (NACRA) 2016
Best Corporate Social Responsibility
Reporting Award - Silver

p.7
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2016 HIGHLIGHT S

REVENUE (RM BILLION)
O U R PEO PLE

OU R ENVIRONMENT
2012 2013 2014 2015 2016

TM’S MOST
VA L U A B L E A S S E T

2 8 , 0 4 5 employees

3,652m3

12.06

water recycled
at Menara TM

11.24

9.99

92%

E M P L OY E E
ENGAGEMENT INDEX
consistently over 90% for the past 4 years

98.1%
TA L E N T
R E T E N T I O N R AT E

Launched new
OSHE COMPLAINTS
CENTRE (OCC)

3

The Appies 2016 Malaysia
Government, Cultural, Social and Environmental
Campaigns (Gold) - Corporate Raya

11.72

10.63

Deployed

22 UNITS
of artificial coral reefs
in Pulau Tinggi, Johor

Shifted our
environmental focus into
MARINE
C O N S E R VAT I O N

Savings of

91 GWh/year

from the new-generation network

RM12.06
billion
with 2.9% growth
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ABOUT US
G4-4, G4-5

AS MALAYSIA’S CONVERGENCE CHAMPION
AND A MARKET LEADER,
TM IS DRIVEN BY STAKEHOLDER VALUE CREATION
IN A HIGHLY COMPETITIVE ENVIRONMENT.
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A BOU T U S
G4-4, G4-5

T E L E KO M M A L AY S I A B E R H A D ( T M ) WA S
E S TA B L I S H E D B AC K I N 1 9 4 6 A S T H E
T E L EC O M M U N I C AT I O N S D E PA R T M E N T O F
M A L AYA A N D S I N C E T H E N , T H E C O M PA N Y
H A S B E E N C O N T I N U O U S LY D E V E L O P I N G
AND ENHANCING THE COUNTRY’S

OUR HEAD OFFICE IS IN:

Telekom Malaysia Berhad
Menara TM
Jalan Pantai Baru
50672 Kuala Lumpur
Malaysia.

T E L EC O M M U N I C AT I O N S I N F R A S T R U C T U R E A N D
S E R V I C E S TO F U L F I L T H E C O M M U N I C AT I O N S
N E E D S O F M A L AY S I A N S R EG A R D L E S S O F T H E I R
L O C AT I O N S .
The Group has been on track for its transformation journey to
become Malaysia’s true Convergence Champion and No.1 Converged
Communications Services Provider, offering a comprehensive suite of
communication services and solutions in fixed (telephony and broadband),
mobility, content, WiFi and smart services.
As a market leader, TM is driven by stakeholder value creation in a highly
competitive environment. The Group places emphasis on delivering an
enhanced customer experience via continuous customer service quality
improvements and innovations, whilst focusing on increased operational
efficiency and productivity.
Leveraging on our extensive global connectivity, network infrastructure and
collective expertise, TM is well positioned to propel Malaysia as a regional
Internet hub and digital gateway for Southeast Asia.
As a multiple award winning model corporate citizen committed to good
governance and transparency, TM continues its pledge to ensure the integrity
of our processes, people and reputation as well as the sustainability of our
operations. With a focus on ICT, the Group promotes three major pillars of
Corporate Responsibilities (CR) i.e. Economic, Environment and Social (EES),
through our Reaching Out programmes.
TM will continue to leverage on the strategic investments made earlier in
webe and TM Business Solutions to realise its Convergence and “Go Digital”
aspirations as its moves beyond connectivity services into new value added
digital services. The Company is embarking on a holistic approach covering
customer experience, process optimisation and new business opportunities.
This entails building a digitally aware and smarter workforce that acts as a
catalyst to the digital transformation of TM, thus powering Malaysia’s digital
economy.
TM looks forward to serving customers with relevant convergence
propositions via the five pillars of Smarter Living, Smarter Businesses, Smarter
Cities, Smarter Communities and a Smarter Nation - delivering a seamless
digital experience and integrated business solutions to cater to individual
lifestyle and business communication needs - towards making “Life and
Business Easier for a Better Malaysia”.

OUR VISION

To make life and
business easier,
for a better Malaysia.

OUR MISSION

We deliver
life made easier:
1

To customers, through
converged lifestyle
communication experiences
2

To business, by collaborating
with and supporting them with
integrated solutions
3

To the nation, by
supporting socio-economic
development through education,
innovation & social initiatives
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S T R AT E G Y AT A G L A N C E
G4-4, G4-56

Our vision
– to make life and business easier
for a better Malaysia –
rests on becoming the nation’s Convergence Champion
which, in turn, is supported by fulfilling our roles
as the No.1 Converged Communication Service Provider.

In the immediate term, we are focused on two key strategic thrusts;
Deliver Convergence and Go Digital, underpinned by Reprioritising
Productivity and Embedding Innovation.

Life Made Easier
Business Made Easier

Life Made Easier
Business Made Easier

To make life and business easier, for a better Malaysia
INNOVATIVE

WHAT?

DELIVER
CONVERGENCE

Innovation Exchange

Infrastructure & Platform

Content Application Devices

ICT
HOW?

UNDERLYING
PRINCIPLES

Information Exchange

>

Convergence Champion/No.1 Converged
Communication Service Provider

3

Fundamental
Productivity Shift

GO DIGITAL

REPRIORITISING PRODUCTIVITY

+
4

Continued Growth

+

>

TRUSTED

2

>

EASY

STRATEGIC
THRUSTS

1

EMBEDDING INNOVATION

Improved Institutional
Health Enablers

Overall Strategic Framework

Immediate Key Focus Area 2016 - 2018
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STR AT EGY AT A G LA N CE
G4-4, G4-56

1

What do we mean by Convergence?

Convergence to us is all about our customer experience. It is about delivering superfast and seamless broadband connection everywhere and anytime;
enabling and providing relevant lifestyle and business services on all devices; delivered in an easy and enjoyable experience. Towards this end, we are
expanding our coverage, enabling higher broadband speeds, and increasing our wireless as well as mobile solutions, with mobility completing our
convergence portfolio.

2

What do we mean by Going Digital?

Our Go Digital aspiration is about re-wiring our organisational DNA to change the way we do business, making us more efficient and productive. This is
based on a three-pillar framework:
To Make Life and Business Easier, for a better Malaysia

VISION

DIGITAL
PROGRAMMES

3

1
Customer experience

2
Process optimisation

3
New opportunities

“Generate easy and simpler
ways for customers to
engage with TM”

“Simplify and streamline
internal processes
through digitalisation”

“Create completely
new businesses
enabled by digital”

We are ensuring quality customer
experience at every point of our
customer’s journey across multiple
traditional and digital channels with
the “I-Join” framework comprising
I-Join, I-Use, I-Pay, I-Engage, I-Renew
and I-Stay.

We are introducing two-speed
IT architecture, and have begun
streamlining processes such as SWIFT,
doubling our field force productivity.
At the Corporate Centre, we are
developing apps to boost productivity
and energise our employees.

We are leveraging on our assets/
investments to move beyond core
connectivity into new value added and
smart digital services such as cloud
and Internet of Thing (IoT).

How are we Reprioritising Productivity?

We have embarked on initiatives to optimise outcomes from existing resources. A holistic
productivity framework was introduced in 2016, supported by a centralised governance
framework to monitor and track productivity initiatives throughout TM.
The initiatives focus on the following:
i.
ii.
iii.
iv.

Processes and Procedures
Technology Enablement
Resource Configuration (people, equipment and assets)
Capability and Culture

4

How are we Embedding Innovation?

We have frameworks that encourage employees
to share their ideas, and allow us to integrate
these ideas into our organisation. We also
have formal innovation hubs – TM Research &
Development (R&D) and Multimedia University
(MMU) – where ideas are continuously
generated; and external initiatives (through RE:
and partnerships) from which we are able to
tap into opportunities to improve the way we
operate and the products we offer.

p.12
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STRAT EGY AT A GLAN CE
G4-4, G4-9, G4-17

CONVERGENCE 2.0

The next step along our convergence journey takes us to Convergence 2.0, when we will no longer “Talk Convergence” but enable
Malaysians to “Experience Convergence”. Life in the Era of Convergence will be supported by five pillars of smarter living, smarter
businesses, smarter cities, smarter communities and a smarter nation. These, in turn, will be complemented by our initiatives in the
community that promote a better life for all Malaysians.

Smarter Living
Life becomes Effortless
Through our products and
services, we are making life more
intuitive and effortless.

Smarter Businesses
Businesses become Agile
We empower corporate clients with cloud-based innovative solutions to forward their the Businessto-Business-to-Consumer (B2B2C) journey making business more agile.
Businesses will enjoy greater agility with:

Customers will enjoy:

•

A truly seamless connectivity
experience as we extend our
promise of ‘Life and Business
Made Easier’ into the mobile
space

...to converged business solutions
Connectivity
& Mobility
Data, Internet, Voice

BPO
ICT

More value added services, e.g.
video content

ture
hitec
Arc
ir se

Smart Services

Smart solutions like smart
homes and appliances with
security, surveillance &
protection embedded

su
ltin
g

DC & Cloud

•

Smart Services
IoT, Smart Building,
Smart City

n
Co
ess
Busin

•

Products blocks...

All the above services will
be delivered in an easy and
enjoyable experience for
customers

Connectivity

ICT
Security, Unified
Communication,
Data Centre & Cloud

Converged
Business
Solutions

Pro
fes
si

ce
ervi
al S
on

•

Our converged solutions, consisting of connectivity with mobility, ICT, BPO and smart services, tailored
to vertical business requirements

En
ter
p

Higher speed broadband
packages

ic
lyt
na
A
a
t
Big Da

s

•
•

BPO
Call Centre,
Outbound, Omni
Channel, Analytics

•

Our data centres and cloud, managed network services, managed security solutions, unified
communication and collaboration

•

VADS Marketplace offering B2B2C cloud hosted solutions powered by VADS Cloud eXchange
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STR AT EGY AT A G LA N CE
G4-4, G4-9

To make Life and Business Easier for a better Malaysia
Life in the Era of Convergence will be about...

Smarter Cities
Cities become Efficient
We are embedding intelligent
technology to create efficiencies in
the way cities are planned and run.
With IoT-enabled Integrated
Operation Centres, residents will
enjoy:

Smarter Communities
Communities become Collaborative
By bringing people together, we
harness the power of communities to
achieve common goals – be it for social
or economic gain.

Nation becomes Progressive
We strive continuously to leverage on our
technologies to improve lives; of individuals, families,
neighbourhoods, communities, villages, institutions
and the nation at large.

We bring people together through:

We contribute to a Smarter and Progressive Nation
through:

•
•

Smart Street Lights
Management for better flow
of traffic

•

Security Surveillance

•

Smart and easy Parking
Securities

•

•

Supporting our national athletes via
Team Malaysia

•

Uncovering hidden sporting talent
in Mencari Ramli

•

TM School Adoption Programme
in collaboration with PINTAR
Foundation, TM Robotics
Programme and TM 3Ducation
Programmes – under which
children get to understand the
future of digital world

Energy-efficient water, waste
management and comfortable
buildings
Next-Generation Network
(NGN) initiatives

Smarter Nation

•

•

•

Broadband services in rural areas
via Pusat Internet 1Malaysia, an
effort being undertaken with the
Malaysian Communications and
Multimedia Commission (MCMC)
TMgo - LTE technology offering
high speed broadband in
underserved (rural and semi-rural)
areas available in Kedah, Kelantan,
Melaka, Negeri Sembilan, Pahang,
Perak, Selangor, Sabah and Sarawak
webe community

•

Projects such as HSBB, HSBB 2 and SUBB

•

Providing connectivity beyond products and services
to reduce the digital gap, increase ICT skills, build a
knowledgeable nation and boost local capacity building
via Innovation Cluster – TM R&D, RE, AILA and AURA.

•

Partnering ICT companies in cutting-edge areas such as
connectivity technologies, effective-efficient-elastic (E³)
networks, business process tools and digital services

•

Nurturing a technically competent workforce at MMU
while providing scholarships through Yayasan TM

•

Working closely with the MCMC on the Universal Service
Provision (USP) to ensure all Malaysians have access to
connectivity services

•

The spirit of volunteerism – serving the underprivileged
and marginalised pockets of the community via by TM
ROVers TM Reaching Out initiatives such as TM Earth
Camp, BumiKu Camp, humanitarian relief missions and
various community programmes.

•

TM leads in Government-Linked Company (GLC)
Disaster Response Network (GDRN) Initiatives
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OUR FRAMEWORK

TM’S SUSTAINABILITY FRAMEWORK

Our aim is to deeply embed sustainability in our culture,
values, decision-making, operations, products and services to
create a sustainable business that is positioned for long-term
success. We continue to review and enhance our approach to
sustainability to achieve this goal.

We aim to embed sustainability deeply in our DNA, culture, value system and the way
we run our business and engage our stakeholders to create sustainability and long-term
growth for our business, while leading and shaping positive change for our business, the
communities we operate in, our people and the environment.

Our focus is on areas we have determined to be material to TM;
where we have an opportunity to take a leadership role; and
where our skills, resources and expertise can make a positive
difference to current and future generations.

OUR
BUSINESS

HIGHLIGHTS
• Delivering superior customer experience and transforming
the way our customers live and work with converged
communications
• Adhering to the highest standards of corporate governance
• Embracing responsible business practice

OUR
COMMUNITY

HIGHLIGHTS
• Driving positive and sustainable changes among our
adopted schools and other education initiatives
• Enabling the inclusion of women entrepreneurs and special
needs students
• Engaging our people to support the community through
corporate giving and volunteer programmes

OUR
PEOPLE

HIGHLIGHTS
• To be an employer our people are proud to work for by
providing care and equal opportunities in a workplace that
celebrates diversity, inclusivity and collaboration
• Challenging and developing our people to reach their fullest
potential

OUR
ENVIRONMENT

HIGHLIGHTS
• Through understanding our impacts, we are committed to
minimising our environmental footprint across our value
chain
• We will achieve this by addressing climate change, reducing
energy consumption in our networks and monitoring our
noise, water and dust indicator’s

We identify the areas we believe are important to both us
and our key stakeholders through open and consistent
communication, and we focus on shaping positive change in
these key areas.
These focus areas form the foundation of our sustainability
strategy, and are used to bring positive change across our four
sustainability pillars: Our Business, Our Community, Our People
and Our Environment.
We work continually to find new and innovative ways to
transform the lives of the people we connect, and make a
positive impact on our society. We do this by leveraging the
power of communication and infotainment at our disposal.
We have the opportunity today to use our skills, resources and
expertise to make a positive difference into the future.
Staying on track is critical to achieving our plan and vision so we
continually measure how we’re doing.
•
•
•
•

Earnings Before Interest, Tax, Depreciation and
Amortisation (EBITDA) is our key measure of profitability
Procurement Maturity Index (PMI) and Supplier Satisfaction
Index (SSI) ensure an efficient value chain
TRI*M, or measuring, managing and monitoring, is our key
measure of customer satisfaction
The Employee Engagement Index (EEI) is a measure of our
people’s satisfaction

We have identified a number of indicators that help us
measure our performance and longer term objectives to bring
about positive change for our people, community and the
environment.

p.15

SU S TA I N A B I L I T Y R E PORT 2016

SUS TAINABILIT Y AT T M
G4-19

TM’s Material Issues
•
•
•
•
•
•
•

M1: Product quality
M2: Customer satisfaction
M3: Supply chain management
M4: Innovation
M5: Regulatory compliance
M6: Consumer data and privacy
M7: Consumer health and safety

• M8: Supporting communities
• M9: Inclusivity

Contribution to the United Nations (UN) Sustainable Development Goals (SDGs)
•
•
•
•
•
•
•

M1: Product quality: SDG9, SDG11
M2: Customer satisfaction: SDG9, SDG11
M3: Supply chain management: SDG12
M4: Innovation: SDG9, SDG11
M5: Regulatory compliance: SDG16
M6: Consumer data and privacy: SDG16
M7: Consumer health and safety:
SDG3
SDG17 also applies to M1-M7

•
•
•
•
•
•

SDG3 good health and well-being
SDG9 industry, innovation and infrastructure
SDG11 sustainable cities and communities
SDG12 responsible consumption and production
SDG16 peace, justice and strong institutions
SDG17 partnerships for the goals

•
•
•
•

SDG4 quality education
SDG5 gender equality
SDG16 peace, justice and strong institutions
SDG17 partnerships for the goals

•
•
•
•
•

SDG3 good health and well-being
SDG4 quality education
SDG5 gender equality
SDG8 decent work and economic growth
SDG10 reduced inequalities

•
•
•
•

SDG9 industry, innovation and infrastructure
SDG12 responsible consumption and production
SDG13 climate action
SDG17 partnerships for the goals

• M8: Supporting communities:
SDG16, SDG17
• M9: Inclusivity: SDG4, SDG5

• M10: Talent retention and
attraction
• M11: Human rights
• M12: Employee health and
safety

• M10: Talent retention and
attraction: SDG4
• M11: Human rights: SDG5,
SDG10, SDG8
• M12: Employee health and
safety: SDG3

• M13: Climate change and
energy management
• M14: Resource use and waste

• M13: Climate change and energy
management: SDG13
• M14: Resource use and waste:
SDG12
SDG9 and SDG17 also apply to M13-M14
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F O R T H E F I N A N C I A L Y E A R E N D E D 3 1 D EC E M B E R 2 0 1 6 ,
W E D E L I V E R E D A N OT H E R Y E A R O F S T R O N G R E V E N U E S .
W E AC H I E V E D 2 . 9 % G R O W T H I N G R O U P R E V E N U E , F R O M R M 1 1 . 7 2 B I L L I O N
I N 2 0 1 5 TO R M 1 2 . 0 6 B I L L I O N .
Not only did this meet our headline KPIs, it also marked the first time we have crossed the RM12 billion mark. Group profit before tax (PBT)
increased from RM911.8 million to RM918.5 million, while we reported a 12.0% increase in Group net profit (PATAMI) from RM700.3 million
to RM776.0 million primarily due to other gains, lower foreign exchange losses on borrowings as well as tax incentives recognised in 2016.

