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This is SingTel’s 5th annual Sustainability Report. It presents key aspects 
of our sustainability strategy, policies and performance relating to 
environmental, social and governance issues.

The scope of this report covers the sustainability practices and initiatives 
of SingTel’s businesses in Singapore, our global headquarters. All data, 
statistics and improvement targets are in relation to the Singapore operations 
unless otherwise stated. Optus, our wholly-owned subsidiary which operates 
in Australia, produces its own Sustainability Report, which can be accessed 
online at http://optus.com.au/gri.

This report is for the financial year 1 April 2013 to 31 March 2014 (FY2014). 

GRI Guidelines
SingTel’s report follows the Global Reporting Initiative’s (GRI) reporting 
guidelines version G3.1. We have also used aspects of the pilot version of 
GRI’s Telecommunications Sector Supplement. It meets the requirements of a 
GRI Level B report, and has been subjected to an external assurance process 
(see page 56). A summary of the GRI index and the relevant references are 
provided in page 46.

We have commenced a materiality review and supply and value chain 
analyses in May 2014, in view of the new GRI G4 guidelines.

Feedback 
We are fully committed to listening to our stakeholders and we welcome 
feedback on this report and any aspect of our sustainability performance. Please 
address all feedback to Vice President, Group CSR, at csr@singtel.com.

External assurance by

About This Report
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Message from Group CEO02

Growing with you. 
Creating sustainability.

Our community focus and investment strategies in 
Singapore and Australia are aligned with a common 
community mission. We want to enable the inclusion 
and well-being of people and help them realise their 
potential through our core competence in digital and 
infocomm technologies (ICT). 

To further drive and create a more sustainable and
impactful outcome for our communities as well as our 
beneficiaries, we will increasingly focus on leveraging 
our technologies and capabilities, as well as skill-based 
staff volunteering. 

Sharpened focus and scope in our community 
investment

We have reviewed the prevailing social issues and 
possible gaps in community support where the SingTel 
Group can contribute and create the most value. And we 
affirmed our commitment to support vulnerable children 
and youth from disadvantaged backgrounds or with 
special needs. 

One key community investment going forward will be in 
the area of cyber wellness and online safety of children 
and youth – as the risks from digital media technologies 
are becoming pervasive. During the year, we worked 
with a leading Singapore player in cyber wellness 
programmes to create a mobile app to give parents 
ready access to a wealth of information, resources 
and tips on ensuring the well-being and safety of their 
children in the digital world. 

An additional area of focus is to support and train 
vulnerable youth with disabilities for gainful employment 
in Singapore. Our CSR efforts have always supported 

Strategic review

In FY2014, we undertook a strategic review of our 
Group’s sustainability strategy across the Singapore 
and Australian operations. The review, which also 
benchmarked our sustainability practice against 
global best practice, affirmed our commitment to the 
4 sustainability pillars of Marketplace and Customers, 
People, our Community and the Environment.  

In the Marketplace, our key focus across Singapore 
and Australia is to significantly enhance the way we 
engage our customers with improved services and 
simplification of products. Major network investments 
have also been made to improve our customers’ 
experience when using our networks and services.

To ensure that our people continue to build the 
necessary skills and capabilities to support the 
sustainable growth of the business, we strengthened 
our support for talent development through more 
structured and pervasive regional leadership 
programmes, and added internal and external 
coaching support for our leaders across every level. 
We completed a comprehensive review and introduced 
a new leadership competency model across the 
SingTel Group. We believe these core leadership 
competencies are needed for us to adapt to the ever 
changing industry.

Our corporate philanthropy programme, the SingTel 
Touching Lives Fund, raised S$2.75 million in FY2014 
for our 6 Community Chest beneficiaries in Singapore. 
Since its inauguration in 2002, we have raised close to 
S$28 million for over 20 beneficiaries.

In 2014, SingTel commemorates 135 years of 
telecommunications services, tracing our roots 
back to 1879 when the 1st telephone call was 
made in Singapore. Since then, the company 
has seen massive transformations especially in 
communications technologies and the industry 
landscape. 

One thing however remains unchanged: our 
commitment to building a sustainable business 
while being a responsible corporate citizen, growing 
together with you and all our stakeholders. 

Singapore Telecommunications Limited Sustainability Report 2014



the education and well-being of children from this 
community segment. We have now identified transition 
support for employment of this group – from school to 
work – as a gap in today’s Singapore social sector. This 
is also a natural extension of our ongoing help for young 
people with special needs. 

Given that the markets we operate in across the region 
are prone to natural disasters, we have a strong focus 
on supporting disaster relief and community rebuilding. 
For example, the SingTel Group immediately provided 
disaster relief when Typhoon Haiyan hit the Philippines 
in November 2013. Staff in Singapore and Australia 
also came together to raise further funding for the relief 
efforts. In April 2014, a team of 20 staff volunteers from 
Singapore and Australia joined 30 volunteers from 
our Philippine associate Globe in a home rebuilding 
programme in the disaster hit areas under our annual 
overseas volunteering programme.

Early dividends from a sustainability focus

We believe our efforts and strong focus on customer 
experience to create sustainable business value 
are paying off. Our customers ranked SingTel and 
Optus 1st in Net Promoter Scores among the 3 telcos in 
both Singapore and Australia as of December 2013. 
SingTel was also recognised by the Singapore Human 
Resources Institute with having Leading HR Practices 
in CSR, included in the Dow Jones Sustainability 
Index (Australia) for the 1st time and listed among the 
World’s Most Ethical Companies by Ethisphere for the 
4th consecutive year. 

I am heartened to see that CSR remains consistently 
a top engagement driver in the company. And more 
employees and teams have also stepped forward 
to volunteer their time with the community and our 
beneficiaries. For example, to cater to the increased 
volunteering interest by staff, we organised an 
inaugural year-end carnival that saw 450 children from 
our 6 STLF beneficiaries enjoying themselves at the 
various games and food stalls managed by 600 staff 
volunteers. 

On the environment front, where we believe there is still 
much to be done, our early efforts to increase awareness 
and reporting in this area were recognised. For the 1st 
time, SingTel was listed on the Asia (ex-Japan) Climate 
Disclosure Leadership Index, where CDP recognised 
SingTel for having the best disclosure score in the 
category of Best New Responding Companies in 2013. 
In the coming year, we will continue to strengthen 
our governance and programmes, and improve our 
disclosure on the company’s impact on the environment.

To remain on top of the latest industry and CSR trends 
and issues, and help shape their developments through 
our sphere of influence where possible, the SingTel 
Group continues to be represented in major industry and 
interest groups in both Singapore and Australia. They 
include Australian Business and Community Network 
(ABCN), Singapore infocomm Technology Federation 
(SiTF) and the UN Global Compact. 

Bringing sustainability to the next level with continued 
stakeholder engagement and business sustainability 
materiality review

As part of our ongoing engagement to understand 
stakeholders’ perspectives and concerns in 
sustainability relating to our business and industry, we 
conducted Year 2 of our stakeholder engagement by 
surveying our ~13,000-strong Singapore workforce and 
our large enterprise and SME customers. 

To ensure that our sustainability strategy remains 
relevant to the changing issues and needs in the market, 
we are currently undertaking an extensive business 
sustainability materiality review across the SingTel 
Group in Singapore and Australia. This review will give 
special focus to material issues as well as the risks and 
opportunities in our supply chain and value chain. 

The findings from this review will help us further shape 
our sustainability strategy and subsequent reporting in 
our rapidly changing operating environment. 

Reports such as this one allow us to reflect on what 
the company has achieved over the years. However, 
one thing remains at the centre of everything we do 
– our wish to leave an impactful, meaningful legacy 
behind for all our stakeholders and future generations 
to come! 

I thank you for your strong support all these years. 
And I invite you and all our stakeholders to join 
us as we embark on the next phase of SingTel's 
sustainability journey. 

Chua Sock Koong
Group Chief Executive Officer
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Overview of SingTel’s 
Singapore Business*

•  Market leader in Singapore 
•  Biggest mobile operator with 3.98 million customers and 47.2% market share
•  Leading broadband operator with 574,000 customers and 43.3% market share
•  Fibre broadband leader with 321,000 customers and 58% market share
•  Biggest fixed-line operator with 1.62 million telephone lines, representing 82.2% market share
•  Leading IPTV service provider with 418,000 customers 
•  Leading satellite service provider with 4 satellite teleports

* As at 31 March 2014

About SingTel

Singapore Telecommunications Limited Sustainability Report 2012
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Singapore Telecommunications Limited (SingTel) is Asia’s 
leading communications group providing a portfolio of 
services including ICT, pay TV as well as voice and data 
solutions over fixed, wireless and internet platforms. The 
Group has presence in Asia and Africa with over 500 million 
mobile customers in 25 countries, including Bangladesh, 
India, Indonesia, the Philippines and Thailand. We also have 
a vast network of offices throughout Asia Pacific, Europe and 
the United States.

SingTel is listed on both the Singapore Exchange (SGX) and 
the Australian Securities Exchange (ASX). We employ about 
22,000 people worldwide, with about 13,000 employees in 
Singapore and 9,000 in Australia. 

S$ (million) Group
FY14 vs 
FY13 (%)

Singapore
FY14 vs 
FY13 (%)

Revenue 16,848 - 7.3 6,912 2.7

Operating costs 9,515 - 11.5 3,626 1.8

Staff costs 2,285 - 2.6 1,102 3.1

Tax expense 1,428 12.7 162 37.7

Net profit 3,652 4.1 1,224 - 0.2

Dividend per 
share (Scents)

16.8 - 16.8 -

Financial highlights for FY2014

Consolidates the Group's 
consumer-related functions, 
including our international 
business in the emerging 
markets which leverages 
our mobile customer base 
of more than 500 million for 
optimised outcomes. 

SingTel

Group Consumer Group Digital L!fe Group Enterprise

Drives the Group's e�orts to 
be at the forefront in the digital 
space. It focuses on creating 
new avenues and revenue 
platforms for the Group. 
Growth areas include digital 
advertising and big data.

Provides innovative and 
comprehensive ICT solutions 
to the Group's enterprise 
customers across 
geographical boundaries.

Singapore Telecommunications Limited Sustainability Report 2014



We are committed to creating sustainable and long-term growth for our business, 
while leading and shaping the positive change for our marketplace and customers, 
the communities we operate in, our people and the environment. We want to make a 
real and lasting positive impact on our stakeholders, leveraging our own resources 
and people and working closely with our strategic partners.

CORPORATE VISION, 
MISSION AND STRATEGY
The SingTel Group, with our vast reach in Asia and Africa covering over 500 million 
mobile customers worldwide, is committed to making the world more connected and 
accessible in a sustainable manner. We aspire to be Asia Pacific's best multimedia 
and ICT solutions group. We are a key enabler to businesses and consumers through 
our broad suite of products and services covering communications, information, 
media, digital and technology.

We make communications easier, faster, more economical and reliable by:

• Breaking the barriers of distance, price, time and technology; and 
• Building strong bonds among SingTel employees, and with our shareholders, 

customers, business partners and communities.

Such aspirations include embracing responsible business practices, being an 
employer of choice, managing our environmental footprint and impact, supporting and 
investing in community development, and engaging a diverse group of stakeholders.

Our sustainability vision and strategy set a clear agenda for sustainability at SingTel. 
Supported by 4 pillars – Marketplace and Customers, Community, People and 
Environment, our vision and strategy are the cornerstone of our initiatives, which we 
discuss in this report.

Creating and delivering value to our customers, shareholders and employees is 
fundamental to our business. 

Sustainability at SingTel04
We place very strong emphasis on innovation within the company, and offer 
innovative products and services to our customers. We continue to invest in our 
networks and introduce services to meet the increasing demands of the ever 
changing market needs. 

Through this report, we hope to provide relevant data and insights into SingTel's 
performance against our stated goals. The reporting process also allows us to 
continuously assess and develop our improvement programmes and measure our 
progress in our sustainability journey.