Catogory

Indicators

2015

2016

Economic
Performance

- Economic value generated (RM million)

RM11.72 billion

RM12.06 billion

- Operating costs

RM10.59 billion

RM11.04 billion

- Employees’ costs

RM2.70 billion

RM2.77 billion

- Dividends to shareholders

RM847.9 million

RM804.2 million

- Tax expense

RM314.3 million

RM299.0 million

- Customer net promoter score (NPS)

-7

-1

- LTE population coverage*

46%

61%

- TRI*M

>72

>72

- Complaints /10,000 customers

42%

34%

- Procurement Maturity Index (PMI)

8.23

8.80

- Voluntary employees turnover

1,676

1,208

- Employee Engagement Index (EEI)

91%

92%

- Talent Management Index (TMI)

77

80

- TM’s School Adoption Programme

12 schools

14 schools

- Program Usahawan Wanita 2.0 (PUW 2.0)

15 women entrepreneurs

104 women entrepreneurs

- Yayasan TM

Total scholarships disbursed:

Total scholarships disbursed:

RM17.26 million

RM13.11 million

Our
Business

Our
People

Our
Community

(In 2016, the Scholar’s Development
Programme was enhanced to
ensure the best possible grounding
for future leaders.)
Our
Environment

- Greenhouse Gas emissions from
• petrol

5,368 t CO2-e

6,560 t CO2-e

• diesel

12,603 t CO2-e

16,110 t CO2-e

- Greenhouse Gas emissions
from consumption of electricity at selected
buildings

39,871 t CO2-e
(5 EMS buildings)

50,044 t CO2-e
(7 EMS buildings)

- Greenhouse Gas emissions
from airline travel

446 t CO2-e

440 t CO2-e

- Water Management at Menara TM

251,037m3

229,856m3
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Our corporate governance
framework ensures that we react
responsibly to the evolving social
and environmental landscape, and
make the best decisions not just for
our business but for our complete
value chain.
We’re committed to the highest
standards of corporate conduct.
We’ve developed a robust set of
well-defined corporate governance
processes to strengthen our
corporate performance and
accountability. Our values of
customer focus, teamwork,
integrity and personal excellence
are embodied in our Code of
Conduct. This drives us to conduct
our business in an ethical manner
whenever we deal with customers,
suppliers, competitors and the
community.

The Sustainability Committee will be supported by various operational divisions to facilitate the Company’s decision
making, based on the following key areas:
Key Divisions
Group Business Assurance (GBA)
Business Sustainability
(across Clusters/Divisions)
Group Human Capital Management
(GHCM) / Yayasan TM (YTM)
Support Business
Group Brand & Communication (GBC)
– Corporate Responsibility (CR)

Sustainability in ensuring the relevant controls are in place to
manage operational risks that involved TM’s Divisions/Line of
Businesses (LOBs) to provide sustainable impacts with greater values
for TM’s stakeholders in the long run.
Sustainability via execution of sustainability initiatives according to
the EES (Economic, Environment and Social) pillars.

The sustainability governance structure will be framed as below with the long-term ambition, for sustainability to
reside at Board Risk Committee level:
TM Sustainability Governance Structure
Board of Directors

Board Audit
Committee

A new level of achievement on our
sustainability journey was reached
when, on 10 February, 2017,
strategic oversight of sustainability
was approved at the Management
Committee level. This opened
doors for the establishment of a
Sustainability Committee with full
terms of reference.

Board
Nomination
and
Remuneration
Committee

1

Board Risk
Committee

• Oversees Risk
Management
• Business Continuity
Management
• Sustainability

Board
Investment
Committee

Board Tender
Committee

Phase 2: Long-Term
Phase 1: Immediate

2

4

1

Group Business
Assurance (GBA)

Management
Committee (MC)

Clusters / Divisions

3
Group Brand &
Communication (GBC)

Group Human Capital
Management (GHCM) /
YTM

Support Business (SB)

BRC - Reviewing the effectiveness of TM strategies, policies, principles and practices relating to

sustainability and operational excellence in promoting the Group’s sustainability agenda.
2

MC - To deliberate and approve all key sustainability related matters.

3

GBC - The custodian of the TM Sustainability Plan.

4

GBA - To oversee overall Group risk strategy and progress.
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As a company that connects with nearly every Malaysian in some way, we have many stakeholders. Our stakeholders comprise any group or individual that
influences, or is influenced by, our activities.
We want our stakeholders to be advocates for TM, so we work to develop quality relationships through meaningful engagements. This also helps us to keep
abreast of evolving social and environmental expectations. We also use stakeholder insights to develop targeted products, services and programmes, as well as
to drive advocacy.
Our approach to stakeholder engagement is guided by our values, and takes many forms, including face-to-face and social media interactions, surveys
and market research. We are active in industry groups, participate in relevant networks and forums, and have teams across the Company that manage our
relationships with specific stakeholder groups.
We know that we build greater trust with our stakeholders when we are transparent and accountable. Monitoring, measuring and reporting on our approach
and performance – good and bad – helps us to achieve this. The high-level topics and concerns raised by our stakeholders this year are outlined in the table
below, and formed a key component of our materiality assessment.
Stakeholder group

Material issues of most concern

Engagement approach

Communities

M2:
M4:
M6:
M8:
M14:

Customer satisfaction
Innovation
Consumer data and privacy
Supporting communities
Resource use and waste

•
•
•
•

Website and service catalogues
Annual and sustainability reports
Visits, seminars and joint activities
Community engagement activities

M1:
M2:
M6:
M7:

Product quality
Customer satisfaction
Consumer data and privacy
Consumer health and
safety
M14: Resource use and waste

•
•
•
•
•

Customer feedback management
Customer support centre at 100
Social media tools - Twitter, FB, YouTube
Market research Loyalty programmes
Events, dialogue sessions, roadshows and
engagement sessions

M2: Customer satisfaction
M10: Talent retention and
attraction
M12: Employee health and safety

•
•
•
•

We engage with communities wherever we
operate. This includes non-profit organisations
and programme partners, as well as
community groups and individuals based or
living close to our operations.

Customers
Our customers are residential consumers,
small to medium enterprises, large
companies/organisations and government,
and are represented by various consumer
groups.

Employees
Our workforce is large and diverse, with over
28,000 employees nationwide.

Employee satisfaction survey
Dialogue and engagement
Top management messages
Intranet, internal social media, departmental
meetings and newsletters
• Employee engagement programmes
• TM societies and clubs’ activities
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Stakeholder group

Material issues of most concern

Engagement approach

Government Regulators

M2:
M5:
M6:
M14:

• Formal meetings
• Performance reports
• Discussions on government initiatives

We engage with government at local, state
and federal levels in Malaysia, from ministers
and party leaders to department employees.
We also work closely with industry regulators
in all our markets.

Shareholders and investment community
Our investment community comprises
institutional investors, buy and sell-side
analysts, and retail shareholders, some of
whom invest with social and environmental
preferences.

Media
We regularly engage with representatives from
print, radio, TV, social and online media at
local, national and international levels.

Unions
We work closely with our three trade unions to
ensure their members’ needs are met.

Suppliers
We engage around 3,611 suppliers each year
with total spend of around RM4.93 billion.

Customer satisfaction
Regulatory compliance
Consumer data and privacy
Resource use and waste

M3: Supply chain management
M6: Consumer data and privacy
M13: Climate change and energy
management

•
•
•
•
•
•

M2:
M4:
M6:

• Press releases
• Press conferences, question and answer
sessions
• Media coverage
• Media luncheons

Customer satisfaction
Innovation
Consumer data and privacy

Investor Relations engagements
Annual and sustainability reports
Annual general meetings
Extraordinary general meetings
Shareholder updates
Quarterly reports

M5: Regulatory compliance
M7: Employee health and safety
M11: Human rights

• Dialogue and engagement
• Joint activities
• Consultations and negotiation

M3: Supply chain management
M13: Climate change and energy
management
M14: Resource use and waste

• Transparency survey
• Supplier training programmes
• Supplier relationship management
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We undertake a materiality
process every year to ensure
we identify and respond to the
sustainability issues, risks and
opportunities that are most
important to our business and
stakeholders.
In accordance with the GRI G4 Standards, we
review the issues impacting TM, our stakeholders
and the broader Information and Communications
Technology (ICT) industry.
We prioritise issues according to their relative
impact on our business and our stakeholders, as
determined through analysis of a wide variety of
sources. Inputs include internal documents such

as the TM risk register and business strategy,
as well as insights gained from participation
in industry and cross sector initiatives, peer
benchmarking and future trends analysis.
In 2016, we engaged more than 1,000 of our
key community and industry stakeholders,
government representatives, institutional
investors and TM employees to get their view of
our most material issues.
This engagement was done by way of a materiality
survey. The 14 material issues were included in a
list of six questions that sought to determine the
level of importance of TM’s material issues. The
survey was sent to a wide sample of recipients,
which included both internal and external
stakeholders. Thereafter, one-on-one interviews
through the phone were conducted on identified
stakeholders to garner a more in-depth view.

The results of our materiality assessment
help inform TM’s sustainability strategy and
programmes. We also use our findings to identify
emerging sustainability trends and issues that
have the potential to become more significant
in the medium term. These issues are monitored
and, where required, managed within TM to
enable us to respond proactively. Emerging issues
identified in 2016 include employee health and
safety, customer satisfaction and product quality.
In 2016, we refined our materiality process to
bring more focus to our reporting. While a broad
range of issues were assessed to determine their
materiality, we have consolidated our list of key
topics to focus on only our most material impacts.
As outlined in the matrix, we identified our most
significant sustainability risks and opportunities
as being:

Our Material Issues

OUR
BUS INE SS

OU R
COMM U NI T Y

M1

Product quality

M8

Supporting communities

M2

Customer satisfaction

M9

Inclusivity

M3

Supply chain management

M4

Innovation

M5

Regulatory compliance

M6

Consumer data and privacy

M7

Consumer health and safety

OUR
P EO P L E

O UR
E N V I RO N M E N T

M10

Talent retention and
attraction

M13

Climate change and energy
management

M11

Human rights

M14

Resourse use and waste

M12

Employee health and safety

Detailed information on each of these risks, as well as how we are managing them can be found throughout this ECO 360o Sustainability Report 2016.
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Materiality Radar
Material issues ranking is based on the collective stakeholder concerns and is identified in orange. For the year under review, we have not
mapped the material issues against the business impact. The process of determining business impact is being refined to allow for more in-depth
understanding of the key issues which effect the Group’s business strategies.
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OUR BUSINESS

TO WA R D S A M O R E
CONVERGED
C U S TO M E R
EXPERIENCE

Material Topics
M1

Product Quality

M2

Customer Satisfaction

M3

Supply Chain
Management

M4

Innovation

M5

Regulatory
Compliance

M6

Consumer Data
and Privacy

M7

Consumer Health
and Safety

>72
TRI*M Index
Outstripping the industry’s average
of 68, for the 6th consecutive year

TM was awarded the

Jim Bound
IPv6 Worldwide
Deployment Award
by Global IPv6 Forum

1st virtual function

- vCPE launched

Launch of webe
mobile service

A simple, worry-free mobile
experience on the webe
LTE network, completing our
convergence suite of services.

100 Gbps
wavelength
technology used
in SKR1M

364%
Increase
in Live Chat Usage
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M1

PRODUCT QUALITY

We’re committed to constantly improving and
preparing our networks for the future. That’s
why this year, we completely phased out our
legacy PSTN Network and replaced it with an IPv6
compliant all-IP next generation network (NGN).
Transitioning into IPv6 began in 2011, when we
first launched commercial services with IPv6
assignments over the Global IPv6 Transit and Direct
services. In 2013, we followed this exercise with
the introduction of dual-stacked IP assignments
for UniFi and Streamyx broadband services. IPVPN
services came afterwards, our TM WiFi leveraged on
the network, followed by the launch of webe.
What this all means, is that the IPv6 network
provides a highly scalable address scheme that
is able to meet the requirements of present and
future communicating devices, and this ultimately
will lead us into the era of interconnected smart
devices through the Internet of Things (IoT).
We believe that this advancement in
telecommunications technology will be crucial in
achieving a number of the UN’s 2030 Sustainable
Development Goals, such as the development of
Sustainable Cities and Communities, Innovation
and Infrastructure, and No Hunger.
Innovation underpins everything that we do, and
all of our customer offerings. We’re striving to be
at the cutting edge of our industry’s technological
advancement. This year, we launched the virtual
Customer Premise Equipment (vCPE). This is the
first product offering under TM’s new Network
Function Virtualisation (NFV) architecture. It
transfers the functions and features that are
normally provided at customer premises (via CPE)
onto the cloud, thereby simplifying the equipment
and service delivery and opening up possibilities
for value-added services on demand.
Our Network is advanced. During the year, we
fiberised more than 2,800 new EnodeBs/Cell Sites
with TM’s Next Generation Backhaul™ (NGBH™)
services via a 10-year mobile backhaul contract
inked with five operators. This will provide support
for our LTE network expansion. The year also
saw the launch of Beyond Connectivity (BeC),
providing Media Delivery Solutions Vertical (MDSV)
to vertical markets worldwide. This adds to our
existing data, backhaul, voice, access and infra
customised solutions.

Our broadband speeds continue to deliver a better customer experience. During the year, we expanded
our High Speed Broadband (HSBB) offerings by installing 80 new exchanges, bringing the total to 187
exchanges. We entered into a partnership with Hurricane Electric (HE), a California-based global ISP,
allowing both companies to accelerate their delivery of high-speed internet broadband services to
Asia’s emerging markets. HE’s platform supports our BeC services, HSBB and SUBB expansion as well as
webe broadband initiatives. Additionally, we created new Point-of-Presence (PoPs) in Laos, Thailand and
Cambodia and signed bi-lateral WiFi roaming agreements with British Telecoms (BT) and AT&T for shared
access to each other’s WiFi network.
What Tomorrow Brings

Technology
Challenges
1

2

3

4

Bandwidth
challenges

Simplicity
challenges

Digital

Solutions

1

Doubling our access speed.
This can be achieved by:
1) shortening the copper
loops in SUBB and using
webe;
2) fiberising high-rise
buildings; and
3) accessing aggregation

2

standardising and simplifying
our network architecture

Implementation 1)
of a new
two-speed IT
2)
architecture
comprising

Internal process
redesign of
SWIFT, SRR

Virtualisation the aim is to set up an SDN/
NFV team
challenges
Security
challenges

it will establish a dedicated
security team

the Digital Customer
Experience (DiCE) as
the front end; and
Interstellar as the
back end

Inventory to be able to
digitalise the thousands
of documents
on approvals,
implementation and
maintenance; as well as
a re-design of servicecentred operations

Universal Service Provision (USP)
This was a year where we continued to reach out to more underserved communities through the
Universal Service Provision (USP). During the year, a fiberisation project, connected Jerantut to Kampung
Mat Daling, where once again, we increase connectivity in rural areas. Some USP projects carried out
include,

Pusat Internet
1Malaysia (PI1M)
421 sites

Community
Broadband
Library (CBL)
43 sites

WiFi Komuniti
(WK)
1,365 sites

Utilising 100 Gbps
wavelength
technology
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Expanding Our Reach
After three years and 8,100km of subsea cable laying, the Bay of Bengal
Gateway (BBG) submarine cable system started carrying commercial
traffic on 30 March 2016. It was the culmination of a project undertaken
by BBG Consortium comprising of TM and with five other international
telecommunications organisations, namely Dialog Axiata of Sri Lanka, Etisalat
of the United Arab Emirates, Omantel of the Sultanate of Oman, Reliance Jio
Infocomm of India and Vodafone of the UK. The cable system links Malaysia
and Singapore to the Middle East with connections reaching out to India and
Sri Lanka.

-

The Malaysia-Cambodia-Thailand (MCT) Submarine Cable System
will span 1,300km across Malaysia, Cambodia and Thailand, utilising
the latest Dense Wavelength Division Multiplexing (DWDM) 100Gbps
technology with an initial capacity of 1.5Tbps which can be upgraded to
a maximum of 30Tbps.

100Gbps
technology
8,100km
cable length

3 Fibre
pair cable

Complete duration:
30 March 2016

Two more submarine cables are expected to be commercialised in the near
to mid-term:
-

The South East Asia-Middle East-Western Europe 5 (SEA-ME-WE
5) Submarine Cable System connects the Southeast Asia to Western
Europe and provides end-to-end connectivity with the capability of
originating or terminating traffic from the PoPs in Singapore and Europe
(France and Italy).

Complete duration:
Fourth Quarter
2016

Spanning over
18 countries
from Southeast Asia to
Western Europe

20,000km
cable length

Complete duration:
First Quarter
2017

Spanning
1,300km
over Malaysia,
Cambodia and
Thailand

New Points-of-Presence (PoPs) in Thailand, Cambodia and Laos
Our links across ASEAN are further strengthened with the launch of TM’s
latest Points-of Presence (PoP) in Thailand and Laos, complementing the
Cambodia PoP which was completed in 2015. To date, we operate 24 PoPs
worldwide spanning Asia, Australia, North America, Europe and the Middle
East.
Sistem Kabel Rakyat 1Malaysia (SKR1M)
SKR1M will enhance existing domestic submarine cable connectivity
between Peninsular Malaysia and Sabah and Sarawak thus catering for
future bandwidth growth requirements that will improve Malaysians’ Internet
experience. The submarine cable system, which is expected to start carrying
commercial traffic by mid-2017, will use the latest 100Gbps wavelength
technology.
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SOUTH EAST ASIA-MIDDLE EAST-WESTERN EUROPE 5
(SEA-ME-WE 5) SUBMARINE CABLE SYSTEM
1

FRANCE

2

ITALY

3

8

UAE

9

OMAN

10 PAKISTAN

11 INDIA

12 SRI LANKA

13 BANGLADESH

15 THAILAND

16 MALAYSIA

17 INDONESIA

18 SINGAPORE

14 MYANMAR

4

EGYPT

5

SAUDI ARABIA

YEMEN

6

7

DJIBOUTI

MALAYSIA-CAMBODIA-THAILAND (MCT) SUBMARINE CABLE SYSTEM
RAYONG, THAILAND

1

2

SIHANOUKVILLE, CAMBODIA

CHERATING, MALAYSIA

3

BAY OF BENGAL GATEWAY (BBG) SUBMARINE CABLE SYSTEM
1

FUJAIRAH (UAE)

2

BARKA (OMAN)

6

PENANG

7

SINGAPORE

3

MUMBAI

MT. LAVINIA

4

5

CHENNAI

1
2

3

IMEWE, GBI, FALCON
10

4

1

5

8

2

TGN EA, SEACOM, EIG, IMEWE

13

9

EIG, MENA, EPEG, GBI
SMW3, SMW4
routes

6

3
11

14

1

5
2

7
12

SMW5 routes

15

4

16
17

6

3
7 18

APCN2, AAG, CM, SMW3

SEA-ME-WE 5 Trans Egypt Route
• 2 diversed routes from Zaafarana to Abu Talat.
• Physically diverged from SEA-ME-WE 3 and
SEA-ME-WE-4 (Suez - Alexandria) thus creating
alternative protection routes.
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M2

CUSTOMER SATISFACTION

Digital technologies and enhanced connectivity
have transformed the way we live and connect.
Amidst a backdrop of constant technological
change, innovation and competition, it’s more
important than ever for us to deliver brilliant
customer experiences.

The Results of Our NPS
Our friends at Frost and Sullivan help us measure customer advocacy using the Net Promoter System
(NPS). NPS enables us to measure our customers’ experiences and respond to their feedback. It’s a
simple metric that shows how our customers feel about us, based on their likelihood to recommend
TM. Our overall NPS score improved six points since last year. The result was influenced by a number
of factors, including system and process efficiencies that lead to better service experiences for our
customers.
Our Performance Through NES and TRI*M

To achieve this, we must put the customer at
the centre of everything we do. We must protect
customer privacy and security, take proactive
steps to ensure our customers have a positive
experience online and innovate to improve our
processes, products and service capabilities to
better meet customer needs.
Improving customer advocacy remains our
number one strategic priority. By providing great
customer experiences we can change the way
our customers talk about us. Customers who
become advocates for TM will stay with us longer,
buy more of our services, and recommend us to
others.
We continue to listen to our customers to help
us improve the way we do things. Our interaction
with customers is present at all touchpoints
- market and servicing facing. Through these
touchpoint, we have received more than 1.2
million responces during the year under review.

NES stands for Net Easy Score. It’s a measure of the experience of the customer by a transactional basis
and places concern on how easy customers are dealt with during each touchpoint. TRI*M, or the Triple M,
which relates to measuring, managing and monitoring, is the ultimate indicator of customer satisfaction
for us. Held on an annual basis, it provides an indication of how well we are doing in the overall customer
experience. The results have been commendable, for our TRI*M Scores, all touchpoints have recorded
increases. As for our NES Score, except for our online portal which experienced a slight decrease, all
other touchpoints resulted in increases.
Going Live with Live Chat
This year saw the launch of two new channels, Facebook and Live Chat. These channels serve to divert
traffic from calls to our contact centres, enabling faster resolution of issues on the new digital channels
and reducing the wait time of callers. To drive traffic and support Live Chat, 36 Customer Service
Personnel (CSP) were enlisted with a further 21 agents brought on board to support a target of deflecting
3% (25k calls) per month of all calls to live chat. Live chat agents were given professional training and
visited the webe live chat centre to pick up best practices. In addition, to increase chat demand, several
initiatives were adopted, these included an IVR announcement to customers in the northern areas (04
prefix), with an estimated queuing time of more than two minutes, to advise them to login to MyTM
and get real-time support from our live chat agents. This was subsequently launched nationwide for all
TM100 calls. EDM blasts were sent to all customers in December to further promote live chat and other
alternative channels and live chat operating hours were extended from 9.00am to midnight (MondaySunday), from what was previously 9.00am to 10.00 pm (Monday-Friday).

Measuring Our Customer Satisfaction
Putting the customer at the centre of everything
we do means more than just providing a great
network and content. It’s about listening to our
customers’ needs and concerns. Each quarter we
ask consumers and our people how likely they are
to recommend us to family and friends.

The result was nothing short of astounding. Live chat volume in the fourth quarter of the year increased
by 364%, with average chat volumes of 12,958. Added to this, our new digital channels have managed to
achieve an 85:15 ratio in the traditional to digital channel mix. Our target is to reduce this ratio to 75:25
in 2017 and eventually achieve a 40:60 mix by 2019 through the utilisation of seamless omni-channel
services.

Our NPS Score improved
by six points
compared to last year

Live chat volume in the
fourth quarter of the year
increased by 364%, with average
chat volumes of 12,958
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Helping More Through the Self Help Portal

What tomorrow will bring

TM Self Help was made available on our corporate website in 2015, enabling
customers to troubleshoot any connectivity issues faced with their UniFi
or Streamyx broadband. With Phase 2, launched in October 2016, four new
features were added so as to enable customers access to the platform
through their mobile phones (connected to their data plan) and troubleshoot
even when they are not able to access the net because their connection is
down.

Ensure our new apps are running well.

Maintain high quality customer experience.
Increase efficiencies are expected to be reflected in
an EBITDA improvement of RM300 million within four
years.

Bringing the Customer Experience Ground Level
The digital revolution is reshaping customer expectations – and the business
models that answer their needs. This year our Digital Customer Experience
(DCX) team, ran a number of programmes to broaden the digital mindset.

75:25 (traditional:digital) of interaction channel mix.

73,000 hits
were recorded on
the Self Help portal

M3

SUPPLY CHAIN MANAGEMENT

Our spend puts us in a position to work with our suppliers to positively
influence their environmental, social and ethical performance. The TM Group
Code of Conduct provides an overarching framework to ensure that we
operate ethically and with integrity in purchasing goods and services, and in
conducting business with suppliers.

500

> 106

concurrent users
supported

trouble shooting
scenarios catered to

The TM Supplier Code of Conduct sets out our minimum standards in the
areas of labour and human rights, health and safety, environment, ethical
dealings and supply chain diversity, and is modelled on other benchmarks.
We expect suppliers to meet the standards described in our Supplier Code of
Conduct and are working with them to achieve this.

Key initiatives during the year include:
1

Re: Hack Smart Living Hackathon
The computer programming event, held on 10-11 December, aimed to
uncover digital content developers within TM. Of the 108 participants,
27 were internal.

2

Stay Fit Go Digital: The 10,000 Steps Challenge
The two week challenge from 21 November to 4 December saw 124
employees participate in lifestyle quizzes and Zumba. Additionally,
it encouraged the use of stairs instead of lifts or escalators.

3

Customer Experience Summit
The event was held in Johor, Penang and Kuala Lumpur to engage Warga
TM in our Digital and Service Culture initiatives.

TM’s approach to sustainable procurement encompasses both social
and environmental considerations. The key principles of our approach to
sustainable supply chain management are reflected within our Supplier
Code of Conduct, as well as other key procurement policies and processes.
Our procurement criteria includes questions related to governance and
ethics, health and safety, data security, energy efficiency and environmental
compliance.
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Foreign

Purchasing

Purchasing

Vendor

Vendor

Bumi
Non-Bumi
Foreign
O t h e rs

4,544
1,718
116
305

Bumi
Non-Bumi
Foreign
Others

8.13

8.23
7.5

PMI
SSI

N/A

Local

8.21

Our procurement of services includes activities that relate to installing
and maintaining our network, connecting our customers to the network,
developing software, providing customer support, providing non-core
services such as property management, as well as professional consulting
services.

8.26

This year, the Group purchased approximately RM4.93 billion for goods and
services from about 3,611 suppliers.

8.14

Results of SSI and PMI for 2013-2016

8.80

Our Supply Chain

2013

9
7
105
97

2014

2015

2016

Our ambitions to go paperless, reduce cost, increase productivity, reduce
errors and be transparent in our spending is bearing fruit. Our e-procurement
system continues to improve efficiencies and has helped to reduce paper
consumption for TM and its suppliers. Listed below are the year-on-year
statistics from our e-procurement.

SCM
– manual

Direct AP
– manual

SUS
– online

17,130

13,852

108,343

128,930

201,685

139,887
21,781

We regularly measure customer perceptions on our procurement processes
and practices in addition to assessing the extent of the functional
procurement maturity. The measurement is conducted through an online
survey platform. The TM Procurement Maturity Index (PMI) for Group
Procurement increased to 8.80 from 8.23 previously. In addition to the PMI,
we gather feedback on customer satisfaction levels through the TM Supplier
Satisfaction Survey. The survey, which is carried out online, measures criteria
such as, professionalism, tender exercise processes, RFQ/RFX, contract
management, inventory management, payment processes and SRM Systems.
The overall rating of Group Procurement’s TM Supplier Satisfaction Index
(SSI) is 8.14, a slight increase from the previous year. Listed below is a table
detailing the progress made in PMI and SSI throughout the years.

21,031

How Our Supply Chain Measures Up

230,623

11
1
2
82

168,295

Subsidiaries

Bumi
Non-Bumi
Foreign
Others

236,827

Related Parties/

275,933

Statistics of eProcurement YoY (year-on-year) as below:

2013

2014

2015

2016
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Looking Ahead

to the Government and industry regulators. The Circle will look to formalise
policies and processes, refine Vendor Development Programmes (VDP), instill
best practice in People and Talent Management, set regulatory guidelines
and be informed on suppliers of choice. Still in its early stages, the Circle will
be a strong platform for efficiency and governance in years to come.

Strengthening Governance in Our Procurement Processes
The Government Linked Company (GLC) Procurement Circle was formed
after the Government Linked Company Transformation (GLCT) programme
ended in August, 2015. The formation of this Circle ensured a certain level
of continuity following the GLCT programme. The idea behind this Circle is
to catalyse continuous learning and innovation in the procurement process,
centralise data management, form a single voice of governance, share best
practice, form collaborations, and to act as a single voice to address issues

Moving Forward Through PINTAR
PINTAR stands for Procurement Institutionalisation of Technology
Applications and Resources. It was formed in 2015 as a direct response from
the Procurement Transformation Project: Versys.

E2E Procurement Value Chain
PRE SOURCING

SOURCING

POST SOURCING

Method and
Scoring Scheme

Procurement Plan

Technology/Product
Validation

3

1 Spend Analysis

5

(speed & correctness) as key
enabler for Category Strategy

Contract Management

2 Online Sourcing tool driving

Purchase Order Management

Sourcing Documentation

3 Strengthen contract

administration activities (manual)

Test and Inspection
Category Strategy &
Management

1

2

Evaluation and Selection

Procurement Requirement

4 Improve cycle time & holistic

visibility
for Supplier Performance

Inventory and Logistics

Demand & Technical
Specification

Award and Negotiation

Contract Establishment

Cost Savings
for Quotation & Tender

4

Suppliers Performance &
Consequence Management

5 Supplier Helpdesk

for responsiveness

Vendor Development
Programme

6 E2E tracking and Performance

Dashboard
Online and real time to drive
efficiency

6

PINTAR was established so that activities which require system support were institutionalised to improve the process across the E2E Value Chain. The programme
covers key activities in the end-to-end (E2E) Procurement Value Chain and current work is segmented into six workstreams (WS), as illustrated below:
WS1

WS2A

WS2B

Online Quotation

Spend Analysis

Material Number Enforcement

Improve transparency to supplier and optimise RFQ
cycle time via system through auto calculation for
RFQ evaluation and auto report generation.

Improve the quality of data with accurate and clean
data for an effective supply chain, including analytics.

Data integrity and accuracy of spend analysis report.

WS3A

WS3B

WS4

Supplier Performance Report

Contract Management

Helpdesk

Evaluate supplier efficiently and systematically
through more effective ways of measuring supplier
performance with expectation to reduce cycle time
on report consolidation and accurate real time
reporting.

Improve manual workaround, to reduce cycle time
and react to issue at a faster rate and platform for
end-to-end contract management.

New helpdesk system that enables better responses
and resolution to TM suppliers enquiries and to
improve service productivity, tracking and reporting.

WS5

WS6A

WS6B

Online Tender

Tracking

Dashboard

Enhancement of tender auction by establishment of
multi variable (technical, commercial and pricing) for
tender auction.

Improve current manual sourcing tracking and give
visibility.

Visibility on process performance to assist
management in making decision faster through
dashboard preparation and report via system.

The programme is scheduled to be completed in 2018 and benefit the Group through streamlines and cost and operational efficiencies.
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Supporting the Backbone of Our Nation
Small is the new ‘Big’! In 2016, the World Bank reported that Small and Medium Enterprises (SMEs) in Malaysia accounted for 97% of businesses established.
These businesses account for 36% of the country’s GDP, 65% of the country’s employment and 18% of Malaysia’s exports. As a group that prides itself in
contributing to the Nation’s Growth, we actively participate and assist SMEs to achieve their potential by delivering and engaging them with key innovation,
value-added services and ICT Solutions. Below are key initiatives and events that we participated in during the year.

S M E B I Z F ES T
A one day conference and exhibition for SMEs
to further strengthen TM’s position as Malaysia’s
Convergence champion within the SME segment
as well as increase their awareness and knowledge
on ICT solutions.

100

200

> 6,000

partners and
exhibitors

TM
workforce

SMEs

Penang, Ipoh, Kota Bharu, Johor Bharu,
Kota Kinabalu and Kuala Lumpur

Collaborations with MDEC

# M YCYBER SAL E S2016
The nation’s premier online shopping sales! This five-day event was a collaboration
between Malaysia Digital Economy Corporation (MDEC) and TM to help develop the
e-Commerce industry in Malaysia. It further positioned TM as the ‘Go To’ entity for
e-Commerce players.

600
retailers

Nationwide

> 600
merchants

Collaborations with SMECorp Malaysia

S M IDEX 2016

TU B E 3 .0

> 10,000

> 339

trade visitors

exhibition booths

KLCC
In collaboration with SMECorp Malaysia, this three-day
event provided an opportunity to forge links and networks
between SMEs and their potential buyers, as well as being a
platform to increase awareness and sales.

943
participants
since 2014

10
Program
Latihan Khidmat
Negara (PLKN)

Nationwide

Empowering SMEs through various tailored ICT skills and solutions was
the key objective of our Tunas Usahawan Belia Bumiputera (TUBE 3.0)
programme. The event was held at 10 PLKNs nationwide, and offered
TM opportunities to network, build rapport and create awareness of our
solutions to SMEs.
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S M E WEE K 2016

Collaborations with SME Association of Malaysia
(SMEAM)

PLATI NU M B U S I NE SS AWA RD 2 0 1 6

> 484,934

> 2,677

participants
and visitors

exhibition
booths

Nationwide

> 1,000
invitees

Nationwide

Being recognised with the Top SME Supporter Award is a
testament to the tremendous efforts we’ve contributed to
the industry. Once again, strengthening TM’s positioning
as a technology enabler for SMEs, which is aligned with
TM’s Business Made Easier proposition.

> 291
activities were
implemented
around the
country

Collaborations with Companies
Commission of Malaysia (SSM)
This is an annual event to enhance SMECorp’s role as a Central
Coordination Agency (CCA) to provide information and advisory
services for all SMEs in Malaysia. TM’s participation in this event
strengthens our position as the No.1 Converged Communications
Service Provider in Malaysia. In addition, we are continually looking to
be the preferred ICT partner for SMEs through our numerous nation
building initiatives.

invitees

E NTR E PR E NE U R ( O NE)

Around 10,000

E 50 AWARD D IN N E R
> 1,000

K A R NI VA L O NLI NE NET WORKI N G

participants per venue

Shah Alam, Kuching,
Sabah, Alor Setar and
Medan Mara

Sunway Putra Hotel,
Kuala Lumpur

TM’s sponsorship of this award cements it as the partner of choice
when it involves ICT solutions to SMEs. Among the winners were some
of the nation’s most prominent SMEs.