• Delivering 
superior customer 
experience and 
transforming the 
way our customers 
live and work with 
our innovative 
multimedia and 
ICT products and 
services

• Adhering to the 
highest standards 
of corporate 
governance

• Embracing 
responsible 
business practices

Marketplace 
and Customers Community People Environment

• Be an employer 
our people are 
proud to work 
for by providing 
care and equal 
opportunities in 
a workplace and 
culture that is 
diverse, inclusive 
and collaborative

• Challenging and 
developing our 
people to reach 
their fullest 
potential

• Understanding, 
managing and 
minimising our 
environmental 
impact through 
energy efficient 
practices and 
technologies, 
resource 
conservation 
and pollution 
prevention

• Focusing on 4 key 
aspects: energy 
and water use, 
carbon emissions 
and waste 
management

• Enabling the 
inclusion and 
well-being of 
people

• Driving positive 
and sustainable 
changes to 
disadvantaged 
communities, 
especially the 
vulnerable 
children and 
youth 

• Supporting via 
corporate and 
workplace giving, 
staff volunteering 
and leveraging 
our skills and ICT 
innovations

To create sustainable and long-term growth for our business, while 
leading and shaping the positive change for our marketplace and 

customers, the communities we operate in, our people and the environment.

Objective and Pillars of SingTel's Corporate Sustainability Strategy
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Sustainability is at the core of SingTel's approach to achieving our corporate 
vision, the way we operate our business and how we engage our stakeholders. Our 
sustainability strategy, policies, practices and programmes, backed by our corporate 
core values, are an integral part of our corporate strategy. We believe we can make a 
difference by leveraging our resources and competencies, and working together
with our people as well as our business and community partners.   

Our stakeholders are increasingly joining the conversation on what makes a 
sustainable company. At SingTel, we are committed to understanding our internal 
and external drivers to stay ahead of competition while contributing to sustainable 
development in the markets where we operate. We therefore review and refine our 
sustainability strategies, practices and programmes on an ongoing basis. 

This report is structured around the 14 sustainability goals which were derived from 
the materiality review conducted in late 2008. We have already met the majority of 
the goals set in our 5-Year Plan (FY2011-FY2015) ahead of time.  

Environment

• Manage waste and hazardous 
materials responsibly

• Manage efficient energy 
consumption

• Reduce impact on climate 
change and GHG emissions
• Conserve and manage 

water usage

Our People

• Build a winning team
• Attract and nurture 

talent
• Enhance employee 

well-being

Marketplace and 
Customers

• Innovate for sustainable 
business growth

• Pursue proactive market 
leadership

• Embrace responsible
business practices

• Build customer loyalty 
and satisfaction

Community

• Support community 
development

• Activate employee 
volunteerism

• Engage future leaders

Vision

Mission

Core Values

Sustainability Strategy  
4 Pillars: Marketplace and Customers, 
Community, People and Environment

Corporate Strategy
 Focus, goals and plans

To be Asia Pacific’s best multimedia 
and ICT solutions group

Breaking barriers, 
building bonds

Transforming our core and 
capturing growth in digital

Sustainability 
pillars and goals

Our business 
principles

Our sustainability goals

Singapore Telecommunications Limited Sustainability Report 2014



The SingTel Group’s core values form the foundation of our culture and the way we do business and go to market. The 5 core values illustrated below are the bedrock of our 
corporate strategy and drive our sustainability strategy. They underpin our desire to create a common purpose across the SingTel Group and foster a culture that is open and 
innovative, and that promotes mutual trust and engagement. These values drive our relationships with our customers, suppliers, people and all other stakeholders. Building our 
sustainability priorities on these core values enables us to demonstrate strong linkage between our corporate and sustainability strategies. As part of our formal performance 
appraisal, we review our people’s achievements and performance against how well they embrace and execute according to these core values.  

Core Values

Customer focus
Our success is based upon our customer focus. We listen to, and connect with customers and treat them with 
dignity and respect. By understanding and anticipating their needs, we make it easy for our customers to do 

business with us. We aim to offer them value and quality services to enrich lives and enhance business success.

4 Pillars of 
sustainability 

strategy

• Marketplace and 
Customers

• Community
• People
• Environment

Challenger spirit
The creativity and innovation of our people set us apart. We look for better ways of doing business and share a 
passion for making a difference. When faced with challenges and opportunities, we do not say “Cannot” but ask 

“Why not?”. We are tenacious and we compete fairly.

Teamwork

By working as 1 team with shared goals, we believe we can achieve great things. We value ideas and 
contributions from everyone. We recognise, respect and value diversity in the team. We develop strong bonds by 
communicating and sharing knowledge. We encourage open discussion and commit to an agreed position. All of 

us have a part to play.

Integrity

Our reputation is based upon our ability to fulfil promises to shareholders, customers and employees. We do so 
by being honest in our dealings, taking responsibility and being accountable for our actions. We treat everyone 

the way we would like to be treated. We are proactive in identifying issues and coming up with solutions. 
We ensure that the highest ethical standards guide us in making decisions.

Personal excellence

 Leadership and superior performance are achieved through the pursuit of personal excellence. We are 
committed to doing and being the best. We seek continuous improvement and take pride in what we do. 

We do things to the highest possible standards. We acknowledge the potential of the individual and create 
opportunities for all to grow and excel. Together, we celebrate our success and achievements.

GOVERNANCE 
Governance structure
A dedicated Group CSR function manages sustainability throughout the SingTel 
Group. Led by SingTel’s Group Director of Human Resources who is supported by 
Vice President of Group CSR, the function oversees the formulation, recommendation, 
coordination, execution and reporting of the Group’s sustainability strategy. 

This is done working in collaboration with Group Strategy and Group Risk 
Management in relation to materiality of the business as well as other key business 
units such as Procurement. 

The Management Committee which comprises the 7 most senior executive members 
in the SingTel Group is responsible for providing the strategic direction and approval 
of the Group’s Sustainability strategy. The sustainability strategy is presented to the 
Board annually. Every month, the Group CEO provides the Board a monthly progress 
update including sustainability matters.
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MATERIALITY REVIEW
We commenced a materiality review in May 2014 using the methodology 
prescribed by the new GRI G4 guidance. The objective of this exercise is to drive 
our sustainability strategy such that our priorities are relevant to our business, 
employees and external stakeholders. 

This review is an important exercise to identify issues that influence our 
stakeholders’ decisions and have an impact on SingTel’s strategy. The results will 
refresh our priority areas and in the process, our sustainability goals defined in 
FY2010 will also be reassessed.

Group CSR
Managing sustainability throughout the SingTel Group

Management Committee
Formulating sustainability strategy

Regional Group CSR
A platform for the various working groups to collaborate and share 

best practices on CSR programmes

SingTel
(Singapore)

Optus
(Australia)

Developing and implementing sustainability strategy and programmes

Regional
Associates

Business and support units

Board of Directors

CSR Working Groups

STAKEHOLDER ENGAGEMENT 
We identified 9 key stakeholders based on their relevance and influence. We conduct 
regular reviews to ensure an up-to-date list, given the constant changes in the 
industry. 

Stakeholder engagement is undertaken on a number of levels at SingTel. Depending 
on the stakeholder group, the channels and frequency of interaction will differ. 
Where possible, our aim is to engage all relevant stakeholders in an open dialogue.

Stakeholder engagement exercise on sustainability issues

We commenced a structured stakeholder engagement exercise in FY2013. The
purpose of the 3-year exercise is to review current practices, initiate new 
conversations with target stakeholder groups and assess their opinion on our 
sustainability strategy, issues and programmes.

The projected outcome is to help align our efforts on appropriate actions and 
responses, address the concerns and suggestions in our review, and subsequently 
feed into our future strategy and reporting. 

The AA1000 Stakeholder Engagement Standard (2011) was used to guide the 
process and provide a framework for structure and best practices.

There are 2 levels of sustainability management and oversight. At the Group level 
for Asia Pacific, we bring the working groups for SingTel in Singapore, Optus in 
Australia, and the regional associates together. The focus at this level is on driving 
and collaborating on CSR programmes in key markets, as well as sharing best 
practices.

At the country level for Singapore, the CSR Working Group is actively involved in 
developing and implementing the sustainability strategy and programmes together 
with the business units. The working group is made up of representatives from both 
business and support units.

Singapore Telecommunications Limited Sustainability Report 2014



Stakeholders Engagement Goals Selected engagement activities in FY2014

Customers
We reach out to our customers to understand their needs and 
respond to their feedback through product innovation or service 
improvement.

• Monthly SingTel customer experience survey

Employees
We engage our employees with open and constant communication 
to create a cohesive and well-informed workforce.

• Quarterly staff briefings
• Annual staff engagement survey

Government 
and 
Regulators

We engage the government and regulators to update our business 
direction and influence industry developments.

• Participation in consultation papers

Industry 
Bodies

We work with industry associations and professional 
organisations to promote, support and benchmark ourselves 
against best practices within the industry.

• Presentations at industry seminars
• Active membership in various industry bodies

Investors

We provide timely and regular updates to the investment 
community including market development, business strategy, 
financial performance and other shareholder issues, allowing 
them to make informed investment decisions.

• Annual General Meeting
• Quarterly updates on financial results
• Half-yearly investor roadshows by Top Management

Local 
Communities

We support community development programmes to provide 
for the well-being and economic progress of communities in the 
markets where we operate.

• Example: Discussion with a leading voluntary 
welfare organisation to support youth with 
disabilities for gainful employment

Media
We engage the media to ensure the public obtains timely and 
accurate corporate information.

• Regular interview sessions by Management

Trade Unions
We engage the union to ensure a harmonious and collaborative 
partnership.

• Regular Management-union dialogues
• Management-union workshops and retreats

Vendors
We work with our vendors to procure goods and services to meet 
our business needs in an ethical manner.

• Supplier code of conduct
• Vendor surveys

Identified key stakeholders

The results of the stakeholder engagement exercise in FY2013 and FY2014 provided relevant information for us to review our 
material issues and sustainability framework. We observed patterns across the engaged stakeholders as follows:

• A company’s CSR programme is material to stakeholders' decision making; and
• Corporate governance and products and services continue to appear as 2 of the most important sustainability aspects. 

Key findings from Year 1 and 2 stakeholder engagement exercise
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MARKETPLACE AND CUSTOMERS
Lead. Enable. Embrace.  05

SingTel is committed to increasing stakeholder value. We achieve this by leading the market with innovative multimedia and ICT services and care for our 
customers that help improve their lives and the way they run their businesses. We adhere to the highest standards of corporate governance and embrace 
responsible business practices.

Our approach
Strong corporate governance, transparency and business excellence are at the 
core of SingTel. And we continue to receive recognition and accolades for our 
commitment and performance in these areas.

For example, our sustainability efforts have been recognised internationally through 
the inclusion of SingTel in the Dow Jones Sustainability Australia Index 2013 and 
the 2014 World's Most Ethical Companies ranking by Ethisphere Institute. The Dow 
Jones Sustainability Indices evaluate leading companies from each industry on 
topics including corporate governance, innovation and risk management. 

It is our belief that our technologies as well as products and services can transform 
and improve economies and the markets we operate in, the way people live and how 
businesses operate. 

SingTel continues to stay ahead in the highly competitive telecommunications 
market by focusing on customer needs and innovation. We offer our customers the 
most relevant products and services using the latest technologies. From innovative 
solutions such as mobile payment to our cutting-edge cloud business services, we 
strive to improve the quality of life of our customers at work, home and play.

Highlights

Included in the Dow 
Jones Sustainability 
Australia Index 2013 

and 2014 World’s Most 
Ethical Companies 

ranking

Fully committed 
to customer 
data privacy

Ranked Number 1 in 
the Q1 2013 Customer 
Satisfaction Index of 

Singapore (CSISG) 
survey

Introduced more 
self-help services 

and kiosks to improve 
customer care and 

services

Singapore Telecommunications Limited Sustainability Report 2014



Key Areas of 
Focus

FY2014 Targets FY2014 Performance

Innovate for 
sustainable 
business growth

• At least 2 new e-services introduced for SingTel customers to access via their 
mobile phone/PC/tablet

• Achieved – e.g. mRemit and mCash

Pursue proactive 
market leadership

• Continue to monitor market development and participate in public policy 
advocacy

• Continue to uphold high standards of corporate governance and business 
ethics

• Continue with Year 2 of our formal stakeholder engagement exercise to better 
understand material sustainability issues for SingTel

• Actively participated in public policy advocacy through 
submissions and representations covering a range of 
telecommunication and broadcasting issues

• Continued to be recognised by the industry for our efforts in 
upholding high standards and received numerous awards 
during the year

• Achieved – see page 8 and 9 for details on the exercise

Embrace 
responsible 
business practices

• Maintain overall digital spend at 20%

• Introduce new services that lower dependence on retail outlets and promote 
customer self-service

• Continue to use new media technology in an innovative format to educate 
users on proper and responsible use of mobile technology

• Vendor audit procedures and schedule to be completed by September 2013
• To formalise compliance with SingTel’s Supplier Code of Conduct as part of 

tender evaluation consideration
• Conduct random verification of at least 2 of our top 10 vendors before 31 

March 2014

• 21% of our total advertising expenditure spent on digital 
media platform

• Achieved – e.g. self-help videos and kiosks

• In progress – target to launch in Q2 FY2015

• Achieved – audit procedures and schedules were completed
• Achieved – Code of Conduct has been implemented in 

tender process for Procurement and Property
• In progress – target for completion in Q2 FY2015

Build customer
loyalty and
satisfaction

• Enhancing current measurement and data analytics to better anticipate 
customer needs and to drive customer advocacy

• Continuing the rollout of a company-wide service leadership communications 
and training programme

• Entrenching customer-centricity mindset company-wide through programmes 
and active application of service excellence tools

• Achieved – SingTel was ranked Number 1 in the Q1 2013 
Customer Satisfaction Index of Singapore (CSISG) survey

• Achieved – see page 19 

• Achieved – see page 19

Results for FY2014

Plans for FY2015
To further drive and create a more sustainable and impactful outcome for our stakeholders, we will focus on leveraging our technologies and capabilities. As the risks from digital 
media technologies are becoming pervasive, our flagship programme for FY2015 will be on cyber wellness and online safety of children and youth.  