Online entrepreneurs are the future of our SMEs. At TM, our
role is to encourage online entrepreneurs to properly set up
company registrations with SSM as well as adopting e-Commerce
technology in their business.
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Collaborations with Others Business Partners

B AH TE RA
> 7,000
visitors

Sungai Petani,
Kedah

In collaboration with the Ministry of Finance (MOF), National Strategy
Unit (NSU) and curated by the New Entrepreneurs Foundation (NEF), this
initiative supported Agenda Bumiputera as well as assisted local SMEs to
move up the value chain by empowering their business through various
ICT solutions tailored to their requirements and business needs.

KON VE N SY E N K E USAH AWANA N O NLI NE 2 0 1 6 ( E NTE R W I P 2 .0 )
10,000
participants from
business start-ups
and exhibitors

PWTC,
Kuala Lumpur

In collaboration with the Malaysia Internet Entrepreneur Society (PUIM),
this three-day event at PWTC Kuala Lumpur helped create and boost
online e-business entrepreneurship among the Federal Territory’s
community.

1M ALAYS I AN MO B IL E
HAWKER (1MMH )
> 2,000
visitors

Monumen Alaf Baru,
Precinct 2, Putrajaya

The 1Malaysian Mobile Hawker (1MMH) pilot programme has the
objective of encouraging food trucks/hawkers to increase their
standards in food preparation and business efficiency. This programme
was held in collaboration with Kementerian Perdagangan Dalam Negeri
Koperasi dan Kepenggunaan (KPDNKK).

ANUGE RAH USAH AWAN

TH E LE AG U E O F E X TR AO R DI N A RY

INDUS TRI D E SA 2016 (D UID )

RO B OTS 2 0 1 6

Approximately

1,000

400
students

visitors per event
Hotel Istana,
Kuala Lumpur

Another opportunity to further our networks and
build rapport with local SMEs. On this occasion, we
partnered with Dewan Usahawan Industri Desa (DUID)
to provide ICT solutions to the Usahawan Desa.

22
schools

Forming

100

teams for the
robotic competition

Dpulze,
Cyberjaya

Minds were challenged during The League of Extraordinary Robots 2016 event.
This partnership with Creative Minds sought to pit participants against each
other in a showcase of robotic innovation. TM’s partnership further prove its
abilities in various ICT solutions.
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INNOVATION

Innovation is the lifeblood of any technology-driven company, and has become one of our distinguishing hallmarks. While TM Research & Development
(TM R&D), our Multimedia University (MMU) and the more recently formed RE: serve as hotbeds of innovation at TM, it also drives much of the activity at
Information Technology & Network Transformation (IT&NT) to develop the most efficient and cost effective infrastructure for the Group. Beyond TM, our
position in the industry and reach into global academia, puts us at the heart of Malaysia’s innovation ecosystem. We have, in addition, been promoting a
more pervasive culture of innovation throughout the organisation, providing various platforms for all employees to contribute towards greater creativity and
efficiency in the way we run our business.
We see the fourth industrial revolution as an exciting new paradigm in which we have a clear part to play. That of an innovation-driven converged solutions
provider. As we launch into the digital era, our determination to remain at the innovative-edge will make us better at what we do. This ambition is supported by a
strong research & development base within TM, our collaborations with creative content providers, and a pervasive culture of innovation within the organisation.
Facts at a Glance:

3 Years

Average of 100

36

9 APIs

of innovation labs

start-up collaborations annually

smart living apps developed at RE: Hack

created

Creating an Innovation Culture
As one of our most technology-driven arms, IT&NT invests considerably in developing an innovative culture in TM. In 2016, as part of its Transformation 3.0,
it launched the Distinctiveness Innovation Initiative (DII) to encourage employees across the Group to put forward ideas to enhance the way we manage our
business – our supply chain, product development, operations as well as IT transformation.
DII is supported by a structured framework, with a Board and Secretariat to sieve through, organise and approve ideas generated for action by the Group. The
entire process of idea generation to nationwide implementation is depicted in the diagram below.

Remarks

Who

Idea Generation

Idea
Categorisation

Assessment

Acknowledge to
the idea giver

Product
Specs, Trial &
Procurement

CII Board
Approval

• Internal TM
IT& NT, LOBs,
Operation,
Management
• External TM
Vendors,
Customers,
Friends

• Secretariat
• SPOC

• Value stream’s
Champion

• Secretariat
• Innovation team
• Relevant
committee &
idea giver

• Value stream’s
champion
• Idea giver
• CII board
members

•
•
•
•

Procurement
Business Finance
Partners
Secretariat & idea
giver

• External parties
to discuss with
TM
• TM employees
to capture the
ideas by external
parties & register
in idea bank

• Secretariat to
notify value
stream’s lead
once ideas have
been categorised

• Analyse the
available ideas &
prioritise ideas
• Identify the
strength &
benefits of each
idea

• To give
feedback to
idea contributor
within 1 month

• To have a
challenge session
with idea giver for
in-depth analysis

• Rope in panel
of partners to
commercialise
the prototype
• Budget allocation

Nationwide
Implementation

• Secretariat
• User

• To handover
and monitor
commercialisation
and nationwide
innovation
implementation
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All ideas are submitted via a DII Portal where they will be categorised into five value streams - Process & Quality, Product, Technology, Business Model and R&D
Innovation – each with a champion who will review, analyse and prioritise the ideas to ensure the most impactful are addressed first. Shortlisted ideas will be
presented to DII Board Members for further deliberation. Once approved, ideas will be passed to the relevant team for implementation, monitored by the DII
Secretariat. Finally, the innovative ideas will be channelled into production, and handed over to the relevant user for commercialisation.

Values Stream 1

Values Stream 2

Values Stream 3

Values Stream 4

Values Stream 5

Process & Quality

Product

Technology

Tools & Devices

R&D Innovation

Continuous
innovation that
focuses on boosting
productivity,
management
& operational
performance

Any idea/service
that is inspired/
motivated by
customer input &
market trends to
satisfy the demand &
needs

New service or
enhancement that
is implemented
to solve/improve
existing solution and
to produce better
service performance

Competitive
advantages in
creating innovation
tools & devices
that are used in
particular fields or
activities may have
different or multiple
designations

Innovation that
leverages TM
technology
partners with R&D.
R&D innovation
takes form of
basic research
in developing
algorithm to create
an efficient systems

Ongoing & New Innovative Projects
Currently, a total of 16 innovative projects are ongoing in IT&NT involving 30 initiatives, of which at least 20 initiatives will be identified for commercialisation
and standardisation. These projects have been spawned from ideas generated by employees in the different IT&NT divisions. Another 203 initiatives were
presented by Network Management Operations (NMO) and Network Delivery (ND) at the CII-Convention 2016, which involved 12 Regional and two National
Conventions. Of these, 107 initiatives were from NMO and 94 from ND.
2017 Activities
1

2

3

Innovation Day

New Projects

Ongoing Projects

The selective initiatives from
the respective divisions from
IT&NT to participate in the
showcase during Innovation
Day. Appreciation awards and
certificates will be given to the
participating teams.

At least 20 new initiatives
to be indentified for the
commercialisation and
standardisation base from 2016
initiatives cultivates from different
IT&NT divisions. This includes
combined and stand-alone
initiatives.

There are 16 ongoing projects,
which representing 30 initiatives
in total, which includes ‘combined
initiatives’ for commercialisation
and standardisation.

4

Continuous Improvement &
Innovation Convention (CIIC)
NMO & ND will continue the
tradition for 2017 CIIC.
Network Operations Centre
(NOC) & Network Architecture
and Technology (NAT) will be the
new teams to conduct
2017 CIIC.
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Innovation at TM R&D
We have an established research hub at TM R&D, where our team of 200 researchers
collaborate with leading global technology companies, research institutes, universities
and cutting-edge start-up companies to constantly develop newer and better
connectivity products and solutions. These serve to create efficiencies using digital
technologies, E³ infrastructure and various process tools.
Innovation at TM R&D helps us improve our own systems and processes while also
enabling us to market industry-relevant solutions. Over the years, we have been able
to commercialise more than 20 solutions via licensing agreements with technology
companies and start-ups.
To support convergence, our team has been focusing on bandwidth enhancement and
coverage for both fixed and wireless, covering next generation fibre, stretch copper
capability, narrowband for Internet of Things (IoT), aggregation and bonding, WiFi
efficiency, and long-term evolution (LTE) spectrum optimisation.
At the same time, TM R&D is working on security, software-defined networks/network
function virtualisation (SDN/NFV) and is developing more services and open integration
with multiple systems/applications on platforms such as SWIFT (workforce and operation
management), ISSEF (smart services platform) and BINA (analytics and predictions).
These will be further enhanced for future scalability and modularisation.
In 2016, our research team was engaged in no less than 34 projects, targeted mainly at
TM’s business and operations, as compared to 27 projects in 2015. Despite the increase
in number of projects, the team managed to cover its costs, earning revenue of RM69.80
million while incurring a total expenditure of RM65.90 million.
A highlight of the year was the launch of C-CUBE, a 3-D colour code designed to store a
high capacity volume of digital data such as text, images, music and video in a pattern of
tiny squared sized coloured cells. The stored information is accessible via most mobile
devices such as smart phones and tablets. It can potentially provide highly secured code
for industries like safety, security and enforcement as well as colour code for advertising
and promotion. Moreover, it is developed not only for TM but also for partners or starts up
who can leverage on this technology to expand their business.
Moving on, there are plans to provide testbeds to assist in the evaluation of technologies
for both internal and external solutions. To support further growth in research volume, TM
R&D is looking to enhance its own capacity by bringing on board more talent, especially in
new growth areas such as Big Data, SDN/NFV and IoT. Meanwhile its own team members
continue to further deepen their specialist knowledge via postgraduate programmes,
with more than half of them now holding either Master’s of PhD qualifications.

Strategy for 2017
1

Consolidate and ‘harden’ platforms to support multiple
services and system integration.

2

Develop research projects that are scalable, version
control, built for cloud and containers, modularised,
plug and play.

3

Rejuvenate the brand and drive visibility to attract more
talent and innovation.

4

Participate in standardisation bodies at the
international level such as Broadband Forum, the
Alliance for Telecommunications Industry Solutions
and Open Networking Foundation.
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Driving Innovation at MMU
Telecommunications is a niche industry requiring specialised skills and knowledge. To ensure we have sufficient people with the right training to carry out
technical and engineering functions, our very own Multimedia University (MMU) offers industry-relevant programmes up to the postgraduate level. Together
with our foundation, which supports the educational aspirations of deserving young Malaysians, we are nurturing a highly competent generation capable of
supporting our digitalisation journey, and the nation’s transition into high-income status.
Facts at a Glance:

MMU ranked

Top 3

Private University in Malaysia

Total of

48,661
graduates from MMU

97%
of graduates employed
within 6 months

Total of

RM485 million
in scholarships and
financial aid disbursed
since 1994

Since it was set up in Melaka 20 years ago as Malaysia’s first private university, Multimedia University (MMU) – now stands
to be the Industrial Trendsetter with campuses in Cyberjaya and Iskandar Puteri, Johor as well – has been producing a
steady stream of industry-ready and entrepreneurial-minded graduates skilled in digital technologies. Both qualities of
the students, as well as the demand for them, is reflected in the fact that 97.14% of the graduates are employed within six
months of completing their academic programmes.
MMU is also one of the top five universities preferred by ICT companies looking for quality human capital, according to
the Malaysia Digital Economy Corporation (MDEC).
As a Top Malaysian Private University, one of the university’s distinguishing features is the way in which it keeps relevant.
It has undertaken a series of transformations over the years, the latest – its 3.0 Transformation Plan which is known as
i-University initiative, which it has embarked on in 2015 – set to make it a truly innovative learning institution geared to
support the needs of a digital world. Four intelligent labs were established to support the initiative such as the Innov8 Lab,
SiRi Learning Lab, SMART Lab and e-Moot Court.
Meanwhile, the university has obtained initial stage approval from the Ministry of Higher Education to conduct four Open
Distance Learning (ODL) courses. The content for these is currently being developed, with the aim of commencing the
external programmes in 2018.
In line with i-University vision where Championing Entrepreneurship is one of the core thrusts, MMU established
Entrepreneur Development Centre (EDC) which was fully operational from 1 March 2016. EDC is tasked to inculcate,
nurture, and foster entrepreneurship culture among MMU students and employees. It focuses on creating awareness
and education programmes to enhance appreciation of entrepreneurship within MMU, providing work space and support
services for budding startups, offering early stage funding for startups and spin-offs, and cultivating of smart partnerships
with players within the broader entrepreneurship ecosystem in Malaysia.
Under the theme of Enabling MMU Entrepreneurs, EDC in 2016, had engaged the whole of the MMU constituents
including its alumni and built a critical mass of MMU startup community via the provision of the early stage fund; MMU
Startup Scheme. EDC has achieved in mentoring 29 teams, and out of these number, 11 teams have registered with
Companies Commission of Malaysia (SSM).
The institutional influence on entrepreneurship practices of employees and students in the wider environment
could be seen through the numbers and progressive approaches of smart partnership with relevant industry players
demonstrated. In the year under review, EDC signed more than eight MoA and MoU to build a dynamic and supportive
ecosystem for thriving entrepreneurs in MMU. Some of the key initiatives that took place this year were MMU Startup
Scheme, Global Entrepreneurship Week, establishing the Founders Club among the alumni, students’ Entrepreneurship
Cells, Entrepreneur in Residence and Cyberjaya Entrepreneurship Summit. EDC’s effort in 2016 was acknowledged by the
Ministry of Higher Education (MOHE) when MMU was awarded as a finalist for the Most Entrepreneurial Private University
in MOHE Entrepreneurial Awards (MEA) 2016.
The university plans to establish the Hub for Innovation Ventures (HiVE) in 2017 which will serve to promote research,
innovation and entrepreneurship. This shall include the Siti Hasmah Digital Library (SHDL) 2.0 within HiVE to provide
space for the free exchange of ideas among the students. MMU also aim to complete four more state-of-the-art
intelligent labs in 2017, namely the Augmented Reality, Business Simulation, Visual FX and Robotic i-Learning Labs.
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Accelerating Innovation Through Start-ups with RE:
In order to achieve our vision of making life and business easier, we are committed to building innovative growth businesses in new markets and industries,
along with promoting and nurturing innovation within our core business. We define innovation as new ideas, products and services that provide solutions to
problems, or a better, simpler outcome for our customers. Technology plays a key role in this.
We have created an innovation ecosystem at TM that brings together our support for start-up incubation, early-stage investment, the development of new
products and services and co-creation with our partners. This creates opportunities and new possibilities in regard to the things that really matter, such as
keeping people healthy and safe, and creating a more sustainable and livable world.
We’ve made significant progress in the development of next generation connectivity for an Internet of Things (IoT) world. Along with extending our cloud
capabilities this year, we launched RE: in November of 2015. RE: is an accelerator programme designed to support technology start-ups and accelerate
businesses in the areas of content, applications and devices leveraging on TM’s core competencies. It drives an innovation culture in TM and the country,
nurturing a creative technology ecosystem that is changing our country for a better tomorrow. At TM itself, RE: is injecting a digital culture and lifestyle that is
changing the way everyone in the organisation approaches our job functions.

VOLUTION

BEYOND 2016

2014

2015

TM
IX
TM Innovation Exchange (TMIX) was
introduced to drive innovation culture and
entrepreneurship within the TM Group
while capitalising on market opportunities.

In November 2015, TM IX was rebranded as RE:,
designed to support local technology startups
with TM’s innovation lab, market access and
developer tool.

Throughout 2016, RE: focused on networking
and partnerships with potential start-ups. By the
end of the year, RE: managed to integrate TM APIs
into RE:’s first ever Hackathon that brought out
numerous new innovation concepts (prototypes).

During the year, RE: continued to collaborate with start-ups, offering space at our premises for innovation labs where ideas are discussed and creative content
developed. It also helped start-ups market their products using TM’s customer database and infrastructure. In addition, RE: participated in a number of global
workshops, competitions and programmes such as Lean Startup Machine (LSM), Imagine Cup, MaGIC, Project BrainChild and bina 2016, whilst organising our
own hackathon, RE: Hack.