We will also focus on sustainable supply chain management as part of our commitment to embrace responsible business practices. This will be done with reference to 
G4 guidelines and industry best practices.
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mCash – Singapore's 1st  mobile money solution for smartphones and feature phones

In April 2013, we launched mCash, Singapore’s 1st mobile money solution that is a convenient and secure alternative to cash. mCash is a secure stored value facility that allows 
users to store virtual money, transact and make contactless payments for SingTel services and to merchants. It is available to subscribers of all mobile operators in Singapore. 

Network Lock – avoiding bill shock from unexpected roaming charges

We introduced a Network Lock feature as part of our DataRoam Saver plans. This feature protects our customers who need data services when roaming overseas by locking 
their phones onto our partners’ mobile networks, hence avoiding any unintended pay-per-use data charges on non-preferred networks.

Direct Carrier Billing – fast and convenient way to pay for apps 

We were the 1st service provider in Singapore to offer Direct Carrier Billing for purchase in Windows Phone Store and the 1st in South East Asia for Google Play Store purchases. 
Our Customers enjoy 1-stop convenience of having all of their app purchases consolidated into a single easy-to-manage telephone bill. 

The SingTel Group and Samsung have formed a strategic partnership for seamless 
and richer mobile data experience for consumers in Asia Pacific. This collaboration 
takes advantage of smartphone leader Samsung’s innovative offerings and the scale 
of the SingTel Group of companies with over 500 million mobile customers across
our markets.
 
This partnership will accelerate 3G and 4G adoption and enhance overall customer 
experience through its multi-channel strategy of retail collaboration, direct carrier 
billing, regional mobile app development challenge and direct access to selected apps. 

Selected stores of Samsung and the SingTel Group of companies will be the 1-stop 
shop for smartphone and subscription needs of consumers, hence simplifying the 
customer retail experience.

INNOVATE FOR SUSTAINABLE BUSINESS GROWTH
Our industry is constantly evolving with technology advancements and changing consumer needs. Driving constant innovation is therefore key. At SingTel, innovation 
for sustainable growth takes on several dimensions. We drive innovation in both our core and new digital businesses. Innovation also takes place in the form of organic 
innovation, as well as through acquisition and partnerships. 

Direct carrier billing for Samsung Apps allows customers without credit cards to 
buy apps by charging to their phone bills or deducting from their prepaid account 
balances.
 
In line with SingTel’s focus on innovation, this partnership will also boost the app 
development ecosystem in the region. Our mobile app development sponsorship 
programme will identify innovative start-ups in the region and help them accelerate 
to their go-to-market phase.
 
These initiatives are being rolled out progressively across the region – Advanced 
Info Service (Thailand), Airtel (India), Globe Telecom (Philippines), Telkomsel 
(Indonesia), Optus (Australia), and SingTel (Singapore).

SingTel Group in strategic partnership with Samsung
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Enabling productivity
SingTel actively promotes products and services that increase resource efficiency 
and productivity as well as help in the sustainability objectives of enterprise 
customers. One such initiative is G-Cloud, the 1st private cloud infrastructure to cover 
all government bodies in Singapore. It opens the way for the standardisation and 
sharing of computing resources and applications across all government agencies 
thus leading to greater agility and the lowering of IT costs. It also enables more 
government e-services to be delivered more quickly and securely on demand.

PURSUE PROACTIVE MARKET 
LEADERSHIP
SingTel undertakes significant investments every year to improve our systems 
and network infrastructure so that our customers can enjoy reliable, high quality 
services to meet their communications and entertainment needs. 

During the year, we invested in our 4G mobile network to offer our customers data 
speeds of up to 150Mbps, which is double that of conventional 4G networks. We also 
upgraded our 3G data speeds from 21Mbps to 42Mbps. 

In FY2014, our capital investment in Singapore was S$768 million. 

EMBRACE RESPONSIBLE 
BUSINESS PRACTICES
At SingTel, we have identified the following key areas of focus as part of our 
commitment to sustainability and responsible business practices:

Accolades within the industry
Our ongoing initiatives in the field of innovation have garnered independent 
endorsements:

• Asean ICT Gold Award for Digital Content for myBusiness – SingTel’s 
myBusiness, the largest 1-stop online portal for Small and Medium Enterprises 
(SME) in Singapore, received the Asean ICT Gold award at the 13th ASEAN 
Telecommunications and Information Technology Ministers Meeting in October 2013.

• IDC Service Provider of the Future Award – International Data Corporation (IDC) 
recognised SingTel as ‘Service Provider of the Future’ at the IDC Telecom Service 
Provider Innovation Awards 2013 in October. SingTel was described as “by far one of 
the trail blazers in the consumer, enterprise and new age digital media front”.

Innovative digital services
We are constantly working on developing new applications and services to ride on 
our networks and smartphone technology to enhance the lives of our customers. We 
also appreciate that technology and digital services can replace physical objects, thus 
helping our users to reduce their impact on the environment. For example, corporate 
customers using our managed or Cloud services can enjoy the same service levels 
without the need to invest in physical servers themselves.
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Corporate governance, ethics and 
fraud prevention
Major control initiatives across the businesses have been implemented, including  
prevention, detection and reporting of fraud, and applying the Group’s zero tolerance 
policy across all levels in the company.

The adoption of the Fraud Investigation and Whistleblower Protection Policy in 
SingTel, along with our whistleblower programme, provides robust internal controls 
for our fraud risk management. 

Fraud and control awareness training programmes were conducted throughout 
the year to broaden the education and awareness of our people on fraud risk and 
the mitigating measures. The e-Learning module was launched in July 2013 to 
encourage our people to refresh their knowledge at their own convenience. 

Other training programmes and briefings conducted included Fraud and Risk 
Management (understand the internal audit and processes), Orientation and Fraud 
Awareness (promote fraud awareness among frontline officers), Governance and 
Risk (understand industry trends and internal controls) as well as Fraud Awareness 
and Understanding the Ethics Line (run by our whistleblower hotline service 
provider). Over 80% of our workforce completed fraud awareness training via 
e-Learning in FY2014.

SingTel did not have any substantiated incident of corruption during the reporting 
period. There was, however, a fraud case involving a SingTel retail executive who 
misappropriated mobile phones worth over S$100,000 from one of our retail shops. 
A thorough internal investigation was conducted and in accordance with SingTel’s 
zero tolerance approach to fraud, the service of the staff member was terminated 
and the case was reported to the Police. This person was subsequently convicted 
and sentenced to 18 months imprisonment for criminal breach of trust. 

More information on SingTel’s corporate governance can be found in our Annual 
Report FY2014.

Risk management
A dedicated Board Risk Committee was established by the Board of Directors to 
assist in its responsibilities relating to the governance of risk for SingTel and our 
subsidiaries. 

This has provided an increased focus and a more integrated Group-wide perspective 
in relation to the oversight of material risks. The committee’s responsibilities include 
ensuring that Management maintains a sound system of risk management and internal 
controls to safeguard shareholders’ interests and the Group’s assets. It is also tasked 
with determining the nature and extent of the material risks which the Board is willing 
to take in achieving the Group’s strategic objectives.

Day-to-day SingTel’s Risk Management operates within a robust framework. 
The company undertakes a continuous process of risk identification, monitoring, 
management and reporting of risks throughout the organisation to provide 
assurance to the board, its Risk Committee and other interested stakeholders. The 
current materiality review will also provide additional lenses to our Enterprise 
Risk Management framework by considering material risks in terms of long-term 
sustainability as well as material concerns by our external stakeholders.

Detailed information on our risk management process can be found in our Annual 
Report FY2014.

Safety standards in telecommunications
The telecommunications industry has been paying close attention to the risks 
associated with electromagnetic energy. A number of health concerns have been 
raised globally on potential exposure to electromagnetic energy emitted by mobile 
devices, tower infrastructure and base stations. While there is no substantiated 
evidence of public health risks from exposure to the levels of electromagnetic energy 
typically emitted from mobile devices, perceived health risks can be a concern for our 
customers, regulators and the general public.

Radiation emissions from base stations
Mobile base stations allow mobile phones to be connected for voice calls and data 
services via the transmission of radio frequency (RF) waves or electro-magnetic 
field (EMF). EMF and its possible impact on health is often discussed within the 
telecommunications industry. Since the 1990s, there has been a lot of research on 
EMF and we keep abreast of the latest developments and publications. 

The World Health Organisation (WHO) has been active in promoting research and 
awareness of possible EMF health impact and states that a large number of scientific 
studies have been performed over the last 2 decades to assess potential health risks. 
They currently conclude that no adverse health effects have been established as 
being caused by mobile phone use to date[1].

[1] http://www.who.int/mediacentre/factsheets/fs193/en/
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In Singapore, the Radiation Protection & Nuclear Science Department (RPNSD), an 
office of the National Environment Agency, is responsible for all matters relating to 
EMF exposure. According to RPNSD, the levels of mobile phone radiation permitted 
in Singapore complies with the WHO recommended International Commission on 
Non-Ionizing Radiation Protection (ICNIRP) standards and that radiation exposure 
from base stations is far lower than that from mobile phones. 

Current advice from RPNSD is that individuals can take precautionary measures to 
reduce RF exposure to themselves by limiting the length of calls, or using hands-
free devices to keep the mobile phones away from the head and body. As a further 
precaution, the authorities monitor the levels of RF exposure of base stations in 
Singapore[2].

The radiation levels from SingTel’s mobile base stations are within the ICNIRP 
acceptable limits and mobile phone handsets sold at our stores must comply with 
regulatory guidelines set out by RPNSD and IDA.

[2] http://www.nea.gov.sg

Enhancing telecommunications access for the seniors
Based on a customer survey, we noted that only half of our customers aged 55 and above have signed up for 
mobile data plans. We understood that many of them are worried about the costs of data plans and uncertain 
about how they would be charged for usage. 

To address this concern and to encourage seniors to be part of the digital world, we launched our Silver plan in 
March 2014, the 1st mobile data plan in Singapore specifically tailored to the needs of customers aged 55 and 
above. We offer a 20% discount on 2 of the most popular 4G data plans among seniors, as well as exclusive 
discounts off selected handsets.

Johan Buse, SingTel’s Vice President of Consumer Marketing, said: “We hope that our new plans will 
encourage more seniors to adopt the latest mobile technologies and discover the benefits of the digital world.” 

Telecommunications access
With technology advancements, telecommunications has in tandem broadened its 
array of services and reach. SingTel offers a variety of products and services, both 
simple and complex solutions, to cater to consumers with different needs and cost 
requirements.

Our success in this area is evident from the high uptake of mobile phone and 
internet use in Singapore[3]. As at 31 March 2014, Singapore had 8.4 million mobile 
customers, representing a penetration rate of 156.3% which is among the highest 
in the world. Residential Wired Broadband Household penetration was 105.6%, 
while Wireless Broadband Population penetration rates were 184.8%. The fixed-line 
household penetration rate was 99.3%.

As a Public Telecommunication Licensee, SingTel has to meet a range of obligations. 
For example, we are required to make a basic telephone service available to any 
person in Singapore who requests the provision of such a service, and provide 
emergency call and public payphone services. The telecommunications regulator in 
Singapore, the Infocomm Development Authority of Singapore (IDA), requires SingTel 
to meet specific quality standards for certain services that we offer. IDA periodically 
publishes performance reports on the various operators in Singapore. These cover 
broadband, mobile and fixed telephone services and can be found at www.ida.gov.sg.