Market Access

Innovation Lab
RE: provides collaboration space in Cyberjaya, as the
innovation hub to allow cross development of product
and services between internal TM stakeholders and
startups. The Start-ups are categorised as below:
Technology Enthusiast
• Software and hardware developer
Creative Content Creator
• Games, animation, music, photography,
art & design, etc
Technopreneurs Community
• Entrepreneurs who are passionate about new
technology and real industry problem solving
Students Collaboration
• MMU as an incubator for student entrepreneurship
and research projects

RE: creates new opportunities for Start-ups to access TM’s
customer database and scale up their business with TM.
The target market segments are:
Consumer
• Messaging
• Content
• Infotainment
• Social Apps
• Devices
• OTT Solutions
SME
• ICT
• Value Added Service
• E-commerce
• Business Tools

Enterprise &
Government
• Education
• Oil & Gas
• Retail
Smart Cities
• Internet of Things
(IoT)

Developer Tool
RE: invents an open API (Application Programming
Interface) management platform to allow Start-ups to
connect with TM’s infrastructure and industry players in
the fastest and most cost effective way.
The APIs made available are:
•
•
•
•
•
•
•
•
•

Call control
Text to speech
Video call SDK
Multi party call
Map
SMS
Multi factor authentication
Digital signing
Payment Gateway
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M5

REGULATORY COMPLIANCE

We are committed to excellence in corporate governance, transparency and accountability. This is essential for our long-term performance and sustainability,
as well as to protect and enhance the interests of our shareholders and other stakeholders.
Our governance framework plays an integral role in supporting our business and helping us deliver on our strategy. It provides the structure through which our
strategy and business objectives are set, our performance is monitored, and the risks we face are managed. It includes a clear framework for decision making
and accountability across our business and provides guidance on the standards of behavior we expect of each other.
We regularly review our governance arrangements, to reflect developments in market practice, expectations and regulation as appropriate, and we comply
with the Malaysian Code of Corporate Governance 2012, the Bursa Securities Main Market Listing Requirements and various other, guidelines, codes, laws and
regulations.
ERM Governance and Framework

Summary of Principal Activities During The Financial Year

Risk Management is internalised throughout TM using Enterprise Risk
Management (ERM) as a tool to support our convergence agenda. In 2016,
we further enhanced our ERM with a forward-looking risk assessment and
management approach that gives the Board better foresight of risks and
facilitates its role of providing reasonable assurance to shareholders.

During the year, we continued to strengthen our risk management and
corporate risk culture by undertaking various activities and events to
safeguard our business against risks, a well as enhance organisational
understanding of risk management and best practices. These included the
following activities:

The enhancement entails re-defining our risk outlook to make it more visible
in management and Board risk reports. Our risk outlook indicates our risk
levels over the intermediate term of six months to one year. It is derived from
the residual risk rating and takes into account leading indicators of our risk
profile (which provide early warning signals) as well as of the effectiveness of
our new controls.

•

•
•
•
•

Residual
Risk

•
•

•

Risk
Outlook
Key
Control
Indicator

Communication initiatives comprising a Group-wide Risk Management
Day, knowledge sharing sessions with ERM resource persons, the
distribution of quarterly newsletters (Risk Monitor) and continuous
engagement with employees at all levels.
Expansion of ERM practice to the state level where its benefits were
promoted via risk assessments and awareness sessions.
Establishment of a Compliance Steering Committee to oversee
corporate compliance initiatives.
Workshop to review the list of critical areas for national security.
Widen the scope of ERM to divisions undergoing ISO 9001:2015
certification by implementing process risk management.
Refresher session with SIRIM on MS ISO 31000:2010.
Utilisation of the Management of Enterprise Risk, Compliance, Insurance,
Incident and Information Security (MERCIS) system to record and
monitor risks in line with our digitalisation journey.
Our second Risk Maturity survey, which shows that TM’s risk maturity
level has increased to 3.52 (out of 5) from 2.91 in 2012.

Managing Operational Risks

Key Risk
Indicator

The following describes material risks that affect TM as well as the measures
taken throughout 2016 to mitigate them.
Competition and Revenue Gap
Competition in 2016 was intense as industry players engaged in price wars
and battled to entice customers with the best value propositions. To mitigate
competition and revenue gap risk, we rolled out new UniFi Advance and UniFi
Pro plans, focused on upselling activities and campaigns, and undertook
various programmes to increase our activation rate.
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Fraud
Various systems have been put in place to prevent
fraudulent transactions and activity. These include
validation systems to ensure genuine customer
acquisition; anti-fraud features embedded in
our online systems; and implemented of an ID
management system to prevent internal fraud.
In addition, risk assessments were carried out at
early stages of product and service development
to detect and plug any loopholes.
Compliance
To strengthen our external compliance, we
established a Compliance Steering Committee
(Compliance SC) and a Compliance Project
Management Office (Compliance PMO). The
Compliance SC’s roles include approving and
steering the implementation of compliance
initiatives, debottlenecking issues and
recommending additional compliance initiatives
as necessary. The Compliance PMO, on the other
hand, is to develop a standardised compliance
framework and guidelines in addition to managing
and tracking compliance issues and providing
necessary support to process owners.
Corporate Security Threat
Cable Theft
Cable theft has been an issue for many years. To
manage the risk, several controls have been put
in place and reinforced over the years, including
anti-cable theft features for underground and
overhead cables and the installation of alarm
systems in hot-spots. These are proving to be
effective as the number of cable theft cases
decreased by 15.7% in 2016.
Logical/cybersecurity
Increasing digitalisation of our systems and
operations opens us to greater risk of cyberattack. To safeguard our operations, we have
strengthened our network access controls
and firewalls. We also held more awareness
programmes among employees on data leakage
and vulnerability.

Credit Risk
As a result of various initiatives to curb NonPayment from Day One (NPD1), our credit
default rate decreased markedly in 2016.
Controls undertaken include efforts to ensure
genuine customer acquisition through biometric
validation, beefing up collection management
and enhancing our credit management system to
support multiple collection strategies.
Forex Sensitivity
The continued weakening of the Ringgit
has a significant impact on TM through our
foreign currency-denominated borrowings and
procurement spending. We mitigate our forex
risk by hedging, using the ringgit in procurement
contracts and revising procurement policies.
Occupational Safety, Health and Environment
(OSHE)
Injury or damage due to unsafe behaviours or
conditions at the workplace lead to business
interruption and reputational loss. To mitigate
this risk, we continuously enhance employees’
awareness of OSHE practices, conduct compliance
audits and site inspections, and undertake the
Hazard Identification, Risk Assessment and Risk
Control (HIRARC) programme. Various ergonomic
measures are also adopted to protect the physical
well-being of our workers and employees.
Business Continuity
We increased our preparedness for potential crisis
due to earthquakes in Sabah by conducting a risk
assessment, Business Impact Analysis (BIA) and
table top exercises. In addition, we continued to
strengthen our Business Continuity Management
(BCM) capabilities Group-wide. Among others,
we have developed a Recovery Strategy plan
for the Mass Market cluster and enhanced BCM
capabilities in Group Procurement, webe and
VADS.
webe
We established an ERM framework for webe, which
focused on supporting its launch in September
2016, as well as the smooth implementation of
digital features such as webe community, Live
Chat, online purchase and self-care portal. The
framework now supports expansion of webe’s
long-term evolution (LTE)-based network and
increase in customer base.

Emerging Risks
Trans-Pacific Partnership Agreement (TPPA)
and Regional Comprehensive Economic
Partnership (RCEP)
Notwithstanding the uncertainty of TPPA, a series
of impact analyses was conducted and will be
followed through with further assessments once
the affected laws and regulations are amended.
We are also monitoring the progress and impact of
RCEP, another regional trade agreement, which is
expected to be finalised in 2017.
Broadband Improvement Plan (BIP)
The Government announced in its Budget 2017
that fixed line broadband service providers will
offer higher speed and competitive broadband
pricing beginning 2017 until 2019. We have
since embedded increased broadband speeds
in our business plan. In the meantime, we are
engaging the Government and the Malaysian
Communications and Multimedia Commission
(MCMC) to provide value service offerings as we
pursue our convergence champion agenda.
Working Ethically
TM requires all employees to observe high
standards of business and personal ethics.
Our corporate governance is supported by ethical
behaviour of all TM representatives, from our Board
of Directors to Employees as well as our Business
Partners.
With Enterprise, Ethics & Integrity Unit (“EEIU”)
taking the lead in implementing the initiatives, we
continuously inculcate, in all TM representatives
a work culture that embraces integrity as a way
of life.
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Key Initiatives in 2016:
Aimed at strengthening and institutionalising anticorruption mechanisms and promoting ethical
practices, initiatives were put in place focusing
on three main areas namely improving internal
policies and processes, creating ownership and
accountability and educating the people.
TM Integrity Day
TM Integrity Day 2016 was one of the most
successful Integrity @ Heart Programme with
approximately 1,000 TM employees (including
the Management Team) attended the event held
at TM Convention Centre. The event was graced
with the presence of TM Chairman who delivered
a speech in the “Up Close & Personal with TM
Chairman” session and launched the revised Code
of Business Ethics, Ethics and Integrity e-Learning
and Declaration of Assets and Interests. Prominent
speakers such as Dr. Md. Akbal Abdullah and Miss
Low Ngai Yuen delivered their special address on
issues related to integrity who later joined other
panelists such as Tuan Haji Mohd Jaafar Abd Majid
and Encik Hazimi Kassim in the Integrity Chat
Session.
Revised Code of Business Ethics
The new Code of Business Ethics is a
comprehensive guidance to the standards of
behaviour expected of all TM employees and
solutions to any business ethical issues that
they may encounter in conducting business. It
introduces provisions on prohibition of receiving
and giving gifts, entertainment and corporate
hospitality. It also enhances the provision on TM’s
whistleblowing policy that is complimented with
case handling process for illegal, unethical and
improper business conduct in TM. The provision on
TM’s dealing with competition was strengthened
with a clause on compliance to the Competition
Act 2010 is incorporated.

Revised Integrity Pact
Enforced ever since 2012, Integrity Pact is a signed commitment created to solicit greater cooperation
from all TM representatives in our fight against corruption. In embracing the spirit of life and business made
easier, the Integrity Pact was revised in 2016 by introducing some significant changes such as reciprocal
undertaking with both TM and Business Partners as the signatories and one-time execution of the Integrity
Pledge by the Business Partners and procurement committee members.
Annual Declaration of Assets and Interests (“DOA”)
All TM employees are mandated to annually declare their assets and interests including the interests
that their family may have in TM in any form, either directly or indirectly. The declaration is undertaken
via the Online Declaration of Assets and Interest System and is expected to create more transparent and
accountable workforce.
Ethics and Integrity e-Learning
Recognising that everyone plays a role in practicing good governance and eradicating corruption, the
Ethics and Integrity e-Learning was implemented in 2016 with focus given on educating employees at
executive level on the contents of the revised Code of Business Ethics and Anti-Corruption Guide in a userfriendly and easy-to-understand environment. It was launched in three phrases.
Module 1

Introduction

Phase 1

Module 2

Responsibility and Compliance to the Code of Business Ethics

11 May – 31 July 2016

Module 3

Our Dealings with Employees

Module 4

Our Dealings with Customers

Module 5

Our Dealings with Business Partners

Module 6

Our Dealings with Shareholders

Phase 2

Module 7

Our Dealings with Competitors

11 Aug – 30 Sept 2016

Module 8

Our Dealings with Communities

Module 9

Our Dealings with Government

Module 10 Our Dealings with Company’s Assets
Module 11 Conflict of Interests

Phase 3
1 Oct – 30 Nov 2016

Module 12

Understanding the Rules About Gifts, Entertainment &
Corporate Hospitality

Module 13 Whistle-Blowing Policy & Reporting
Module 14 Preventing Bribery and Corruption
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AMANAH Module
“AMANAH” is the abbreviation of “A – Amalan kita, M – Masa, A – Anda, N –
Natijah, A – Allah and H – Hamba”, a module developed by Group Human
Capital Management as part of the initiatives undertaken by Integrity Fellows
nationwide. The module is infused with some spiritual element with the
objective of instilling “AMANAH” as a culture that TM employees should
practise in every sphere of life.
Integrity Movers
Integrity Movers is a continuation of Integrity Fellows Programme with a
number of 45 employees selected as ambassadors who are not only expected
to demonstrate high standards of ethical behaviour but also shouldered with
the responsibility of reinforcing the Kristal Value of “Uncompromising Integrity”
on the identified audience. They were earlier trained in an intensified six-day
training to equip themselves with the necessary skills through the NeuroLinguistic Programme.
Reaching Out Programmes
To continuously raise awareness on good governance practices and prevention
of corruption in TM, a series of reaching out programmes were conducted
covering six regions and involving more than 5,500 employees. The reaching
out programmes were also joined by employees at management level who
delivered the strong tone from the top management in relation to TM’s position
on integrity.
M6

CONSUMER DATA AND PRIVACY

We strive to conduct our business in full compliance with local laws and
regulations, and hence implemented additional measures to protect our
customers’ personal information.
These include:
Safeguards to prevent security breaches in our networks
and database systems.
Limits on access to information in our systems and the
systems of our business. partners and vendors.
Verification processes to guard against unauthorised access
to information.

We aspire to achieve a ‘privacy by design’ model to help ensure that privacy is
front of mind when designing systems and business processes. We’re doing
this through a robust privacy impact assessment process and enhanced
privacy governance. We know that privacy is important to our customers and
we strive to be open and transparent in how we serve them.

We have security mechanisms in place such as firewalls and encryption
algorithms designed to minimise the risk of privacy breaches. We also
implement and test antivirus or intrusion prevention systems, based on
established security standards.
We have an escalation process for major incidents, which includes security
breaches, to ensure timely response, internally and where necessary
externally, to minimise impact.
M7

CONSUMER HEALTH AND SAFETY

Electromagnetic Energy (EME)
We continue to monitor the potential health concerns of exposure to
electromagnetic energy (EME) emissions through the use of mobiles or
proximity to base stations. While there is no substantiated evidence of public
health risks from exposure to the levels of EME typically emitted from mobile
phones, perceived health risks can be a concern for our customers, the
community and regulators.
We regularly assess the health and safety impacts of our products and
services, and we design and deploy our network to comply with the relevant
Federal Government mandated Standards for exposure to EME.
Embedded Consumer Health and Safety into Our DNA
We’ve ensured at every stage that consumer health and safety are at
the forefront of everything we do, whether it be the introduction of new
products or services or the maintenance and building of infrastructure.
Our procurement contracts have in place Occupational Health and Safety
components which require all vendors to, amongst others, preserve and
take the environment into consideration whilst the work is being performed,
be weary of hazards that might cause or have the potential to cause harm,
comply to all relevant by-laws, laws and regulations when performing their
work and to ensure that work is performed in a safe manner.
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Material Topics
M8

Supporting
Communities

M9

Inclusivity

> 20,000 lives

RM485.0 million

300 students

disbursed by YTM
since 1994

experienced 3D printing
technology under
TM 3Ducation Programme

104 women

10,000 Malaysians

entrepreneurs participated in
Program Usahawan Wanita
(PUW 2.0)

took part in the Fan Run to show
support for Malaysia’s contingent
in the Rio Olympics

> 5,000 meals

touched through
TM School Adoption
Programme since 2003

were distributed through the
Tiffin Malaysia
initiative during Ramadhan
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M8

SUPPORTING COMMUNITIES

We believe in leveraging the reach and technology behind our network to connect and support our communities, and have been working towards this goal
for a number of years. Our community mission is to ensure that each and every child in our community has access to good education and that economic
opportunities are abundant and inclusive for the vulnerable in our society.
Yayasan TM
We offer scholarships to deserving Malaysians, to help them pursue their secondary and tertiary education, while also supporting the further professional
development of our own employees. These are awarded by Yayasan TM (YTM), our foundation which was incorporated in January 2007.
In addition to providing scholarships, YTM runs a Scholars’ Development Programme to enhance our scholars’ academic performance, inspire them and
equip them with relevant business and leadership skills, with the aim of nurturing future leaders for the Company, and nation. As part of their development
programme, the scholars participate in various TM events and CSR initiatives to gain a better understanding of the Company’s operations and our values. For
broader industry exposure, they are enrolled in various programmes organised by other foundations. Key among these is the Yayasan Khazanah Leadership
Conference.
The Scholars’ Development Programme is continually enhanced to ensure we provide the best possible grounding and pre-employment grooming to our
future leaders. In 2016, for example, we launched YTM Inspirasi, an intellectually challenging programme; and Program Nur YTM to instil fundamental values
and principles, in line with TM’s own Crystal Values. YTM also organised a 10-day attachment for our second-year engineering scholars, and an Up Close &
Personal session with our Group CEO, for better understanding of the Group’s business aspirations and our management culture. To motivate our scholars to
achieve their best academically, we held an Anugerah Kecemerlangan YTM for the first time, an occasion at which those who attained First Class honours were
recognised.
For our younger scholars preparing for the SPM 2016 examination, YTM organised examination seminars and coaching programmes. It also channelled funds
towards meeting the education needs of the underprivileged.
In addition to providing scholarships, YTM invests in heritage programmes to preserve important aspects of the nation’s history, especially those related to
telecommunications.
TM School Adoption Programme
We consider education to be the catalyst to further innovation and opportunities. Our continued collaboration with PINTAR Foundation (PF) drives this ambition
to promote greater socio-economic equity by transforming under-performing schools - schools which lack the necessary means to improve their level of
teaching or have few resources to provide a well-rounded education. Since 2003, we’ve adopted 14 rural schools, provided opportunities to over 20,000
students, teachers, parents and community members nationwide and spent close to RM2.4 million to enhance students’ performances in both academic and
non-academic pursuits.
TM School Adoption Programme in collaboration with PINTAR Foundation

Phase 1
2007-2009

Phase 2
2010-2013

Phase 3
2011-2014

Phase 4
2013-2015

Phase 5
2016-2018

• SK Seri Penanti, Pulau
Pinang
• SK Bukit Indera Muda,
Pulau Pinang

• SK Seri Bandan,
Johor
• SK Tembak, Kedah

• SMK Chenderiang,
Perak
• SKPK Tuaran, Sabah

• SMK Orang Kaya Haji,
Pahang
• SMK Munshi Abdullah,
Selangor

• SMK Medamit,
Sarawak
• SMK Arau, Perlis

p.44

T E L E KO M MA L AYS I A BE R HA D

O UR COMM U NIT Y
G4-DMA, G4-S01, G4-S02

The programme aims to develop well-rounded, responsible and successful individuals through the provision of holistic education.

HOW WE DELIVER THE PINTAR CORE MODULE
Module 2

Module 3

Module 4

Motivation and
Team Building
Programme

Educational
Support
Programme

Capability &
Capacity
Building

Reducing
Vulnerabilities &
Social Issues

>

>

>

Module 1

>

>

We focus on developing certain
skills, competencies, and for
general upgrading of performance
targeted towards students’ and
teachers’ development as well as
parental involvement.

We focus on equipping students
with the right skills and knowledge
as well as developing values which
will reduce vulnerabilities and
social issues.

OBJECTIVE OF THE MODULE

>

>

>

We focus on building and
enhancing students’ knowledge
and skills in line with the Ministry
of Education’s syllabus and policy.

>

We focus on building and
enhancing students’ knowledge
and skills in line with the Ministry
of Education’s syllabus and policy.

EXAMPLES OF THE PROGRAMME

1

2

Leadership programme - Kursus
Kepimpinan Pengawas Sekolah
Motivational programme Program Motivasi Calon SPM,
Program Kecemerlangan UPSR

1

2

Workshop on answering
examination techniques and
strategy for UPSR, PT3 and
SPM – Kem Lonjakan Saujana
Kumpulan F1, Kem Gemilang
Tuition classes for UPSR, PT3
and SPM candidates

1

2

3

4

Upskilling and knowledge
sharing programme for Teachers
- Simposium Kajian Tindakan dan
Inovasi
Promoting heritage and culture Bengkel Seni Tari
Programme for parents Seminar Keibubapaan “Sayang
Anakku Sayang”
TM Robotics Programme

1

2

3

Empowering students through
uniform bodies programme Double Eagle (Fireman Cadet)
Talks about social issues Ceramah Nyah Aedes, Hidup
Sihat dan Sifar Buli & Salahlaku
Murid
Educate students and
community about road
safety - Program Pendidikan
Keselamatan Jalan Raya

Special Education Need (SEN) for Sekolah Kebangsaan Pendidikan Khas (SKPK) Pekan Tuaran, Sabah
We also support the Special Education Need (SEN) approach for our adoption school in SKPK Tuaran. Some examples of the SEN approach are:
1.
2.
3.
4.

Tactile Graphic Workshop – The teachers learn how to build the tactile graphic to facilitate their teaching.
“Slate & Stylus” Workshop – To teach the students how to write text that they can read without assistance.
Braille Machine Workshop – The teachers learn how to fix the braille machine to minimise repair cost in the future.
A Day as an persons with disabilities (PWD) – To create awareness and expose to the non-PWD to the needs of PWD.
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Sterling Results from Our Graduates
During the year, we held graduation ceremonies for two of our schools, namely SMK Orang Kaya Haji and SMK Munshi Abdullah, Selangor.
SMK Munshi Abdullah

Pass Rate (%)

GPS

81.20

81.04

6.15

6.00

5.78

4.32

80.78

3.71

28.10
23.02

2014

2015

2013

2014

PT3
Graduation ceremony was held on 23 April 2016 at Dewan SMK Munshi
Abdullah, Sabak Bernam and officiated by Tan Sri Dato’ Seri Dr Sulaiman
Mahbob, Chairman of TM.

2015

SPM

10A

9A

8A

7A

6A

10A

9A

8A

7A

6A

2014

1

0

3

2

4

2013

0

0

0

1

3

2015

0

4

3

4

8

2014

0

0

1

1

2

2015

0

0

0

0

1

SMK Orang Kaya Haji

Pass Rate (%)

GPS
91.67

90.53
83.81

5.78

5.49

5.41

4.27
3.74
12.62

12.35
2014

2015

2013

2014

PT3
Graduation ceremony for SMK Orang Kaya Haji was held on 30 July 2016 at
Dewan Jubli Sultan Haji Ahmad Shah, Kuala Lipis and officiated by Izlyn Ramli,
Vice President Group Brand & Communication, TM.

2015

SPM

10A

9A

8A

7A

6A

10A

9A

8A

7A

6A

2014

0

0

0

0

1

2013

0

0

1

0

0

2015

0

0

2

2

0

2014

0

0

0

0

1

2015

0

0

1

0

5
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Two More Schools to the Nest - Our Continued
School Adoption Programme

preparing students with the skills to meet science
and technology challenges. The programme
encourages students to apply, creativity and
strategic thinking to utilise 3D printing for
everyday purposes thus employing the Higher
Order of Thinking Skills (HOTS) approach.

We are currently adopting two new schools i.e.
SMK Arau in Perlis and SMK Medamit in Limbang,
Sarawak. SMK Arau will, in addition benefit from
its Robotics Centre, whereas SMK Medamit will
benefit from our VSAT service for three years.
Various programmes have already been planned
in the year 2017 and will be reported next year.

3Ducation, brings 3D printing to the forefront
of learning to explore the potential possibilities.
Launched in July, 2016, the half day workshop was
conducted at the following selected schools:

SMK Arau, Perlis

TM Robotics Programme

PT3

3.63

SPM
6.10 6.04

3.29

2015 2016

2015 2016

Reach/Stakeholders

926
students

101
teachers

SMK Medamit, Sarawak

Placing fun and entertainment into teaching
is always challenging, but the TM Robotics
Programme does exactly that. Into its second
year, TM continued its collaboration with Sasbadi
Sdn Bhd to run the TM Robotics Programme. The
two major events for the year include the First
Lego League (FLL) and the National Robotics
Competition (NRC). These events encourage
students to use Higher-Order-Thinking-Skills
(HOTS), creativity and various strategies to
design and build robots that are able to compete
competitively with other opponents.

3.78

SPM
6.02 5.97

3.72

2015 2016
Reach/Stakeholders

607
students

This year’s participants included SMK Arau,
SMK Munshi Abdullah and SMK Chenderiang. It
involved 30 students and six teachers.
TM 3Ducation Programme

2015 2016

61
teachers

SMK Bandar Baru Sungai Buloh
SMAP Kajang
SMK Alam Damai
SK Seri Bintang Utara
Kolej Vokasional Kajang
SMT Kuala Lumpur
SMK Agama Kuala Lumpur
SK (1) Convent Bukit Nanas
SMK Sungai Besar
SMK Munshi Abdullah

The impact of these events are immeasurable;
they spur enthusiasm towards science and
technology amongst the youth, encourage
a sense of team spirit and challenge creative
thinking to solve complex problems.
Robotics is one of the co-curricular activities
encouraged under the Ministry of Education. It
emphasises creativity and innovation among
students through interesting, fun and experiential
learning.

PT3

1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

Our business is all about innovation and to this
end, driving innovation begins with our youth. Our
new pilot programme, TM 3Ducation, endeavours
to promote STEM (Science, Technology,
Engineering and Mathematics) education by

The result of this pilot programme: With Creative
Minds Sdn Bhd and support from the Ministry of
Education (MOE), we were able to connect with
over 300 primary and secondary schools students
from the 10 schools above.
With an investment of RM25,000, the impact it
had was insurmountable. Students were exposed
to the HOTS approach to further improve their
technical skills and increase their arsenal of
knowledge to improve both their academic and
non-academic performance.
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Volunteerism
As a large employer, we have a unique opportunity to contribute to the communities in which we live and work. We encourage our people to get involved in our
core sustainability programmes.
Since 2013, our TM Reaching Out Volunteers (TM ROVers) programme has ingrained the spirit of volunteerism in all at Warga TM. TM ROVers continues to
partake in numerous outreach programmes and events, in addition to events arranged under the TM corporate responsibility council.
TM Reaching Out Day 2016
Our TM Reaching Out Day is an example of volunteerism At the Heart of Our Culture. It helped create awareness on volunteerism and provides various
platforms to our TM ROVers to volunteer with either TM or with identified non-governmental organisations (NGOs).
This one day programme was held on 26 May 2016 at the lobby of Menara TM, our headquarters. Booth exhibitions and activities run by TM clubs and NGO
partners were present, as well as forums with speakers from MERCY Malaysia, Malaysia Nature Society (MNS) and Islamic Relief Malaysia.
TM Reaching Out Day 2016;
Organisations Involved.
NGOs
1
2
3
4
5
6
7
8

MERCY Malaysia
Islamic Relief Malaysia (IRM)
Malaysia Nature Society (MNS)
National Cancer Society Malaysia (NCSM)
Yayasan Salam Malaysia
All Women’s Action Society (AWAM)
Pertiwi Soup Kitchen
National Autism Society of Malaysia
(NASOM)

TM’s Clubs and Societies
1
2

3
4
5
6
7
8

Kelab Pencinta Alam TM (KPA-TM)
Rejimen Semboyan Diraja PAKAR Telekom
(AW)
TM Bikers
TM Radio Amateur Community (TM RAC)
Kelab TM Ibu Pejabat
Badan Kebajikan Islam Telekom (BAKIT)
Tiaranita
Persatuan Eksekutif Telekom (PET)

Disaster Preparedness
At TM, we don’t just serve the community, we’re a part of it. As a large Malaysian company with a growing international presence we know we have a huge role
to play, from promoting digital inclusion through our social and community investment programmes, to being ready in times of disaster.
Partnering with RedR, a training programme was held at the Semenyih Eco Venture Resort & Recreation Lot to provide members of the GLC Disaster Response
Network (GDRN) and other related Government agencies, such as the National Disaster Management Agency (NADMA) and the Malaysian Civil Defense
Force (APM), with an understanding of the international and local context of emergency relief work. The programme examined the distinctions between
natural disasters and conflict induced emergencies and provided an introduction to the international humanitarian framework. Amongst the topics covered
include, the management of teams during relief operations, personal health and safety, security risks, dealing with the media and professional and personal
development for relief work. Participants of the training were also cued on the importance of logistics, supply chain management and humanitarian responses
needed during disasters.
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Tiffin Malaysia

Other Charitable Programmes

In this fast-paced digital world we looked to get people
to slow down and consider doing good for others. Tiffin
Malaysia was an initiative that sought to bring shared joy
to the less fortunate, during the month of ramadhan,
held both on and offline, Tiffin Malaysia consisted of three
components:
•

Netizens were invited to play a series of online games
to earn ‘Tiffin’, ‘Tiffin’ would then be donated through
our on-ground activities.
The community would be asked to volunteer a little
of their time. They can either cook and pack meals for
the ‘Tiffins’ or assist in food and grocery distribution.
The community were also encouraged to donate
groceries a selected Giant Hypermarkets.

•

•

MASS MARKET CSR PROGRAMME
Charity to help feed the needy.
30 pax
of Mass Market
employees per
session.

Food was distributed
to more than
200 recipients.

Mass Market contributed
back to school supplies
to 29 orphans of AnakAnak Yatim Pertubuhan
Kebajikan Baitul Kasih.

The result of Tiffin Malaysia was overwhelming. More than
five thousand Tiffin meals were distributed along with 120
grocery packs to identified underprivileged families.
Sekolah @ MMU
Sekolah @ MMU made its return due to the incredible
positive response from all participants. For this year’s
iteration, Johor state was the location of choice. Held
across five chosen secondary schools in Johor Darul
Takzim, the programme brings together students and
lecturers from the Multimedia Universities in Cyberjaya,
Nusajaya and Melaka. The ambitions of the programme are
to enhance and excite secondary school students on the
Multimedia and it sectors. Students receive knowledge and
shared experiences in addition to building their confidence
and learning leadership skills.
1
2

3

4

5

Sekolah Menengah Sains Johor (Daerah Kluang)
Sekolah Menegah Sains Sembrong (Daerah
Kluang)
Sekolah Menengah Kebangsaan (P) Temenggong
Ibrahim (Daerah Batu Pahat)
Sekolah Menengah Kebangsaan Sri Tanjung
(Daerah Pontian)
Sekolah Menengah Sains Muar (Daerah Muar)

4 lectures
of Multimedia
University

120 students
from Multimedia
University
Cyberjaya,
Nusajaya and
Melaka

500 students
from Negeri Johor
Darul Takzim
schools that have
been selected

BACK TO
S CHOOL
PROG RA M M E

PRO G R A M R A M A D H A N B E R S A M A A N A K- A N A K
YATI M & A S NA F A S -S O LI H I N, KA NCHON G DA RAT

Mass Market
Management, Mass
Market HQ employees &

To help residents of Anak-Anak Yatim & Asnaf As-Solihin,
Kanchong Darat in preparing for Aidilfitri celebrations.

40 orphans from
Anak-Anak Yatim
& Asnaf As-Solihin,
Kanchong Darat.

VO LU NTE E R AT ZO O NEG A R A
On 19 December 2016,
40 volunteers from TM InfoMedia participated in the
voluntary painting project namely
Project Glow at Zoo Negara. The
project aims to make Zoo Negara
as an attractive place for the
visitors, with a vibrant look and
feel, especially for the children
and youth. The activity allows
TMIM’s employees to engage
with the community as well as
expose them to volunteerism.
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As the Games progressed, Team Malaysia became
progressively bigger, attracting other Malaysians
who were there on their own as well as many
Brazilians who were won over by the team’s
pure passion. At the sporting events itself, this
expanded team cheered on our athletes with so
much energy, our Youth & Sports Minister was
prompted to say after one of our badminton
wins: “I think one of the key factors of the victory
tonight was our Team Malaysia. Team Malaysia
supporters sponsored by TM, our tiger guys, they
were there and the stadium was erupting. In this
corner of the world, Rio de Janeiro, thousands
of miles away from Malaysia, it was a piece of
Malaysia. Why? Because of TM and Team Malaysia.”
Team Malaysia in Rio proved the power of passion.
How passion for our athletes can spur them on.
How passion for one’s nation can win the hearts of
others. And how passion for what we truly believe
in can make our dreams and aspirations come
true.
M9

Team Malaysia
We enhance the spirit of patriotism and bring Malaysians together in a way that has never been done
before – by uniting sports fans and rallying their support for our national athletes when they compete in
international events. We have been doing this for every major regional or international sports event since
2011 through Team Malaysia.
Established in 2011 in collaboration with the National Sports Council of Malaysia, Team Malaysia is
primarily an online platform that provides members access to unique sports content and updates on
Facebook, Twitter and Instagram. However, it also organises activities on the ground for members to
meet each other, and their sporting heroes, at events such as roadshows and the Fan Run. The Fan Run
started in 2012 to spur on our athletes before they took part in Olympic London. In 2016, it became
bigger with the inclusion of a 21 km race to the 10 km and 5 km races. A total of 10,000 Malaysians took
part in a show of support for our national contingent prior to their departure for the Rio Olympics.
In Rio itself, a team of seven Team Malaysia representatives brought new meaning to mobile journalism;
using their smart phones, they video-ed all the games in which our athletes were participating in and
transmitted this live on Facebook to Malaysians back home. They also went ‘behind the scenes’ to
capture moments of utter elation and dejected sorrow which none of the other media could have or
would have done. Their coverage, which included interviews with athletes, their coaches and families,
and even Minister of Youth & Sports Khairy Jamaluddin Abu Bakar, earned TM no less than RM4.5 million
in social media value. None of this had ever been done before. And all it cost was RM115,000.

INCLUSIVITY

We believe that everyone, regardless of age,
gender, income, ability or location – should
enjoy the benefits of being connected. We want
everyone to have the confidence and skills to
participate safely in the digital world.
Thats why we developed the Program Usahawan
Wanita 2.0 (PUW 2.0). PUW 2.0 follows the
success of Program Usahawan Wanita 1.0
(PUW 1.0), targeting 15 women entrepreneurs
in Terengganu, Selangor and Johor to utilise
digital innovation in view of being economically
self-sufficient. This year, we partnered with
Persatuan Profesional Melayu Malaysia (PPMM) to
identify, potentially 104 small to medium women
entrepreneurs from various industries, which
include F&B, clothing, bakery, beauty and health.
The participants were chosen from the Klang
Valley and Selangor regions.
Participants are taken through a series of training
and coaching sessions from professional trainers
on digital marketing, social media marketing and
sales. In addition, they are introduced to social
media channels such as Facebook, Instagram,
websites as well as blogs to enhance their
products’ online visibility.
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C R E AT I N G A
G R E AT P L AC E
TO W O R K

Material Topics

M10

M11

M12

Talent Retention
and Attraction
Human Rights
Employee Health
and Safety

28,045

92.0%

98.1%

Total No. of
TM Group Employees

Employee
Engagement Index

Talent Retention Rate

30.3%

Global Employee Turnover
Rates reduced by

Zero fatalities recorded
among employees
since 2010

TM Female Senior Management
from TM Group

28%
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TALENT RETENTION AND ATTRACTION

Technology is evolving rapidly, customer expectations are changing and we’re facing a more competitive global market. Adapting our ways of working to
respond to these changes are critical.
To ensure we thrive in these conditions, we’re taking a building capabilities approach to driving employee engagement, collaboration, diversity and inclusion.
We’re providing targeted leadership, learning and development opportunities and continuously improving our approach to health and safety. We’re also
investing in programmes to attract and retain employees with the skills and passion to help transform TM into a world-class technology company. These efforts
have led to a talent retention rate of 98.1%, once again above the industry average of 85%. We are pleased to note that turnover remains one of the lowest in
the industry, and is a factor contributing to our high talent retention rates. This is testament to our continued commitments in training, education and ensuring
the overall satisfaction of our employees. The table below provides detailed breakdowns on the turnover rates for the group. It is broken down into geography,
gender and age by amount of persons.
Employee Turnover Rates

2012

2013

2014

2015

2016

Global

1,528

1,465

723

1,676

1,208

In Malaysia

1,527

1,463

714

1,658

1,172

1

2

9

18

36

453

462

308

673

493

1,075

1,003

415

1,003

715

Location

Outside Malaysia
Gender
Female
Male
Age Group
<30

253

238

238

294

214

30-40

198

188

231

277

304

40-50
>50

68

84

74

88

105

1,009

955

180

1,017

585

Engaging Our Employees
Seeking and responding to employee feedback helps make TM a great place to work. During the year, we actively engaged with our employees through various
platforms such Jom Bersama GCEO, Turun Padang, Teh Tarik sessions, Business Roadshows (AOP) and Lines of Business (LOB) Conventions at multiple levels
in our headquarters and state offices. In line with our digital journey, we engaged our employees in events such as the Hackathon, Gamification, Community
Forum, Design Thinking and Playroom apps.
We encourage the spirit of 1TM via the I Love TM and ZBC Amazing Race campaigns. We also recognise individual contributions through the TM Group Awards
Night, KRISTAL Awards and Warisan Kasih. We engage an independent consultant to conduct an annual employee survey, My1TM. We encourage all employees
to respond to the survey as their views are important. The survey reflects how our employees rate us, and provides insight into areas of concern as well as areas
in which we are performing well. We engage with various teams to critique the scores obtained and devise action plans to continue to improve and take better
take care of our employees. As a result of our initiatives, we scored 92% in the most recent My1TM Survey, denoting a highest level of employee engagement
we have had in recent years.
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Providing Learning and Development Opportunities

assignments within the Group to broaden their experience and exposure to
the business and hone their leadership capabilities.