[3] Source: IDA
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Responsible products and services
Internet and mobile applications have brought significant benefits to society and 
individuals, whether in terms of access to information, entertainment, learning or 
just keeping in touch. 

However, with this also comes the risks and pitfalls that children and youth are 
increasingly becoming vulnerable to – cyber bullying, device, social network or 
gaming addiction, loss of privacy and access to inappropriate content.

While we do not have full control over all parts of the cyber value chain, such as 
peer-to-peer or social network applications, we can definitely play a key role in 
educating our customers and in particular, promoting cyber wellness and online 
safety among vulnerable children and youth in this digital age.

During the year, we worked with a leading Singapore player in cyber wellness 
programmes, to create the first-of-its-kind mobile app in Singapore. It is designed 
specifically for parents to gain a deeper insight into the digital space that their 
children are engaging in – both the benefits and pitfalls – so that they can be in a 
better position to guide their children to be safer citizens in the cyber world. 

Data protection for our customers
Customer privacy is very important to us and we have implemented a number of 
practical measures to ensure that data is only accessed by authorised employees 
and for authorised uses. 

Integrity, one of our 5 core values, is a key component of how we work with our 
customers every day. Our customers’ privacy is paramount and we strive to be a 
trusted steward of our customers’ personal data.

In Singapore, the provisions of the Do Not Call Registry under the Personal Data 
Protection Act 2012 (PDPA) came into force on 2 January 2014 while the provisions 
for protection of personal data will come into force on 2 July 2014. 

We conduct our business in full compliance with local laws and regulations and have 
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.
• Strict verification processes to prevent unauthorised access to information.

Our approach goes beyond customer data protection and is designed to ensure 
continued engagement to encourage customers to deepen their trust in us.

• We know that privacy is important to our customers and we strive to be as open 
and transparent as possible in how we serve them.

• We have always been mindful of engaging our customers in a more targeted 
and relevant way. We will provide our customers with control and will seek their 
consent on how we collect, use, and disclose customer data. 

We are determined to continue being recognised as a trusted operator by both our 
customers and partners.

As part of our commitment to responsible products and services, SingTel 
adheres to the policies and practices issued by the regulators in Singapore – 
IDA and Media Development Authority (MDA) – relating to the access and use of 
telecommunications products, services and contents.
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Taking responsible procurement forward
In late FY2014, we conducted a trial for ‘Paperless Tender Pack’. Our original process 
required preparing multiple sets of tender pack document for suppliers. The new 
process provides suppliers with tender pack document electronically. Total paper 
usage in a tender exercise is expected to decrease by at least 25% with the new 
process. Since the tender documents are sent electronically to suppliers, no travel is 
required to send or collect tender documents, thereby reducing their carbon footprint. 

We embrace responsible procurement by establishing SingTel’s sustainable 
procurement policy and standards, and adopting a key vendor engagement 
framework. We are currently in the process of aligning our Group-wide procurement 
strategies and policies covering SingTel, NCS and Optus.

Audit and supply chain survey
We developed a supplier CSR management plan for our key vendors. Surveys were 
sent to them to ascertain whether a CSR policy – covering areas like environment, 
labour rights, health and safety, and child labour – has been implemented in their 
company, as well as the level of implementation. 

We also developed an audit programme in an effort to engage our suppliers. We want 
to work with responsible, transparent and ethical business partners. To understand 
the CSR policy and practices of our key vendors, we have sent the survey to all of our 
key vendors.

Regulatory compliance
As a leading communications group in Singapore and Asia Pacific, we abide by 
the local laws and regulations. We also have an obligation to demonstrate ethical 
behaviour that encourages fair competition in our market that is in line with 
regulatory expectations.

In FY2014, SingTel paid a total of 5 fines imposed by IDA and MDA totalling 
S$295,650. These included: 

• A S$220,000 fine for an island-wide service disruption on our mio TV service on 
  15 May 2013.
• A S$50,000 fine for a service difficulty incident which affected 4,000 fixed lines on 

23 November 2012.

Responsible marketing and selling
Marketing communications delivery is essential to the customer experience. We aim to 
ensure the levels of satisfaction and continuous improvements that consumers expect 
of us. 

As consumers are keen on the latest deals and promotions, we have installed 
interactive screens across our retail stores for them to access the latest information 
at the touch of their fingertips. This is also our sustainable effort to reduce in-store 
paper brochures. Customers are kept informed of our many Value-Added Services 
(VAS) free-of-charge when they sign a new contract with us. We remind them via SMS 
before the promotion is about to end and give them the option to subscribe or cancel 
the VAS. All mobile phones we sell come with a minimum 1-year warranty from the 
manufacturer. 

Customers who want to avoid standing in line for the latest mobile phones can buy 
them on our virtual store singtelshop.com. Users receive live clarification via our Live 
Chat function with our Customer Care Officers between 9am and 11pm daily. We also 
have dedicated a hotline just for after-sales support. We empower our SingTel 1st 
point of contact to take ownership of the case, ensuring that our customers have their 
queries followed through from inception to resolution. 

Responsible procurement
We are committed to minimising any adverse consequences from our procurement 
of products and services. We recognise that although suppliers are independent 
entities, their business conduct directly or indirectly affects SingTel. 

We therefore select our vendors very carefully and are always looking to enhance our 
business processes. During FY2014, we engaged over 5,400 suppliers of which 85% of 
our purchases were from suppliers based in Singapore. 

Vendor governance is a key part of developing and maintaining a sustainable supply 
chain. Key vendors are assigned to vendor governance officers (VGOs) from SingTel. 
VGOs review vendor performance, covering economic, quality and risk aspects. All 
our suppliers are to comply with the SingTel Supplier Code of Conduct. 

We have formalised our vendors' compliance with the SingTel’s Supplier Code of
Conduct as part of our tender evaluation consideration. The Code has been 
implemented in Procurement and Property’s tender process since September 2012 
and encourages our suppliers to improve their sustainability performance. When 2 
or more suppliers’ offers are equal in commercial and technical criteria, the supplier 
with more sustainable efforts will be considered more favourably.
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Bukit Panjang Exchange fire
On 9 October 2013, a fire at the Bukit Panjang Exchange caused service disruptions to 
60,000 fixed-line customers. We recognised the impact on businesses and customers, 
and had apologised for the inconvenience caused. 
 
We promptly established an independent Board Committee of Inquiry to review the 
incident and make recommendations to further enhance our network resilience. 
These findings and recommendations were also made public.
 
It has been our priority to make the improvements necessary to prevent a recurrence 
and to ensure that our network remains resilient. We have made good progress in 
the area of fire prevention, network design and stakeholder engagement. These 
include enhancing our fire suppression and operations support systems, and actively 
participating in an industry taskforce to develop a Next Generation Broadband 
Network business continuity plan. 
 
SingTel is committed to offering the highest quality network and services to our 
customers. And we are working hard to regain the trust from our customers.

* In May 2014, IDA fined SingTel S$6 million over this incident.

BUILD CUSTOMER LOYALTY 
AND SATISFACTION
At SingTel, customers are the purpose and the focus of everything we do. We strive 
to strengthen our relationship with our customers at every interaction and 
touchpoint with them. We encourage our people to focus on continuously improving 
the customer experience to enhance customer satisfaction and loyalty.

Recognition
Our commitment to customer satisfaction has been recognised. SingTel was ranked 
Number 1 for both the mobile and broadband sub-sectors for the infocomm sectors 
in the Q1 2013 Customer Satisfaction Index of Singapore (CSIG) survey conducted by 
the Institute of Service Excellence, Singapore Management University (SMU) and the 
Singapore Workforce Development Agency (WDA). 

Our top ranking was driven by our desire to connect with our customers and provide 
them with quality products and services that will improve their daily lives. 

Strategic customer experience 
management
To ensure that our customers receive the best experience with us, we are vigilant 
about monitoring and managing the end-to-end customer experience. This allows 
us to respond proactively to customer needs, and provide innovative solutions and 
services. Our Consumer Operations team conducts Customer Experience tracking 
across key customer touchpoints on a regular basis.

Customer Experience Category* FY2012 FY2013 FY2014
Change (%) 

FY2014 vs FY2013

Compliments 2,973 2,794 2,487 - 11

Complaints 2,742 4,733 2,710 - 43

Compliments vs Complaints Ratio 1.1 0.6 0.9 50

Employees as brand ambassadors
Employees play a crucial role at being brand ambassadors for SingTel, and 
in ensuring we maintain our customer-centric focus. To achieve this, we have 
invested in a number of tools to allow issue ownership and collaboration across 
business units to create a customer-centric mindset. This includes expanding our 
organisational capabilities through our Lean Six Sigma (LSS) training, where we now 
have more than 2,600 practitioners, and service leadership training. Today, we have 
more than 6,000 Service Champions covering SingTel Singapore and NCS.

*The complaints and compliments referred to in the table are escalated complaints from customers via our website, social media, media and SingTel management.
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Starfish Mobile App  
In July 2013, we launched the Starfish Mobile 
App to enable and empower more staff to 
be proud SingTel brand ambassadors. This 
initiative allows our employees to help their 
friends and families who have queries or 

issues with our products and services, and as a result make 
a difference to their experiences with us. 

As of March 2014, the app recorded 3,500 downloads and 
750 cases were resolved with 75% of the users rating the 
case resolution at a desired level and above.

We have an internal pool of talented and 
passionate subject matter experts who 
add to the conversations in the social 
media communities. Our group of internal 
brand ambassadors use their expertise 
and passion for the company to represent 
SingTel on online forums. They create 
connections and build relationships with 
customers and the public community, 
addressing their questions about SingTel 

products and services. They build their own social profile in Singapore through 
giving credible advice and sustained engagement. Training of the pioneer group of 11 
SingTel brand ambassadors was successfully completed in March 2014.

The majority of 
our customers still 
communicate and 
interact with SingTel 
over our customer 
care hotlines. 

Our omni-channel 
approach in FY2014 to 
move our customers 
to self-service was 
our way to improve 
customer service as 

they can now do so much more without speaking to our customer care officers. 

For example, they can use *SEND, My Account and My SingTel app to activate 
dataroam service and check data usage, bill balance and re-contract date etc. 
– without the need to call our hotline and wait to speak with our customer care 
officer. This effort helped to drive down more than 1 million in call volume at our 
hotlines last year. 

As part of our continuous improvement process, we identified the top 5 issues where 
customers usually call for support: 

• Unable to make or receive calls
• Unable to use mobile internet
• Unable to connect to WiFi
• Slow WiFi connection 
• Slow or intermittent browsing speed

We therefore developed a series of self-help videos to provide faster and more 
efficient support for our customers, such as ‘Can’t use mobile data with iPhone/
Android’ and ‘Can’t connect to WiFi with iPhone/Android’. 

To date, a total of 30 self-help videos for these top 5 issues with 10 possible 
scenarios have been completed. 2 versions each for both iOS and Android devices 
are housed on SingTel’s YouTube channel, where the general public can watch, 
embed and share these videos anytime (http://www.youtube.com/user/singtel/home).

Continuing the momentum with self-help, we set up Self-Help Kiosks at 2 of our 
SingTel Shops. Our customers can get a queue ticket within 3 quick steps, saving an 
average of 15 minutes for each customer when they visit our outlets.

Self-help services to improve customer care and enquiry support
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COMMUNITY
Invest. Engage. Support.06

SingTel is committed to being a responsible corporate citizen in all the markets where we operate. We want to enable the inclusion and well-being of 
people and help them realise their potential through our core competence in digital and infocomm technologies. It is our belief that we can drive positive 
and sustainable changes to disadvantaged communities, especially the vulnerable children and youth, through the support of corporate and workplace 
giving, staff volunteering and leveraging our skills and ICT innovations. 

Our approach
With so many worthy community causes out there, we have identified vulnerable 
children and youth – including those with special needs or from disadvantaged 
backgrounds – as the primary beneficiary of our community support and investment.
We review opportunities that tap on our competencies and resources to determine 
how best we can contribute and make a positive impact on our community. 