As the market for talent continues to intensify it will become increasingly
difficult to attract and retain the best employees to TM. We are working to
continuously improve our talent and recruitment programmes, to ensure we
have the workplace capability we require to deliver on our vision to become a
world-class technology company.
We also embrace new opportunities to lift our collective performance and
talent standards for existing employees. This year, our senior management
underwent two key programmes:
Fast Track Programme
For our high-achieving young executives, TM has a structured Fast Track
Programme (FTP) to unleash their leadership potential. In 2016,
20 participants were invited to undergo several job rotations and

Fundamentals Made Easy
This imparted basic understanding of Finance, Human Resource and
Procurement to enhance our leaders’ ability to develop and execute
successful strategies.
Performance Management Bootcamp
This served to help our leaders nurture a high-performance workforce
leveraging on S.U.C.C.E.S.S leadership competencies. Our leaders were also
guided in effective goal-setting that motivates employees and ultimately
drives better performance.
We’re equipping our people with the tools and development required to
be inspiring leaders, to foster a global mindset and to deliver increasingly
responsive, personalised customer service. This year, the talent programmes
we developed include:

Talent Programme

Digital Talent
Programme by MMU

Lead, Excel and Deliver
(L.E.A.D) Programme

Talent Engagement
Session

Talent Convergence Congress
(TCC 2016)

Digital Talent Programme
designed by MMU’s School
of Management is aimed to
equip talents with knowledge
and competencies required to
adapt and contribute effectively
in a converged and digitalised
economy & industry especially in
the areas of marketing, business,
design thinking, economy and
strategy.

L.E.A.D, facilitated by
the Cranfield School of
Management, bridges the
transition of high potential
middle management to
senior management. Selected
participants were given the
opportunity to take part in
cross-functional programmes
and drive strategic projects
for TM. This year, 20 future
leaders and newly appointed
general managers were
selected for the fourth series
of the programme.

In 2016, our talents were given
the opportunity to engage in
creative and innovative courses
on design thinking and brain
colour profiling. Organised on a
regional basis, including Sabah
and Sarawak, these sessions
aimed to enhance adaptability
and create a mindset aligned to
a smarter, digital workforce.

TM Convergence Congress
was organised with the
objective of boosting and
sustaining talents’ energy
for them to play part in
TM’s journey as the nation’s
Convergence Champion. This
Congress shows a shift in
terms of approach towards
building talent capabilities
whereby it empowers the
talent themselves to obtain
new knowledge and skills
by enrolling themselves
in projects pitched by
TM leaders during the
programme. Throughout
the event, 26 projects have
been showcased with active
participation and enrolment
by the talent group.

350 talents
attended the programme on
Digital Economy &
Business Skills

87
completed Big Data as
Data Analysts training

The time we spend on talent building and enhancing leadership capabilities has led to a 3% year-on-year increase in the TM Talent Management Index (TMI),
to an impressive 80%.

TMI

2014

2015

2016

74

77

80
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Nurturing Our Team

Employees Participation in Training

Training for all telecommunications, information and communications technology resides with
our technical academy. The academy has played an increasingly important role as we look for
skilled and competent talent to deliver our promise of convergence.

44,390
38,415

Our focus on technical competencies has not overshadowed the emphasis we place on
improving the ability of frontline employees to enhance the customer experience. This level
of training is under the purvey of our customer service academy, whose role is to train our
employees on softer skills and instil a customer centric mindset group-wide.
During the year, more than 40,000 pax received training in various programmes at the
academies to enhance their technical skills, customer management and communication skills,
as well as supervisory skills - all geared towards the provision of a better customer experience.

2014

39,708

2016

2015

Encouraging Diversity
Promoting diversity and inclusion across TM helps us improve our business results, enhance our reputation and attract, engage and retain talented people.
In addition, having a diverse range of employees better enables us to understand our customers’ individual needs and provide them with excellent customer
service.
At TM, diversity means difference, in all its forms, both visible and not visible. This includes differences that relate to gender, age, cultural background, disability,
as well as differences in background and life experience, and interpersonal and problem solving skills. During the year, we had 78 persons with disabilities (PWD)
in our call centres, with a 70:30 male to female ratio.
Employees
Total number

2012

2013

2014

2015

2016

27,642

27,830

28,047

28,008

28,045

9,655

9,987

10,287

10,961

11,165

Non-Executives

17,987

17,843

17,760

17,047

16,880

Inside Malaysia

27,345

27,708

27,929

27,875

27,896

297

122

118

133

149

24,581

24,477

24,872

24,562

24,205

3,061

3,353

3,175

3,446

3,840

Executives

Outside Malaysia
Permanent employees
Non-permanent employees
Female

10,431

10,728

10,820

10,821

11,036

Male

17,211

17,102

17,227

17,187

17,009

9,937

11,200

11,055

10,420

10,302

36

40

39

37

37

63

62

61

61

17,705

16,630

16,992

17,588

17,743

8,876

8,357

7,663

6,307

5,489

Union members
% of Union Members out of total no. of employees
% of Union Members out of total no. of
Non-Executives
Non-Union members
Age group
<30
30-40

7,243

8,011

8,628

10,287

11,190

40-50

4,770

4,760

4,890

5,256

5,445

>50

6,753

6,702

6,866

6,158

5,921

0.05

0.06

0.04

0.04

0.04

23,380

22,769

24,055

23,684

23,696

Disabled employees (%)
Diversity
Malay
Chinese

1,201

1,167

1,202

1,469

1,462

Indian

1,046

925

1,027

1,108

1,115

Others

2,015

2,969

1,763

1,747

1,772
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Diversity in Management

% Women in Management

Our GCEO champions the cause of gender equity, providing all women employees equal
opportunity to advance their careers, thus leveraging on the full potential of every employee
for enhanced organisational sustainability. In support of the Corporate Governance Blueprint
which targets 30% women participation on boards by year 2016, we provide training for qualified
women from Senior Management to serve as Directors on the Boards of TM, our subsidiaries or
associated companies. Such training includes Women in Leadership, McKinsey Rising Star and
Professional Executive Coaching.

42%
36%
34%

During the year under review, women in management comprised 36% of the management team
which consists of all general managers. This represents an increase from the previous year and is
a result of such efforts made in training and coaching.

M11

2014

2015

2016

HUMAN RIGHTS

We believe our products and services can have a positive impact on society and empower people to exercise their rights and freedoms. We’re committed to
respecting human rights in our own business and through our broader relationships.
Engaging with Unions
We regularly engage with Unions with a view to maintain an open and constructive relationship. This year we renegotiated Collective Agreements with three
Unions, covering areas relating to monetary and non-monetary benefits, including salary, adjustments and annual increments. Common articles in these
Collective Agreements include:

• Provisions for
occupational
safety and
health

• Employment
terms such as
salary structure,
salary adjustment/
revision, benefits,
bonuses, training,
working hours,
promotion,
overtime and rest
days

• Annual, medical,
maternity, Haj,
compassionate,
study, unpaid,
examination and
quarantine leave

Collective Agreements (CA) with Three Unions (Jan 2016-Dec 2018)
Union

CA Signing Date

Kesatuan Kebangsaan Pekerja-Pekerja
Telekomunikasi Semenanjung Malaysia (NUTE)

14 June 2016

Kesatuan Pekerja Telekom Malaysia Berhad
Sarawak (UTES)

21 July 2016

Kesatuan Pekerja- Pekerja Telekom Malaysia
Berhad Sabah (SUTE)

15 June 2016

• Allowances and
claims for food,
driving, lodging,
travel, rent, cost of
living and hardship

• Loans to help with
the purchase of
houses, vehicles
and computers

• General
conditions
including legal
and funeral aid,
national service,
pensions and
transport

Union Membership
7,877

Telekom
Malaysia
Berhad

TMF
Autolease
Sdn Bhd

764
968
84
12
11

NUTE
UTES
SUTE
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EMPLOYEE HEALTH AND SAFETY

Creating Sustainable Value Creation through
OSHE
The safety of our people is of paramount
importance to us. We strive to create an accidentfree environment at our work sites and place
great emphasis on training all workers to abide by
safety procedures at all times. Safety and health
initiatives are driven from our top management
and cascade through the organisation via a
network of Occupational Safety, Health and
Environment (OSHE) committees which maintains
a high level of safety awareness among our
employees and those of our contractors.

The roles and responsibilities of the safety and health committee include:
•
•
•
•
•
•

To assist in the development of safety and health methods, and safe work systems;
To analyse the effectiveness of safety and health programmes;
To analyse trends of incidents, near misses, dangerous occurrences, occupational poisoning and
occupational disease occurring in the workplace;
To notify the management of any unsafe or unhealthy conditions or behaviours in the workplace
with recommendations for improvement;
To review the OSHE Policy and make recommendations to the management; and
To undertake committee meetings and inspections at least once a quarter.

A total of 2,209 employees
are directly involved in the OSHE committees, representing

approximately 7.9% of our total workforce.
TM Group OSHE Steering Committee

TM Complex
OSHE
Committee

13 TM
Subsidiary
OSHE
Committees

>

>

15 State
OSHE
Committees
(SOC)

144
Building/
Premises
OSHE
Committees
(BPOC)

4 Building
OSHE
Committees

Figure 1: Safety and Health Committee Structure
Arrangement in TM

About 5,000 TM employees and 20,000 contractors’ workers are involved in high-risk activity, including
hot work, working at height, in confined spaces, near high voltage and on/by roads. To ensure their
safety, our OSHE team and the division management conduct regular inspections to ensure everyone on
site follows safe work instructions and complies with OSHE requirements.
All contractors’ workers must attend the NiOSH TM Safety Passport (NTMSP) training and pass the
examination before being approved to enter work sites. Our employees, meanwhile, are required to
familiarise themselves with safe work instructions and OSHE requirements. Our supervisors use their
supervisor log books and Permit-To-Work to ensure all OSHE requirements for the related works are
adhered to.
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Safety Performance
A key achievement in 2016 was to record zero fatalities. However, in other key safety parameters, such as incident rate, frequency rate and severity rate,
our performance declined slightly compared to 2015, which indicates there is room for further improvement. The total number of incidents increased quite
significantly from 160 in 2015 to 220, calling for intensified efforts to ensure everyone takes personal responsibility for his safety, and the safety of others.
Occupational Safety and Health (OSH)

2014

2015

2016

Total recordable injury (No. of injury cases)

68

62

67

Absenteeism rate (headcount)

53

48

49

554

531

593

53

48

49

1

1

0

Absenteeism rate (days)
Lost Time Injury Cases (No. of cases)
Fatal accident rate (No. of cases)

Every occupational incident is investigated by a Safety Health Officer (SHO) and the investigation team. Following the investigation, the SHO will produce a
report, which is recorded on the online Management of Enterprise Risk, Compliance, Insurance, Incident and Information Security (MERCIS) system.
The incident database is analysed by the OSHE Performance Analysis Team, which compiles our incident statistics.
During the year under review, the incident rate, frequency rate and severity rate increased as a result of the inclusion of measurements on near misses. This
metric has never previously been reported and provides a more accurate indication of our safety performance. Additional to this, is the awareness amongst TM
employees regarding the efficacies of safety and incident reporting. Any type of incident, anywhere and at anytime and however caused, are encouraged to be
reported into MERCIS.
Performance Indicator

2015

2016

Incident Rate (IR)

1.93

2.55

Loss Time Injury Frequency Rate (LTIFR)

0.36

0.36

Frequency Rate (FR)

0.67

0.89

Severity Rate (SR)

3.95

4.31

Fatality Rate (FTR)

0.02

0.00

OSH Incident YTD 2016

Non OSH Incident YTD 2016

54

53

C1F
29
20

19

18
15
10

0
C1F C1SBI C2

2
C3

0
C4

C5

C6

C7

C8

C9 C10

Fatal

0

C1SBI

Serious Body Injury

19

C2

Injury with >4days MC

10

C3

Dangerous Occurrences

2

C4

Injury with <4days MC

20

C5

Minor Injury with First Aid Treatment

18

C6

Near Misses Incident

53

C7

Environment Impact

0

C8

TM Vehicle

29

C9

Other Vehicle

15

C10

To Work/Home

54
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OSHE Statistic of Incident by Category for 2016
Incidents in 2016 as compared to 2015

Year

OSH
Accident
(with LTI)

Lost
Time
Injury
(LTI)

OSH
Incident

Accident by Group

Environmental
Impact

Commuting
Incident

Total
Incident

2016

49

593

122

0

98

220

2015

49

544

92

0

68

160

OSH Accident by Type
Fall of person

26

Ergonomics

5
3

Struck by falling object
Exposure to electric current

1

Over Exertion

1

TM

40

Contractor

9

Public

0

Accident by Gender
6

Caught in/Between Objects

7

Stepping on, striking against
or struck by object
0

10

20

30

Fall of person

2016

Slippery

8

Portable Ladder

1

Pole

0

Staircase

5

Chair

1

Into Depth

0

Trip

3

Trench/Drain

7

Roof

1

Female

13

Male

36

Accident by Age

Accident by Area
Public Area

1

Customer’s Premise

2
26

TM Premise
4

Office

53%

2

Access Road
Construction

0
14

Network Plant
0

5

10

15

20

25

30

<20

1

36-40

5

56-60

12

21-25

4

41-45

2

>60

1

26-30

8

46-50

7

31-35

7

51-55

2
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OUR ENVIRONMENT

MINIMISING OUR
E N V I R O N M E N TA L
I M PAC T

Material Topics

M13

M14

Climate Change and
Energy Management
Resource Use
and Waste

Transitioned from the
legacy PSTN to a
new generation network
which helped to reduced our
energy consumption

1,393
Mangrove seeds planted
during TM Earth Camp 2016

Savings of

91 GWh/year
from the new-generation
network

3,652m3
of water recycled
at Menara TM

Increase the
efficiency of our
cooling technology
to EER 5-star rating

Creation of

TM ROVers Divers
formed part of our Marine
Conservation Initiatives
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Environment
To play our part in preserving the environment, we monitor
our energy and water consumption and carry out various
initiatives to meet targets that have been set. At the same
time, we are also conscious of reducing our waste, and
of maintaining noise as well as air pollution at acceptable
levels. We comply with all relevant laws pertaining to the
environment, and instil environmental consciousness
among our employees through internal communication,
3R programmes and external activities such as TM Earth
Camps.
Balancing the Environmental Impact through Marine
Conservation Initiatives
In our fast paced environment, we often forget about
the damage we can cause to our surroundings until we
are made aware of the fragility of its habitat. During the
year, our collaboration with the Malaysian Nature Society
(MNS), through the TM Earth camp, shifted its focus and
began a two year programme centred around Pulau Tinggi,

Johor. Through this programme, we are able to better observe and measure our
sustainability practices. The programme involves are participants from the Central,
South, East and Northern Region and covers five elements, namely Human, Water,
Energy, Air (Climate Change) and Earth (Biodiversity). Besides the regular nature
activities for the participants, the programme also includes long-term environmental
initiatives such as mangrove nurseries and coral replanting.
The Earth Camp 2016 impacts

471

64

148

teachers

Schools

students

planted

1,393

mangrove
seeds

collected

588kg
of rubbish
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Following the success of the TM Earth Camp during the year, the BumiKu
Camp 2016 continued the good work achieved from its predecessor.
100 TM employees nationwide witnessed first hand the importance of
preserving marine life in relation to the well being of humans. The impact
to both participants and the environment was tremendous:

1

2

creation of TM ROVer
Divers who led
the environmental
activities on the Island

3
4

the installation of 22 units of
artificial coral reefs and the
distribution of 400 gallons of
water to local communities
which faced a shortage
an increase in awareness and an instilling
of a sense of belonging towards the
environment amongst TM employees

an awareness on the
potential dangers to the
environment in cases of
a natural disaster