Key Areas 
of Focus

FY2014 Targets FY2014 Performance

Support 
community 
development

• Raise more than 
S$2 million for STLF 
beneficiaries

• Achieved – S$2.75 million 
was raised for our STLF 
beneficiaries

Active 
employee 
volunteerism

• 10% increase in 
number of staff 
volunteering hours 
from FY2013

• 10% increase 
in number of 
VolunTeaming 
activities

• Achieved – more than 2,700 
staff volunteers contributed 
~12,000 hours 

• Achieved – 19% increase 
in number of VolunTeaming 
activities

 

Engage 
future 
leaders

• Continue programme 
in Singapore and with 
our associates

• Target 6 scholars 
under the SingTel 
Group Undergraduate 
Scholarships: 

   2 Singapore, 2 
Philippines, 2 Thailand

• Achieved – 7 scholarships 
awarded:  3 Singapore and 
4 Philippines

Results for FY2014

Highlights

FY2014 community
investment of
S$9.3 million

Raised S$2.75 million 
for SingTel Touching 
Lives Fund, bringing 
total funds raised to 
~S$28 million since 

2002

Clocked ~12,000 
staff volunteering 

hours

Inaugural Year-end 
Carnival for our 

beneficiaries organised 
and operated by 600 

staff volunteers
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Plans for FY2015
From our stakeholder engagement, we have identified transition support for employment of vulnerable youth with disabilities – from school to work – as a gap in today’s 
Singapore social sector. We will therefore embark on supporting and training this segment for gainful employment in Singapore. While this is a new initiative, it is a natural 
extension of our ongoing help for young people with special needs. 

We also plan to move up the value chain of staff volunteering from general to skilled volunteering. This will allow our people to contribute and bring value to the recipients and 
beneficiaries based on their own skillsets and competencies, such as ICT, marketing or legal knowledge. We will look for opportunities and collaborate with partners who will 
benefit from our pool of skilled volunteers. 

SUPPORT COMMUNITY DEVELOPMENT
Investing in our community has always been an important part of our sustainability strategy. We want the community to benefit and grow along with SingTel. 

In FY2014, SingTel’s community investment was S$9.3 million[1]. This was generated from a broad range of activities that supported both local and regional communities. We 
have provided time, expertise and direct financial contributions to a variety of social causes that are important to our stakeholders and us. Our FY2014 community investment 
programme focused on areas where we believe we can make the biggest difference:

• Supporting local community through programmes for disadvantaged children and youth
• Community awareness among our employees

[1] Since FY2012, we have used the London Benchmarking Group (LBG) Guidelines to assess and calculate our community investment

SingTel Touching Lives Fund's Fold-A-Heart school outreach programme Internal Audit department's volunteaming activity with APSN Chaoyang School
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Providing access to technology – laptop donation by NCS
In September 2013, NCS donated 400 refurbished laptops to 9 charities to facilitate classroom teaching and support their 
administrative needs. More than 50 of our people participated in this initiative to refurbish the laptops over a couple of 
weeks. One of the recipients was our STLF beneficiary MINDS Lee Kong Chian Gardens School. There are now enough 
laptops for every student in the computer class to improve their IT knowledge and skills. Before the donation, the students 
had to share and take turns to use the computers. 

“We will be utilising them in our computer classes to teach our students computer skills.
We will also be passing some of these laptops to students who do not have a computer at home.” 

– Sharon Ng, Principal, MINDS Lee Kong Chian Gardens School

SingTel Touching Lives Fund
The SingTel Touching Lives Fund (STLF) is our corporate philanthropy programme, 
focusing on disadvantaged children and young people with special needs. 

We have continued our support for a number of critical programmes through 
Community Chest, a fundraising arm for more than 80 charities in Singapore under 
the auspices of the National Council of Social Service. 

We raised S$2.75 million in FY2014 for our 6 STLF beneficiary organisations that offer 
special education for the intellectually or physically challenged, and programmes that 
help young people affected by cancer. The 6 beneficiaries are: APSN Chaoyang School, 
APSN Tanglin School, Cerebral Palsy Alliance Singapore School, Eden School, MINDS 
Lee Kong Chian Gardens School and the Singapore Cancer Society’s Help the Children 
and Youth Programme.

Our corporate Christmas e-cards in FY2014 had a call-to-action for people to donate 
to STLF. At our stores during that festive season, customers could also donate any 
amount to STLF to enjoy free gift wrapping service. 

Since the inception of STLF in 2002, we have raised close to S$28 million for over 
20 beneficiaries – contributed by the company, our staff, business partners and 
associates, customers and the public. SingTel underwrites all the fundraising costs, 
ensuring that every dollar raised goes towards the work of the supported charities. 

Supporting local community programmes for disadvantaged children and youth

From left: Sim Gim Guan (CEO, NCSS), Phillip Tan (Chairman, Community Chest), 
Chua Sock Koong (SingTel, Group CEO), Jeann Low (SingTel, Group CFO)

Chia Wee Boon, CEO of NCS, with the students and Sharon Ng, 
Principal of MINDS Lee Kong Chian Gardens School 
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Sharing with the community – 
Eco-Expression of Love
Eco-Expression of Love is an initiative 
to encourage our employees to give 
their 2nd hand items a new lease of 
life by donating them to people in 
need. During a 3-week donation drive 
in April 2013, we collected about 200 
bags of clothes and books in good 
condition from our staff. The initiative 
was to help the people in Compostela 
Valley in Davao, Philippines, who 
were affected by Typhoon Bopha in 
December 2012. 

On Earth Day 22 April 2013, about 40 
volunteers from Business Sales sorted 
and packed the items into boxes which 
were then shipped to that community.

This was an extension of SingTel’s 
financial support during Typhoon 
Bopha and our 3rd SingTel Overseas 
Volunteering Programme. In March 
2013, 16 staff volunteers helped 
with the village rebuilding works in 
Compostela Valley. 

Supporting overseas community in times of need
When Typhoon Haiyan hit the Philippines in November 2013, SingTel, as part of our community 
support and disaster relief effort, donated S$50,000 to help those affected by the super typhoon. 
We organised a workplace donation drive in both Singapore and Australia which saw a further 
contribution of over S$115,000 from our staff.  

During that time of need, we also offered our prepaid Filipino customers free 10 minutes of v019 calls 
and 10 Global SMS to the Philippines, and waived remittance fees should they need to send money 
back home using our SingTel mRemit service. 

Staff volunteers sorting the donated items for delivery to Compostela Valley, Philippines

A portion of SingTel's donation went towards purchasing 7,000 relief packs for 
Typhoon Haiyan victims
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Plant-A-Tree Day
In July 2013, we partnered the National Parks Board of 
Singapore to celebrate 50 years of greening Singapore. We 
organised SingTel’s 5th Plant-A-Tree Day, when 200 staff and 
their family members planted 100 trees as part of SingTel’s 
effort towards environmental conservation.

Community awareness among staff
Learning about our community and environment – SingTel CSR Month
Staff awareness on community volunteering and giving, workplace well-being and environmental responsibility is generated through various campaigns throughout the year. 
July is SingTel’s designated CSR Month and a platform to raise social and environmental awareness among our people. 

For our 4th annual CSR Month in 2013, we organised talks and workshops that focused on social issues such as cyber wellness, workplace health and safety and hearing 
disability. More than 300 employees participated in our activities. 

We encourage staff volunteering on an individual or team basis. We believe that 
active employee volunteerism not only helps the community but contributes to 
the holistic development of our people in terms of empathy, perspective and 
character building. 

We encourage our staff to work with our STLF beneficiaries and other Voluntary 
Welfare Organisations (VWOs) and take a more active role in our communities. 

Besides giving our employee 1 day of paid volunteer leave each year, we 
encourage our business units to adopt VolunTeaming – SingTel’s concept of 
teambuilding with a CSR or volunteering element – where our employees 
volunteer together as a department.

In FY2014, more than 2,700 staff volunteers contributed about 12,000 hours to 
community and environmental projects – both company-organised events and 
activities at individual and team levels. This includes over 8,500 VolunTeaming 
hours clocked by various departments through 38 activities with 18 VWOs.

ACTIVE EMPLOYEE VOLUNTEERISM

FY2011

Total volunteering hours No. of sta� volunteers

FY2012 FY2013 FY2014
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ENGAGE FUTURE LEADERS
In SingTel, we believe in nurturing the future leaders of the community as their actions will have a significant impact on the society. To support this goal, we created the 
SingTel Group Undergraduate Scholarship in FY2009, targeting talents across the markets where we operate who possess the drive and passion to grow and develop into 
future business leaders. 

We award promising young people full scholarships at top universities across various academic disciplines. On top of excellent academic results, scholars must also 
demonstrate leadership and community roles. In FY2014, 7 scholarships were awarded: 4 in the Philippines and 3 in Singapore. 

VolunTeaming 
Practising classroom skills – RURO 2013
SingTel partnered APSN Tanglin School for the 2nd consecutive year for the school’s 
Reach Up to Reach Out, Reach Out to Reach Up (RURO) programme in May 2013. The 
programme aims to provide the students with a platform to apply the skills, knowledge 
and attitudes that they have learnt in their curriculum. Over 120 staff volunteers mainly 
from Consumer Marketing as part of their VolunTeaming, interacted with the students 
during the 4-day event. One of the activities was a mock job interview that aimed to equip 
the students with interview skills.

 
SingTel Year-end Carnival
Organised by Group CSR, the 1st SingTel Year-end Carnival in October 2013 is a great 
example of VolunTeaming activities. 600 staff volunteers manned 25 stalls to entertain 
over 450 children from our STLF beneficiaries. Each department came up with the stall 
ideas and organised themselves to operate the stall for morning and afternoon shifts. 

Besides the positive feedback from our beneficiaries, our staff volunteers felt that the 
activity was not only a great avenue for teambuilding but also an opportunity to give back 
to the society and interact with our STLF beneficiaries. Cara Reil, SingTel’s Vice President,  
Group Talent Management and Development, said: “It was great to see the smiles on the 
children’s faces and you could see how much they enjoyed the games and the prizes. The 
SingTel volunteers did an amazing job of working together to deliver an exciting event for 
a very special group of children!”

Andrew Buay, Vice President, Group CSR, and Aileen Tan, Group Director Human Resources, spending time 
with students from Eden School at our Year-end Carnival 
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Highlights

PEOPLE
Empower. Energise. Engage.  07

Our people are integral to what SingTel stands for and everything we do. Our ambition is to be an employer that people want to be associated with and 
work for. We achieve this through the care and equal opportunities we provide, in a workplace and culture that is diverse, inclusive and collaborative. We 
challenge and develop our people to reach their fullest potential.

Our approach
People are at the core of SingTel. Our economic success hinges on our talented and 
diverse teams. And in turn, SingTel is committed to growing with our people and 
making the company a vibrant workplace. 

As a team, we are more creative when we are diverse, and more resilient when we 
are flexible. Our diverse talents and strong leadership augur sustainable results for 
SingTel in this digital age. 

We provide our people with a work environment that supports professional and
personal development, a variety of challenges and opportunities, as well as the
chance to be part of a high performing and collaborative team.

We aim to be an employer of choice, and the well-being of our people is of utmost 
priority. Our human capital practices in Singapore are aligned with the ‘Tripartite 
Alliance for Fair and Progressive Employment Practices’ that promote fair and 
equitable employment practices.

CSR score of our
staff engagement

was 85%, 4% higher 
than Singapore 
National Norm 

 SingTel emerged 
top among 4 home-
grown companies in 
the Top 20 Most In 

Demand Employers 
List in Singapore that 

professionals want 
to work for in 2013, 

according to LinkedIn
Developed a new 

SingTel leadership 
model – 'SCORE'

Improved staff 
turnover rate at 

12.9%
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Key Areas of 
Focus

FY2014 Targets FY2014 Performance

Build a winning team
• Double the intake from 10 to 20 young graduates for our fast-track 

Management Associate Programme
• Achieved – hired 21 Management Associates in the 2013 

programme

Attract and
nurture talent

• Roll out aligned leadership development programmes across the group
• Develop SMART Learning Roadmap and implement Year 1 initiatives 

which include:
   - Virtual classroom launched in Singapore with at least 25 virtual 

programmes (and expanded use in Australia) with over 100 courses
   - Increase e-Learning to 20% across the Group
   - 2 times increase in content on Learn-Tube
   - Accelerate talent pipeline through:
      1. SingTel Group Undergraduate Scholarship 
          - Award 8 scholarships in our target countries.
      2. Scholarships in partnerships with other institutions 
          - Award 10 scholarships in partnership with other institutions

• Achieved
• Achieved

• Awarded a total of 15 scholarships

Enhance employee
well-being

• To continue to provide support to employees identified under the Chronic 
Disease Management Programme and educate employees to have healthy 
lifestyle through our ‘Love Life, Live Well’ initiatives

• Participation rate for annual health screening to maintain at FY2013 level

• Achieved: 
  - Organised a wide range of talks and workshops focusing on 

mental health and wellness through SingTel Learning Fiesta 
2013

  - The Chronic Disease Programme saw an improvement in 
health indicators like blood pressure and lipid control 

  - Visits to General Practitioner for stress-related illnesses 
dropped from 2.7% in FY2013 to 1.1% in FY2014

 • ~1,200 employees participated

Results for FY2014

Plans for FY2015
We will focus on accelerating our talent pipeline and rolling out our leadership development programmes across the SingTel Group which are aligned to our SCORE leadership 
competencies (see page 28 for details on SCORE).