5

upskillng TM ROVers
with adequate knowledge
for voluntary programmes
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M13

CLIMATE CHANGE AND ENERGY MANAGEMENT

We operate in a dynamic and hi-tech industry and recognise the environmental challenges that this creates. Along with managing our own impacts, we
have a responsibility to improve the efficiency of our supply chain, products and services, as well as assisting customers and the community address their
sustainability challenges. Utilising our extensive network coverage and depth of technical expertise, we have an opportunity to support government,
businesses, customers and the community in addressing long-term sustainability challenges.
Climate change is one of the most significant issues being faced by companies, communities and countries. In the year that the historic Paris climate deal was
reached, the need to address the risks of climate change has become more apparent than ever before. Climate Action is identified by the UN as one of the
2030 Sustainable Development Goals, and we recognise the challenges we will need to face to help achieve this goal.
We take our responsibilities as a large energy consumer seriously, and we’re constantly seeking new ways to reduce our carbon footprint and operate more
efficiently. We’re focused on mitigating the effects of climate change through energy efficiency and performance improvements, and on identifying ways to
continually adapt to the impacts of a changing environment.
Energy Consumption in Buildings
We monitor the electricity consumption of two main areas – our
telecommunications network and network buildings (including data centres,
telecommunications exchanges and access infrastructure) and non-network
infrastructure such as our commercial and office buildings.
We made good on our promise to include more of our non-network buildings
in our measurement. This year, the following buildings were included:

In 2015, we set up State Energy Management Teams, as prescribed by
the ISO 50001 (Energy Management System) to help our state operations
improve their energy performance. The system requires each organisation
to introduce an energy management system (EnMS) complete with an
energy policy, objectives, targets and action plans that conform to legal
requirements. Based on the Plan – Do – Check – Act (PDCA) framework, the
system ensures that energy management is incorporated into everyday
organisational practices.
Energy Consumption of Our Network

Buildings

Electricity usage 2016 (kWh)

Menara TM, Kuala Lumpur (Head Office)

22,557,519.0

Cyberjaya, Selangor
(Admin Complex & IDC)

14,233,416.0

Bukit Timbalan, Johor (Exchange)

5,239,217.0

Alor Setar, Kedah (Admin & Exchange)

3,327,151.0

Miri, Sarawak (Exchange)

2,589,638.0

Penampang, Sabah (Exchange)

2,283,518.0

Hiliran, Terengganu (Exchange)

1,926,226.0

Electricity Consumption (MWh)
2014
2015
2016

48,778
53,807
67,679

The increase in Electricity Consumption is due to an increase in the
number of buildings being calculated on.

We have created significantly greater efficiency in our network by
transitioning from the legacy PSTN to a new-generation network (NGN).
Migration of four million PSTN subscribers was completed by 2015, and in
2016 we replaced all the old switching equipment with NGN equipment.
Along with the network transformation from 2013 to 2016, we have managed
to reduce its energy consumption. It should be noted that while the new
network is more energy efficient, increased volume of traffic on the network
will necessarily be accompanied by an increase in energy consumption.
Nonetheless, we believe that we can attain potential savings of 91 GWh/year
from the NGN.
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Carbon Footprint
Managing our carbon emissions
Our products and services enabled customers to work remotely, operate more efficiently and avoid
travel. This saves energy, fuel and carbon emissions (CO2e). But producing and delivering those
products and services generates emissions. This year, in a effort to more accurately measure our carbon
emissions, we included more buildings and covered more regions. The result has highlighted the need to
commit greater effort into reducing our carbon emissions.
Greenhouse Gas emissions from petrol and diesel
Carbon emissions were calculated using fuel purchases from company cars, motocycles, 4-wheel
drives, vans and trucks. Emissions factors for Carbon Dioxide, Methane and Nitrous Oxide were applied
in accordance with the 2006 IPCC Guidelines for National Greenhouse Gas Inventories. Global Warming
potentials of 28 for Methane and 265 for Nitrous Oxide were applied as per IPCC Guidelines.
Scope 1: Petrol and Diesel Emissions

16,110

Total by Scope
2016 (t CO2-e)

12,603
5,368 6,560

Total 2015
In 2015, we had conducted a Power Usage
Effectiveness (PUE) analysis to gauge the
efficiency of our equipment in our network
buildings. From the analysis, we discovered that
approximately 60% of our buildings are of average
efficiency and below. We therefore embarked on a
programme to:
•
•
•
•

•

•

Maintain the temperature of equipment
rooms at between 24-26°C
Increase the equipment’s permissible relative
humidity from 30-60% to 40-60%
Increase the efficiency of our cooling
technology to EER 5-star rating
Review and classify the environmental
condition for equipment such as the MDF,
rectifier and battery room
Improve the thermal cooling efficiency
of air ventilation, cooling system design
requirements and cooling management
Employ free cooling technology

22%
Diesel
Greenhouse Gas emissions from consumption
of electricity
Carbon emissions from electricity consumption
was calculated from data garnered from the
following buildings: Menara TM, Cyberjaya (Admin
Complex & IDC), Bukit Timbalan (Exchange),
Alor Setar (Admin & Exchange), Miri, Sarawak,
Penampang, Sabah and Hiliran, Terengganu.
Emissions factors for Peninsular Malaysia, Sarawak
and Sabah were extracted from the institute
for global environmental strategies, list of grid
emission factors 2016-8.
The increase in Carbon Emissions is due to an
increase in the number of buildings being
calculated on.
Scope 2: Energy Consumption Emissions
Total by Scope
2016 (t CO2-e)
Total 2015

28%
Petrol

Greenhouse Gas emissions from airline travel
Distances travelled by employees during
airline travel was derived from individual flight
traansactions. GIS was used to calculate the
approximate distance between each origin and
destination based on the three digit airport code.
Geodesic (along the curvature of the earth)
distance was used for these calculations.
Air conversion factors were taken from the 2016
version of the UK Government GFG conversion
factors for company reporting. Trips of a distance
greater than 3,700 km were considered ‘longhaul’,
with other trips considered ‘short haul’ for the
purpose of inventory development.

Scope 3: Airline Travel Emissions
Total by Scope
2016 (t CO2-e)

50,044

446

39,871

Total 2015
26%

440
-1%
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In Menara TM, dark smoke emissions from the two stacks were also
monitored and found to be within acceptable limits.

RESOURCE USE AND WASTE

Water Management

Water Usage (m )
3

2013
2014

227,447
236,196
251,037

2015
2016
Buildings

229,856
Water usage 2016 (m3)

Menara TM Kuala Lumpur (Head Office)

181,375.00

Cyberjaya, Selangor (Admin Complex & IDC)

39,629.00

Bukit Timbalan, Johor (Exchange)

6,482.00

Miri, Sarawak (Exchange)

220.00

Penampang, Sabah (Exchange)

547.00

Hiliran, Terengganu (Exchange)

1,603.00

Source Description

Menara TM:
1

Generator Set
No.2

Average: 0.0306
gm/Nm3

0.4 gm/Nm3

2

Generator Set
No.3

Average: 0.0086
gm/Nm3

0.4 gm/Nm3

1

Generator Set
No.1

Average: 0.0174
gm/Nm3

0.4 gm/Nm3

2

Generator Set
No.2

Average: 0.0431
gm/Nm3

0.4 gm/Nm3

3

Generator Set
No.3

Average: 0.0264
gm/Nm3

0.4 gm/Nm3

Cyberjaya:

Noise Monitoring
Noise monitoring is conducted in three different premises – Menara TM, the
Cyberjaya Administration Complex and IDC, as well as Miri, Sarawak Exchange.
At each premise, noise levels are monitored in different sites.
In Menara TM, it is measured in two different locations at the main entrance
and IDC Complex, one of which complied with the permissible sound limit
– of 68.8 dBA in the daytime and 65.0 dBA at night – while at the second
location the noise level exceeded the limits both in the day and night. Noise
levels at both locations monitored in Cyberjaya were within permissible
levels.
Soild Waste Generated (MT)*

Dust Monitoring
We monitor dust particles in the air at Menara TM and the Cyberjaya
Administration Complex & IDC as of 2016. No dust monitoring for Bukit
Timbalan Exchange. In all two locations, dust level – measured in grams per Nm3
is well within the Environmental Quality (Clean Air) Regulations, 1978 of 0.4g/
Nm3. The concentration of dust particulates in stack flue gas is determined by
isokinetic sampling, as outlined in Malaysian Standards (MS) 1596:2003.

2014

2,751
1,184.26

1,016.01

Waste Management
We categorise our waste into solid waste (i.e. paper and food waste) and
scheduled waste such as fluorescent bulbs, oil waste, rags, discarded
batteries and aerosol cans, which require special disposal. During the year,
both solid waste and scheduled waste generated increased in our central
commercial buildings.

Scheduled Waste Generated (MT)*

2015

5,942

In addition, we continued to recycle water from the surau for watering the
plants surrounding Menara TM. A total of 3,652m3 was recycled during the year.

Stack

Environmental
Quality (Clean
Air) Regulations
1978

1,465.95

We recognise that water is a precious and limited resource, hence are
committed to minimising water waste throughout the organisation. Towards
this end, we employ the 3R strategy of reducing, reusing and recycling in our
water management programme. As part of our efforts to conserve water,
we educate our employees and contractors on ways to use water more
efficiently. Various initiatives are also being implemented to reduce wastage.
A water control and monitoring programme has been introduced and dual
flow rate controllers have been installed in our taps. As a result, water usage
in our central commercial buildings has reduced from 2013 to 2016, with a
drop from 251,037m3 in 2015 to 229,856m3 in 2016.

Average Dust
Concentration
(gm/Nm3)

1,691

M14

2016

2014

2015

2016
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General Standard
Disclosures
STRATEGY AND ANALYSIS

Page
Number

G4-1

GENERAL STANDARD DISCLOSURES
External
Omission(s)
Assurance

Indicator Summary

4-5

Yes

Statement from the Chairman and GCEO

G4-3

Front Cover

Yes

Name of the organisation

G4-4

8-9, 10-13

Yes

Primary brands, products and services

ORGANISATIONAL PROFILE

G4-5

9

Yes

Location of the organisation’s headquarters

G4-6

25

Yes

Number of countries of operation

G4-7

4

Yes

Nature and ownership and legal form

G4-8

24-25

Yes

Markets served

G4-9

12-13

Yes

Scale of the organisation

G4-10

50, 53

Yes

Employee numbers

G4-11

54

Yes

Employees covered by collective bargaining arrangements

G4-12

27-29

Yes

Organisations supply chain

G4-13

27-29
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Changes to supply chain

G4-14

55

Yes

Application of the precautionary principle

G4-15
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Externally developed charters, principles of initiatives

G4-16
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Membership of associations
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G4-17
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G4-18

3, 20-21
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Process for defining Report content and the Aspect Boundaries

G4-19

14-15

Yes
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Aspect boundaries within the organisation

Yes

Aspect boundaries outside the organisation

Yes
Yes

Explanation of re-statements
Significant changes to reporting scope and aspect boundaries

18-19, Throughout
G4-20
the Report
18-19, Throughout
G4-21
the Report
G4-22
4-5
G4-23
3, 4-5
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G4-24
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Yes

List of stakeholder groups

G4-25
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Basis for identification of stakeholders

G4-26
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Yes

Organisation’s approach to stakeholder engagement

G4-27
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Yes

Key topics and concerns raised through stakeholder engagement

G4-28

3

Yes
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G4-29

3

Yes
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G4-30

3
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3
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3, 68-71
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Material Aspects
Procurement
Practices

Energy

Water

Emissions

Effluents
and Waste

DMA and
Indicators

Omission(s)

G4-DMA
pages 27-29
G4-EC9
page 28

G4-DMA
pages 61-62
G4-EN3
pages 61-62

G4-EN5
pages 61-62
G4-EN6
pages 61-62
G4-EN7
page 62
G4-DMA
page 63
G4-EN8
page 63

SPECIFIC STANDARD DISCLOSURES
External
Indicator
Assurance
Summary
CATEGORY: ECONOMIC
Yes
Yes

Proportion of spending on local
suppliers at significant locations of
operation
CATEGORY: ENVIRONMENTAL
Yes
Currently
unavailable –
data collation
plan under
development for
inclusion in future
Sustainability
Reports.

Yes

Energy consumption within the
organisation

Yes

Energy intensity

Yes

Reduction of energy consumption

Yes

Reduction in energy requirements of
products and services

Yes

Material Issue
M3: Supply chain management
M3: Supply chain management

M13: Climate change and energy
management
M13: Climate change and energy
management

M13: Climate change and energy
management
M13: Climate change and energy
management
M13: Climate change and energy
management
M14: Resource use and waste

Yes

Total water withdrawal by source

M14: Resource use and waste

G4-EN10
page 63
G4-EN15
page 62
G4-EN16
page 62

Yes

M14: Resource use and waste

G4-EN19
page 62
G4-DMA
page 63
G4-EN23
page 63

Yes

Percentage of total volume of water
recycled and reused
Direct greenhouse gas (GHG)
emissions (Scope 1)
Energy indirect GHG emissions
(Scope 2)
Reduction of GHG emissions

Currently
unavailable –
data collation
plan under
development for
inclusion in future
Sustainability
Reports.

Yes
Yes

Yes
Yes

M13: Climate change and energy
management
M13: Climate change and energy
management
M13: Climate change and energy
management
M14: Resource use and waste

Total weight of waste by type and
disposal method

M14: Resource use and waste
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Material Aspects
Employment

Training and
Education

Occupational
Health and Safety

DMA and
Indicators
G4-DMA
pages 50-53
G4-LA1
pages 50-52
G4-DMA
pages 51-53
G4-LA10
page 52
G4-DMA
pages 55-57
G4-LA5
page 55
G4-LA6
pages 56-57

G4-LA7
page 55
G4-LA8
page 54
Nondiscrimination
Freedom of
association
and collective
bargaining

Forced or
compulsory
labour

Local
communities

Compliance

G4-DMA
page 54
page 49
G4-DMA
page 54
G4-HR3
page 54
G4-HR4
page 54
G4-DMA
page 54
G4-HR6
page 54

SPECIFIC STANDARD DISCLOSURES
External
Indicator
Omission(s)
Assurance
Summary
CATEGORY: SOCIAL – LABOUR PRACTICES AND DECENT WORK
Yes
Yes

Total number and rates of new
employee hires and employee
turnover

Yes
Yes

Currently
unavailable –
data collation
plan under
development for
inclusion in future
Sustainability
Reports.

Yes

Programs for skills management and
lifelong learning

Percentage of workforce
represented in H&S committees
Type and rates of injury

Workers with high incidence or risk
of disease
Yes
H&S topics in trade union
agreements
CATEGORY: SOCIAL – HUMAN RIGHTS
Yes

Yes

Yes

M10: Talent retention and attraction

M10: Talent retention and attraction
M12: Employee health and safety

Yes

Yes

M10: Talent retention and attraction

M10: Talent retention and attraction

Yes
Yes

Material Issue

M12: Employee health and safety
M12: Employee health and safety

M12: Employee health and safety
M12: Employee health and safety

M11: Human rights
M9: Inclusivity
M11: Human rights

Total number of incidents of
discrimination and corrective action
Operations and suppliers freedom of
association rights

M11: Human rights
M11: Human rights

Yes

M11: Human rights

Yes

M11: Human rights

G4-DMA
pages 43-49
G4-SO1
pages 43-49

Yes

M8: Supporting communities

G4-SO2
pages 43-49
G4-DMA
pages 38-41
G4-SO8
pages 38-41

Yes

Operations and suppliers forced or
compulsory labour
CATEGORY: SOCIAL – SOCIETY

Yes

Local community engagement,
impact assessment and
development
Impacts on local communities

Yes
Yes

M8: Supporting communities

M8: Supporting communities
M5: Regulatory compliance

Non-compliance

M5: Regulatory compliance
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Material Aspects
Customer health
and safety

Customer Product
and service
labelling

Marketing
communications

Customer privacy

Compliance

DMA and
Indicators
G4-DMA
page 41
G4-PR1
page 41
G4-PR2
page 41
G4-DMA
pages 23-25
pages 26-27
pages 33-37
G4-PR3
pages 23-25
G4-PR5
page 26
G4-DMA
pages 38-41
G4-PR7
pages 38-41
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page 41
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page 41
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pages 38-41
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SPECIFIC STANDARD DISCLOSURES
External
Indicator
Omission(s)
Assurance
Summary
CATEGORY: SOCIAL – PRODUCT RESPONSIBILITY
Yes
Yes
Yes

Products and services with health
and safety assessments
Product and service health and
safety non-compliance incidents

Yes

Yes
Yes

Product and service labelling
requirements
Customer satisfaction survey results

Marketing communications noncompliance incidents

M7: Consumer health and safety

M1: Product quality
M2: Customer satisfaction

M5: Regulatory compliance
M6: Customer data and privacy

Customer privacy breaches

Yes
Yes

M7: Consumer health and safety

M5: Regulatory compliance

Yes
Yes

M7: Consumer health and safety

M1: Product quality
M2: Customer satisfaction
M4: Innovation

Yes
Yes

Material Issue

M6: Customer data and privacy
M5: Regulatory compliance

Product and service usage noncompliance

M5: Regulatory compliance
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