We are also committed to developing and maintaining an inclusive and collaborative workplace and culture. This commitment includes establishing measurable diversity 
objectives, beginning with gender diversity in our workforce, and ensuring that females are well represented across the Group throughout our talent pipeline.
 
As the well-being of our people is key, we will continue to support and encourage them to adopt a healthy lifestyle with the various programmes that we have for them, such as 
free annual health screening and weight management.
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Attributes and 
Capabilities

Selected 
FY2014 

Initiatives

Goals
Re-emphasise the 
SingTel Group core 
values as our DNA 

To re-emphasise our 
core values of the 
company: Customer 
Focus, Challenger 
Spirit, Teamwork, 
Integrity and Personal 
Excellence. We 
conducted roadshows 
and produced core 
values videos which 
are available on our 
intranet and corporate 
website

New SingTel 
leadership model 
SCORE:
• Strategic thinking
• Collaboration
• Opportunity
• Results
• Engage and 
 Develop talent

To identify the new 
skillsets required 
to support SingTel’s 
transformation 
journey

Align SingTel 
Leadership 

Competencies 
to business 

strategy 

Identify required 
current and future 

capabilities 

Core Values

Group-wide 
Awareness 
Programme

Leadership 
Competencies

Review of the 
Leadership 

Model

Functional 
Skills

Review of
Competencies

BUILDING A WINNING 
TEAM
A winning team is the hallmark of success. We have integrated 
leading human capital practices to recruit, develop and retain 
our people, while keeping a keen eye on employee welfare. 

Convergence of telecommunications and internet players, 
globalisation, customer trends and other industry and market 
forces command a strong leadership pipeline of technical 
specialists as well as future leaders. 

With these challenges in mind, we identified 3 important 
aspects for all our employees in FY2014. Many of our human 
capital initiatives during the year were created to support these 
aspects.

We develop future leaders to support SingTel’s sustainable 
growth in Singapore and Asia Pacific. We have revamped our 
SingTel Leadership Competencies to define the capabilities we 
require to support SingTel's transformation.

The result is our new SingTel leadership model SCORE. This 
applies to how we lead ourselves, our people and our business, 
covering all levels of the company, from entry level employees 
who are at the ‘leading self’ stage all the way up to our most 
senior leaders who are leading the company. 

  TRATEGIC
THINKING

   OLLABORATION    PPORTUNITY   ESULTS   NGAGE &
DEVELOP
TALENT
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Equal opportunities and diversity
We view workplace diversity as essential for the Group as it provides an invaluable 
variety of local and global experiences. Valuing diversity means accepting and 
respecting these differences – gender, age, ethnicity, cultural background, physical 
ability, religious belief and lifestyle choice – and harnessing the richness of our varied 
backgrounds, ideas and perspectives. 

As our business has become more global and now includes new digital media 
businesses, we have expanded the scope and strategy of diversity to be able to attract, 
develop and retain talent in this fast paced, entrepreneurial and innovative industry.

SingTel promotes equal employment opportunities through our HR policy on non-
discrimination and fair employment practices. This creates a work environment free 
of discrimination or harassment on the basis of race, colour, religion, gender, national 
origin, disability or age. Our recruitment and career progression process is purely 
based on merit, irrespective of gender, ethnicity, age or nationality.

SingTel’s 5 core values serve as the common foundation for all our people across 
geographies and businesses, as well as any newly acquired companies. For example, 
the core value 'teamwork' guides us to respect and value diversity in the team, 
recognise each member’s contribution and encourage open discussion.

Our employee mix 
Our Group employed 22,066 people of about 90 nationalities in our global 
operations as at 31 March 2014. We have close to 13,000 people in Singapore.

Female workers make up around 38% of our total workforce in Singapore. There 
is a reasonably consistent split across the job grades with women taking up 37% 
of Top Management positions, including Group Chief Executive Officer, Group 
Chief Financial Officer, Group Chief Information Officer and Group Director Human 
Resources. For Middle Management positions, 38% are held by women.

[1] Source: Towers Watson 

Gender distribution of Singapore workforce by employee category 
FY2014

Female Male

Top
Management

Middle 
Management

Professional

Operations 
& Support 43% 57%

33% 67%

38% 62%

37% 63%

[2] Source: Yearbook of Statistics Singapore 2013
[3] The national average under 'Others' does not include foreign workers while SingTel 

recognises foreigners under this catergory

National averageSingTel

Chinese

Malay

Indian

Others[3]

3.3%
14%

68%
74.2%

8%
13.8%

10%
9.2%

Ethnic distribution of Singapore workforce FY2014[2]

FY2013 FY2014

SingTel 83% 84%

Singapore National Norm[1] 80% 80%

Staff engagement survey: SingTel CSR score

Staff roadshows on SingTel core values
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Job Level
No. of employees 
who reached 62

No. of employees
re-employed

No. of employees  
retired

Operations & Support 90 64 26

Professional 11 9 2

Middle Management 1 1 0

Top Management 1 0 1

Total 103 74 29

Re-employment of employees who reached 62 years old in FY2014

19%
≥ 50 years old

 

21%
<30 years old

60%
30-49 years old

Singapore workforce profile by age FY2014 Positive trade union relationships
We have about 3,300 bargainable employees in Singapore. The Union of Telecoms 
Employees of Singapore (UTES) is a valued partner in matters related to these employees. 
As a sign of our commitment, we have entered into a 3-year Collective Agreement with 
UTES, ending December 2014. We are in regular discussions with the union and we make 
efforts to engage them immediately in case of any major organisational change.

Driving and rewarding performance
We regularly review our remuneration policies to ensure competitiveness and alignment 
with the marketplace and our internal reward strategies. Our competitive remuneration 
packages include a basic pay structure based on job roles and functions along with 
performance-based incentives. We also recognise and reward according to individual and 
team performance, and their embodiment of our core values. We have implemented a 
parallel compensation and remuneration policy that caters to attracting, motivating and 
retaining talent from the digital industry. This compensation model builds in more value for 
risk-taking, innovation and entrepreneurial spirit, compared to the compensation structure 
in the core telecommunications business.

Upholding and protecting the principles of 
human rights
The SingTel Code of Conduct governs how we conduct ourselves in a multicultural 
environment and treat fellow colleagues with respect and consideration at all times, 
respecting the basic tenets of human rights. These principles are applied in our 
interactions, internally and externally, with our people, community and marketplace.

Singapore workforce profile by 
employment category FY2014

0.03%
Part-time contract 
employees 

 0.17%
Part-time 

regular 
employees

75.4%
Full-time 
regular 
employees 

24.4%
Full-time contract 

employees
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Job Level
FY2013 Salary Ratio 

Female : Male
FY2014 Salary Ratio 

Female : Male

Operations & Support 0.91 : 1       1 : 0.95

Professional 0.96 : 1 1 : 1

Middle Management      1 : 1 1 : 1

We give shape to our strategy with specific initiatives to attract, develop, retain and groom 
talent.

Attracting talent
SingTel identifies potential employees at 2 levels: experienced professionals and 
graduates who are just entering the workforce. We leverage our relationships with local 
and international tertiary institutions, as well as social media platforms and career fairs to 
promote working for our company. 

In FY2014, we had an intake of 21 top graduates for our Management Associate 
Programme (MAP). The programme identifies and selects those with outstanding academic 
performance and leadership potential. We offer accelerated learning and development 
opportunities such as cross-functional rotations, active participation in projects and 
networking with senior management. 

Our SingTel Group Undergraduate Scholarship programme, besides monetary support, 
includes mentoring and internship opportunity with the SingTel Group of companies.

Both programmes are very successfully attracting new talent to the company.

ATTRACT AND NURTURE TALENT

[4] This ratio is based on the lowest monthly basic salary as of March 2014 for each category of regular employees 
only. It does not include bonus payments or any other performance related remuneration

Our review also ensures that we continue to pay based on performance. Hence, 
we offer the same level of rewards if the job level and performance are the same 
between men and women. An analysis of gender-based salary data[4] for the 3 main 
grades of employees shows that our female and male employees received almost 
equivalent basic pays in FY2014.  

New hires by gender in Singapore FY2014

39%
Female

 61%
Male

New hires by age group in Singapore FY2014

2%
50 years old 
and above

 46%
30-49 years old

52%
below 30 
years old
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Developing talent
Ensuring continuous learning and growth of our people is crucial to the success of SingTel. To maximise such learning, we facilitate job rotations, overseas assignments, 
regional talent exchange programmes and cross-functional projects.

We encourage a coaching culture where leaders will naturally use coaching principles and techniques to bring out the best in individuals and teams. We also have a coaching 
framework that provides coaching to talent at various levels of the organisation. 

SingTel also provides financial support and paid time-off for our people to receive formal qualifications including professional certifications, bachelors and masters degrees.

In FY2014, our training investment totalled S$13.3 million and each employee completed an average of 31 training hours. 

Average training hours per SingTel employee

31

31.6

32

36

30

FY2014

FY2013

FY2010

FY2012

FY2011

Training Investment by SingTel
(S$ million)

13.3

11.7

9

11.2

10.8

FY2014

FY2013

FY2010

FY2012

FY2011

ROBO G Application 
To promote our Management Associate 
Programme (MAP), we developed a mobile 
gaming application.

Robo G is filled with challenges designed to 
inform and update MAP candidates about 
SingTel’s core values, our products and 
services as well as the various stages of the 
MAP application process. 

SingTel offers a number of scholarships such as:

• UGS: SingTel's Undergraduate Scholarship provides support to top students in 
Singapore, Indonesia, Philippines and Thailand who are interested in a career in 
the telecommunications industry.

• NIS: The National Infocomm scholarship in partnership with IDA sponsors 
students for both local and overseas degrees.

• MES: A new initiative in partnership with MDA to recruit more talent for our Digital 
Life business.

• SUTD: SingTel was one of the key donors to establish the endowment fund of the 
Singapore University of Technology and Design (SUTD).

More information can be found on our scholarship webpage: 
http://info.singtel.com/about-us/careers/students
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Talent retention
We nurture our talent with the aim of developing and retaining them. Concerted efforts are made to align the interests and career goals of employees with the requirements of 
the company. We keep a close watch on retention rates. 

Our staff turnover rate continues to decline over the years, indicating that our retention efforts have been effective. Last year, our turnover was 12.9%, down from 15.4% the 
previous year. Turnover of our female employees was stable at 15.1% while the male turnover was down to 11.5% from 15.6% a year ago.

Grooming leaders
Targeted at future leaders from across the SingTel Group, our subsidiaries and regional associates are our 2 flagship global development programmes: Game for Global Growth 
and Regional Leadership in Action. Both programmes promote learning through interactive workshops, lectures and action learning projects. 

Throughout the year, we conducted numerous leadership talks and symposiums covering topics and leadership competencies critical for our business transformation. Our pilot 
programme 'Leadership Conversations@SingTel' aims to inspire new ideas and insights, and to revolutionise the way we think and lead. 

24.1%
21.5%

30.1%

16.0%
12.6%

16.3%
17.9%

3.4%
4.7%

6.0%
2.4%

29.3%

FY2011

Employee turnover by age group in Singapore 

FY2012 FY2013

≥50 years old

30 - 49 years old 

<30 years old 

FY2014

11.5%

16.7%
15.4%

12.9%

18.2%

15.6%

17.2%
16.7%

15.1%
15.1%

19.9%
16.6%

FY2011

Employee turnover (%)

FY2012 FY2013

Overall employee 
turnover

Male employee 
turnover

Female employee 
turnover

FY2014
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Employee benefits
In addition to complying with the statutory requirements of employer contributions 
to the Central Provident Fund, SingTel provides a variety of employee benefits. 
These benefits include comprehensive healthcare insurance, annual leave, flexible 
family leave, health and wellness programmes and staff discounts on SingTel 
products and services. 

Work-life integration
To meet the varying work life demands of our employees, we have family-friendly 
policies such as flexible work schedules, part-time employment, telecommuting, 
various forms of family leave arrangements and on-site childcare facilities. Our 
people appreciate these options with more than 70% of our eligible staff adopting 
the various initiatives. 

All employees and their immediate family members have access to professional 
counselling services on work life issues through the Employee Assistance 
Programmes run by external consultants. 

SingTel Recreation Club organises a variety of events to promote inclusivity and 
cohesion across SingTel’s extensive workforce, ranging from exercise sessions, 
mass participation in marathons to nature walks. Special interest groups are also 
available to bring diverse people with common interests together. About 4,900 of 
our employees took part in this wide selection of programmes during the year.

A healthy and safe work environment
Health of employees is taken very seriously at SingTel. We provide a selection of 
medical plans to suit the varied needs of our employees and their families. Health 
clubs and gymnasiums are available on-site, along with staff cafeterias that provide 
a diverse range of healthy dietary options. We also believe in providing a safe work 
environment not only because of regulation but because it is the right thing to do. 

As part of our Health and Wellness programmes, all regular employees enjoy free 
health screening every year. During the year, we introduced a new initiative – Weight 
Management programme – to help employees to lead a healthy lifestyle and in 
the process, achieve long-term weight loss and weight maintenance. 53% of the 
participants of the pilot run achieved their target.

We also actively promote awareness on workplace occupational health. We have a 
Health, Safety & Environment policy statement that supports the Workplace Safety 
& Health (WSH) Act in Singapore. The WSH Act is a framework to promote strong 
safety culture in the workplace. We held a week-long WSH exhibition at our office 
premises during our CSR Month to reach out to our staff on the importance of WSH
and that it is every individual’s responsibility to look after their own safety. A 
dedicated WSH committee, chaired by Group Director Human Resources, aims to 
provide a healthy and safe work environment for all our stakeholders. 
 

ENHANCE EMPLOYEE WELL-BEING
The well-being of our employees remains a priorty. Our goals for sustainable growth would not have been possible without our dedicated and healthy workforce.

SingTel Recreation Club organises a variety of events to cater to different staff interests
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Type
SingTel Singapore 

FY2011
SingTel Singapore 

FY2012
SingTel Singapore 

FY2013
SingTel Singapore 

FY2014
National Average 

FY2014[D]

Workplace injury rate [A] 126.1 79.2 164.4 143.7 426

Accident frequency rate[B] 0.4 0.3 0.5 0.3 1.7

Accident severity rate[C] 3.0 18.1 6.4 7.7 91

Workplace safety and health indicators[5]

Be safe at work!
At SingTel, we believe that all injuries can be avoided and every 
accident can be prevented. 

We have programmes in place to reduce these risks. For example, 
our WSH team, together with the relevant departments, conducts 
monthly surveys at sites that house our telecommunications 
equipment to detect and eliminate potential hazards. 

Picture A shows a typical case where our people and contractors 
needed to climb over the parapet wall to carry out maintenance. 
To prevent the risk of falling off the edge, we have relocated the 
equipment to a more ergonomic height so that workers can carry out 
maintenance work very safely behind the parapet wall without the 
need to climb over it (see Picture B).

Picture A Picture B

[5] The data in this table includes all SingTel and NCS employees in Singapore
[A] Refers to the number of fatal and non-fatal workplace injuries per 100,000 persons employed (figures used are victim-based)
[B] Refers to the number of workplace accidents per million man-hours worked (figures used are incident-based)
[C] Refers to the number of man-days lost to workplace accidents per million man-hours worked
[D] WSH Institute – WSH Statistics Report 2013
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ENVIRONMENT
Measure. Manage. Commit.08

SingTel is committed to understanding, managing and minimising the environmental impact of our business and operations. We achieve this through 
energy efficient practices and technologies, resource conservation and pollution prevention. We focus on 4 key environmental aspects: energy and water 
use, carbon emissions and hazardous and non-hazardous waste management.

Our approach
We are committed to managing our environment footprint in the course of providing 
the best-in-class multimedia and ICT services to our customers. We want to 
minimise our environmental impact by actively understanding and managing our 
resource use and waste as our business expands and evolves rapidly.
 
Our Environmental Management System (EMS) supports our commitment to 
understanding and minimising our impact on the environment. It provides guidance 
on the management of key environmental aspects in the planning, design, 
construction and operation of our core network. In 2013, we conducted a review 
of our EMS in an effort to align it to the ISO14001:2004 international standards for 
environmental management systems and to ensure its relevance, adequacy and 
effectiveness.

Our efforts towards environmental conservation were also recognised. For the 
1st time, SingTel was listed on the CDP Asia (ex-Japan) 2013 Climate Disclosure 
Leadership Index, where CDP recognised SingTel for having the best disclosure 
score in the category of Best New Responding Companies.

Highlights

2.2% reduction in 
energy intensity 
in FY2014 from 

FY2013

 96% of our base 
stations (new and 

upgraded) have been 
converted to energy 

efficient ones

 Inclusion of energy use 
from SingTel Exclusive 
Retailers (franchisees) 

in our Scope 3 GHG 
emissions reporting

Listed on CDP Asia 
(ex-Japan) 2013 

Climate Disclosure 
Leadership Index and 
recognised for best 
disclosure score in 
the category of Best 

New Responding 
Companies
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Key Areas of Focus FY2014 Targets FY2014 Performance

Manage waste and 
hazardous materials 
responsibly

• To extend the SingTel-Nokia Mobile Phone Recycling Programme to 
corporate customers in FY2014

• To review the current process of managing and tracking types of waste and 
disposal methods

• Completed 

• In progress – target for completion in FY2015

Manage
efficient energy
consumption

• New energy conservation initiatives will be implemented over the next 
   5 years. Target to save 3.4 GWh of electricity from these initiatives in FY2014
• Energy audits have been conducted for all office premises and 22 network 

exchanges in Singapore since 2006. To review repeating the energy audit 
cycle in FY2014

• To replace 4 existing 800KVA UPS at data centres for improved efficiency 
and performance

• Chiller replacement and overhaul programme to continue
• To overhaul 2 chillers at Kim Chuan Telecommunications Complex 1

• In progress – 1.47GWh in electricity savings was achieved

• In progress – we are currently implementing the 
recommended actions from previously completed energy 
audits. We will repeat the cycle after reviewing all 
recommendations for implementation

• In progress – target for completion in FY2015

• Completed
• In progress – target for completion in Q2 FY2015

Reduce our impact on 
climate change and 
GHG emissions

• To review the possibility of expanding Scope 3 emissions to include our 
exclusive retailers’ energy consumption

• To replace 1 R22-chiller each at Pickering Operation Complex and Paya 
Lebar Exchange

• Completed

• In progress – target for completion in Q3 FY2015

Conserve and 
manage water usage

• Systematically monitor and promote efficient use of water
• NEWater capability to be provided at all new facilities where feasible

• Completed
• Not feasible to implement NEWater due to infrastructure 

constraints

Results for FY2014

Plans for FY2015
SingTel Environmental Strategy
SingTel is committed to a holistic and structured approach towards managing and 
minimising the environmental impact across our value chain.

In FY2014, we conducted an internal assessment to identify the potential 
environmental impact across our networks, building operations as well as retail 
and distribution business. We identified 3 strategic themes that will frame our 
environmental strategy going forward.

Climate change and energy use
• Reducing energy use and CO

2
 emissions in our operations

• Enabling energy efficiency by helping our customers to reduce their CO
2
 emissions   

   through our products and services

Product stewardship 
• Reducing our environmental impact across the lifecycle of our products and 

services

Waste management
• Responsible management of electronic, packaging and general waste  

Employee engagement and awareness in environmental issues, strengthening our 
EMS and processes, as well as regulatory compliance will run parallel to these 
focus areas. We are in the process of setting up a governance structure comprising 
committees and working groups to facilitate our strategy implementation.

37



MANAGE EFFICIENT 
ENERGY CONSUMPTION
Much of the energy generation in the world today is through non-renewable 
resources. The growth in demand for mobile and ICT services has also resulted in 
an increase in energy consumption to operate our networks. Hence, it is important 
that we take active measures to be energy efficient and to reduce our environmental 
impact.

Our main focus is on managing energy use within our network infrastructure (which 
include telephone exchanges, mobile base stations and satellite earth stations), data 
centres and building operations. Our initiatives in FY2014 included:

• Overhauling 4 chillers and replacing 2 chillers under our optimisation and energy 
efficiency programme;

• Extension of the Performance Enhancement Lighting Management System to 
   7 telephone exchanges and 2 satellite earth stations; and
• Commissioning of 2 photovoltaic projects as part of our efforts to promote use of 

renewable and alternative energy.
  
We also achieved Green Mark certification and PUB Water Efficiency Building Award 
for existing buildings at our Serangoon North office premise after a major 
retrofitting exercise.

Energy use
SingTel’s total energy use and energy intensity in FY2014 were 1,274,390 GJ 
and 184 GJ/revenue (S$ million) respectively. This includes electricity use by our 
network infrastructure, data centres and owned and rented premises, as well as 
non-renewable and renewable fuel consumed. 

Electricity use represents 97% of our total energy use and has remained constant 
even though business has grown. Our overall electricity use in FY2014 was 
1,245,781 GJ, an increase of 0.4% from the previous year. The increase is due to 
the installation of more mobile base stations in FY2014 to cater to our growing 
customer base and needs. However, this is mitigated by a reduction in electricity 
use across our office premises and data centres due to energy efficiency measures 
that we have put in place. We achieved an electricity intensity of 180 GJ/revenue (S$ 
million), representing a decrease of 2.2% from the previous year.

Electricity use (GJ)

 1,245,781 

 1,240,487 

 1,231,991 

 1,228,684 

 1,240,754 

FY2014

FY2013

FY2010

FY2012

FY2011

Electricity intensity
(GJ/revenue S$ million)

180

184

206

188

194

FY2014

FY2013

FY2010

FY2012

FY2011

FY2011FY2010 FY2012 FY2013 FY2014

Total energy use and intensity
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1,274,3901,270,4881,262,793
1,277,1951,268,613

184189
198

200
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Total energy use (GJ) Energy intensity (GJ/revenue S$ million)
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26.6%
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Electricity use breakdown FY2014

Energy use from our networks and building operations accounted for 55.2% and 18% of our total energy use 
in FY2014 respectively.

We continued to upgrade our mobile base stations to the latest generation of ‘green’ base stations. 96% of 
our base stations are now more energy efficient ones. While we doubled the number of mobile base stations 
installed during the year, we saw over 53% savings in energy use per cell carrier since FY2012.

With the successful completion of the Performance Enhancement Lighting Management System (PELMS) 
trial at Telok Blangah Telephone Exchange, we are extending the project to 7 other telephone exchanges 
and 2 satellite earth stations. Reductions in electricity use are estimated at 40% based on the trial results, 
potentially saving about 1,000 GJ per year. This is equivalent to 139 tCO

2
e reduction in our carbon footprint.

Optimising our chillers
Chillers consume a large amount of energy and we therefore monitor them very 
closely. We recognise a need to overhaul mid-life chillers and revert their operating 
efficiency to their respective design value. 

4 chillers were overhauled during the year, resulting in energy savings of 2,340 GJ. 
This is equivalent to a reduction of 323 tCO

2
e.

We have also continued the cyclical replacement of aging chillers, targeting those 
that have been in operation for 15 years or more. In FY2014, 2 units of 400RT 
chillers were replaced with energy efficient ones. The efficiency of the new system 
is designed at 0.77KW/RT, resulting in an improvement of 14% in electricity 
consumption compared to existing units. A reduction of 1,254 GJ was achieved, with 
a carbon footprint reduction of 173 tCO

2
e.

We plan to replace 5 more units of chillers located at 2 telephone exchanges 
in FY2015. This project will yield an estimated reduction of 1,500 GJ annually, 
translating to a further reduction in carbon footprint by 209 tCO

2
e per year.

Renewable energy
Singapore’s geographical location makes solar photovoltaic technology a promising 
option as a source of renewable energy due to an average annual solar irradiation 
of 1,150 kWh/kWp/year and about 50% more solar radiation than temperate 
countries[1]. We constantly explore opportunities to utilise solar energy for our 
operations to reduce our reliance on fossil fuels. 

As a result of the successful completion of a solar panel feasibility study at Seletar 
Satellite Earth Station in 2012, we will commission another 2 photovoltaic projects at 
Pulau Ubin Microwave Station and Seletar Satellite Earth Station (SSES). 
Both projects are estimated to be completed by end-2014. 

In 2009, we piloted a Grid-Tied Solar Photovoltaic System at Pasir Ris Telephone 
Exchange where 192 photovoltaic panels were installed on the roof to support our 
power consumption for computers and the building’s lighting system. In 2011, we 
commissioned a renewable energy system at the Bukit Timah Hill Radio Station 
comprising 100 pieces of solar panels and 3 wind turbines to supplement energy 
from the national power grid. 

[1] Source: http://www.ema.gov.sg/page/32/id:65/ 

Energy conservation
To date, SingTel has achieved cumulative electricity savings of over 300,000 GJ from energy conservation initiatives implemented since FY2010.

Energy efficiency in our networks and building operations
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Renewable energy use
(GJ)

241

172

179

250

164

FY2014

FY2013

FY2010

FY2012

FY2011

Energy efficiency in our data centres
Energy use from our data centres accounted about 26.6% of our total energy use 
in FY2014. This is projected to increase as consumer demand for mobile and data 
services grows. 3 chillers were overhauled during the year, resulting in energy 
savings of 1,688 GJ. This is equivalent to a reduction of 233 tCO

2
e. 

In addition to existing energy efficiency measures, we plan to overhaul 6 chillers 
at Kim Chuan Telecommunications Complex-1 in FY2015 which will result in an 
estimated savings of 336 GJ, equivalent to 47 tCO

2
e per year.

Fuel use
Our use of primary fuels consists of petrol and diesel for our commercial vehicle 
fleet and diesel for backup power supply generator sets. Our total fuel use in FY2014 
decreased by 4.9% to 28,368 GJ compared to 29,829 GJ in the previous year. This is 
due to lower usage of our petrol vehicle fleet.

In FY2014, we added 2 Euro IV compliant diesel vans to our existing company fleet. 
To date, 29% of our company fleet are greener vehicles – 113 Euro IV compliant 
vehicles and 1 electric van.

In 2013, the Energy Market Authority embarked on a Pulau Ubin micro-grid test bed to assess the reliability of electricity supply within 
a micro-grid infrastructure using intermittent renewable energy sources.

In line with our quest to seek opportunities for renewable energy use, SingTel’s Pulau Ubin Microwave Station will be switching to the 
micro-grid installation for its energy needs. It will be powered by clean energy sources including biodiesel and solar photovoltaic panels. 

With this new photovoltaic plant, which is due for completion end-2014, the station will no longer need to rely on its existing diesel 
generators for electricity.

Fuel Combustion 
(diesel)

Direct fuel use
(GJ)

Company Fleet 
(diesel)

Company Fleet 
(petrol)

FY2014

FY2013

FY2010

FY2012

FY2011

7,124 10,165 19,154

7,035 11,340 17,902

4,421 13,550 15,888

6,856

9,925

9,283 13,689

6,727 11,717

Switching to cleaner energy
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Emissions monitoring and reporting continue to generate high interest from a range of stakeholders in Singapore. We monitor developments and expectations relating to 
greenhouse gas (GHG) emissions and aim to improve our systems and meet the best reporting standards. Our ICT technologies enable companies to operate globally with higher 
productivity and efficiency (e.g. through the use of cloud services and reducing the need to travel with videoconferencing). We are committed to minimising our carbon footprint 
and that of our customers as our business grows. 

Our priority is to manage our Scope 2 carbon emissions from electricity use across our networks, data centres and building operations which account for more than 90% of our 
carbon footprint. We are doing this by investing in more energy efficient projects and exploring opportunities to reduce electricity use or use renewable energy.

In FY2014, SingTel was included in the CDP Asia (ex-Japan) 2013 Climate Disclosure Leadership Index and recognised for best disclosure score in the category of Best New 
Responding Companies. This is attributed to the level of detail and comprehensiveness of our disclosure which includes an extensive Scope 3 emissions reporting. 

Our new initiatives in FY2014 included:

• Expanding the measurement of our carbon emissions to include the SingTel Exclusive Retailers (franchisees); and
• Reducing number of delivery trips to our SingTel Shops and retailers from twice to just once a day, saving over 21,000 km in distance travelled.

Our Scope 1 GHG emissions comprise refrigerant gases used in air-conditioning 
systems and direct fuel use. Scope 1 emissions in FY2014 were 7,269 tCO

2
e, an 

increase of 5.4% due to the topping up of existing R22 refrigerants. We are in the 
process of phasing out chillers that use this ozone depleting refrigerant.

Scope 2 emissions comprising directly purchased electricity are the largest 
contributor to our overall GHG emissions. Our net overall emissions from indirect 
energy decreased 2.9% from FY2013 to 172,196 tCO

2
e due to a lower simple 

operating margin grid emission factor from the National Environment Agency.

In FY2014, we engaged and worked with our SingTel Exclusive Retailers 
(franchisees) to include their electricity consumption in our Scope 3 GHG emissions 
in an effort to expand our measurement and reporting. Scope 3 emissions stood 
at 6,838 tCO

2
e in FY2014, almost 40% higher than the previous year. This is also 

attributed to more air travel as a result of increased overseas business activities.

GHG emissions intensity
(tCO2e/revenue (S$ million))

27

28

30

28

29

FY2014

FY2013

FY2010

FY2012

FY2011

REDUCE OUR IMPACT ON CLIMATE CHANGE AND GHG EMISSIONS
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Equivalent CO2 Emissions[2]

tCO2e FY2010 FY2011 FY2012 FY2013 FY2014

Scope 1 (direct)

Refrigerant gases 1,501 4,364 4,354 4,878 5,334

Fuel combustion – diesel 529 516 324 502 727

Company fleet – diesel 755 831 993 680 493

Company fleet – petrol 1,314 1,093 970 836 715

Total Scope 1 emissions 4,099 6,803 6,641 6,897 7,269

Scope 2 (indirect)

Purchased electricity 172,547  177,635 175,634 177,321 172,229

less

Renewable energy (25) (23) (36) (25) (33)

Total Scope 2 emissions (net) 172,522  177,611 175,598 177,296 172,196

Scope 3 (other indirect)

Contractor fleet – diesel 705 711 671 644 724

Contractor fleet – petrol 115 134 132 97 109

Air travel 3,021 2,628 3,064 2,352 3,908

Employee commute NA NA NA 1,821 1,821[3]

SingTel Exclusive Retailer NA NA NA NA 276

Total Scope 3 emissions 3,841 3,473 3,866 4,914 6,838

Total tCO2e emissions (net) 180,462 187,887 186,105 189,107 186,303

[2] The GHG emissions reported in the table is based on the reporting requirements of the WRI and WBCSD ‘GHG Protocol Corporate Accounting and Reporting Standard’. The 
equivalent CO

2
 emissions for electricity use are calculated based on the updated simple operating margin grid emission factors from the National Environment Agency in 

Singapore for the relevant time period. Scope 1 direct emissions are calculated using the 2010 Guidelines to DEFRA/DECC’s GHG conversion factors for company reporting 
(Annex 1). Scope 3 other indirect emissions are calculated using the 2010 Guidelines to conversion factors for DEFRA/DECC’s GHG company reporting (Annex 6 and 7)

[3] The employee commute carbon emissions data was collected in FY2013 and will only be updated when there is a significant change in our company’s operations or workforce

Singapore Telecommunications Limited Sustainability Report 2014



We actively monitor our waste management practices both as part of doing business 
and in the corporate environment. 

The success of our waste management strategy depends on the awareness of how 
and when we generate waste. We have continued to undertake initiatives in FY2014 
to create awareness among employees and promoting best practices. 

Our EMS ensures that we follow responsible waste disposal practices by continuing 
to monitor our waste by the types of materials used and disposed. Hazardous waste 
types include scrap optical fibre and copper cables as well as lead acid batteries. 
Non-hazardous waste includes cafeteria and general solid waste. In FY2014, we 
disposed a total of 4,124 tonnes of waste, of which 25.6% was recycled.

Hazardous waste 
Electronic and other network waste contains toxic materials that run the risk of 
environmental damage through land, water or air pollution. Therefore, we ensure 
responsible disposal of hazardous waste through registered and licensed waste 
management companies. We will reuse and recycle network equipment where 
possible. 

We disposed 1,889 tonnes of hazardous waste in FY2014, of which 50% was 
recycled, primarily through recycling scrap copper cables. The reduction of 14% 
compared to FY2013 is due to fewer disposal of lead acid batteries in our network 
operations.

MANAGE WASTE AND HAZARDOUS MATERIALS RESPONSIBLY

Total hazardous waste

Total waste generation
(tonnes)

Total non-hazardous waste

1,870
2,650

1,706
2,761

2,344
2,085

2,207
2,086

1,889
2,235FY2014

FY2013

FY2010

FY2012

FY2011

Optical Fibre 
Cables

Types of hazardous waste
(tonnes)

Scrap Copper 
Cables

UPS Batteries

FY2014

FY2013

FY2010

FY2012

FY2011

167 1,578 125

372 958 376

602 1,418 324

474 1,334 398

1601,342387
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SingTel-Nokia mobile phone recycling programme 
SingTel was the 1st to introduce an operator-led mobile phone recycling programme in Singapore via a partnership with Nokia. Since 2011, we have been 
providing a channel for customers and the public to recycle their old mobile phones, chargers and accessories regardless of brand. SingTel and Nokia 
donated S$5 to the SingTel Touching Lives Fund for every phone recycled between 1 April 2013 and 31 March 2014. Over 3,000 mobile phones were 
collected in the year via postal service and our mobile phone recycling bins located across the country. Since the inception of this programme, we have 
collected more than 5,000 mobile phones.

Non-hazardous waste 
We are committed to reducing, reusing and recycling the waste we produce. We 
provide recycling points in offices to encourage our people to recycle, and promote 
double-sided printing to save paper. In FY2014, we disposed 2,235 tonnes of non-
hazardous waste and recycled 97 tonnes of paper. The year-on-year increase of 7% 
is due to more disposal of solid waste in our building operations.

In FY2014, we completed the rollout of the managed printing system (MPS). The 
system holds the print job request until the users release the document for print by 
tapping their staff access cards on the network printer. 

In the event that users forget their print requests, the system will delete the jobs 
within a specified period. This will automatically reduce the number of unnecessary 
print jobs. Our usage of paper via the MPS declined by 1,072 reams compared to 
FY2013. 

Refer to Responsible Procurement section on page 17 for details of our 'Paperless 
Tender Pack' initiative.

General Solids

Types of non-hazardous waste
(tonnes)

Cafeteria Waste

FY2014

FY2013

FY2010

FY2012

FY2011

224

3091,926

1,717

1,711 374

369

2,532 229

2,426

Paper purchased

Paper purchased vs Paper consumed via MPS
(reams)

Paper used in MPS

FY2014

FY2013

FY2010

FY2012

FY2011

37,663
71,095

72,310
53,856

64,331
58,550

55, 528
46,152

48,356
45,080
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Our operations use relatively lesser water compared to other industries and we do not 
consider water a material environmental aspect. However, we recognise that water is 
becoming an increasingly important issue, particularly in water scarce countries like 
Singapore. We monitor and aim to reduce water use in our building operations.

Total water consumption at SingTel consists of potable and NEWater. NEWater is high-grade 
reclaimed water used mainly for operational activities such as cooling. 

Valuing the importance of this scarce resource, we have taken steps to minimise our water 
consumption. We have obtained certification under PUB's Water Efficient Building (WEB) 
programme for all our premises, including rented offices, and also put in place processes for 
early detection of water leakages. 

As a result of our efforts, we have seen considerable savings in water consumption this year. 
Our total water use declined 10.5% from 788,726m3 in FY2013 to 705,886m3 in FY2014.

CONSERVE AND MANAGE WATER USAGE

Biodiversity 
Although biodiversity is not a material environmental aspect, SingTel acknowledges that it is a global concern. We have identified 2 main operations that could potentially pose a 
threat: cable laying and siting of base station sites in nature areas. We have not encountered any significant biodiversity issues in FY2014.

If any of our cable laying routes or base stations affects natural areas in Singapore, we consult with the National Parks Board and take their advice on how to proceed and 
minimise or eliminate any adverse impact. With undersea cable installations, minor localised seabed disturbance may not be avoidable although we do take into account, where 
possible, any adverse environmental impact to water quality and the natural environment.

Potable Water NEWater

Water use
(m3)

584,209 121,676

147,879

FY2014

FY2013

FY2010

FY2012

FY2011

176,090561,952

608,839

171,689612,794

656,720 132,006

45



GRI Index Table09

GRI Reference  GRI Indicator Description
Page 

Reference
Comments / Links

Profile Disclosures - Strategy and Analysis

1.1 Statement from the most senior decision-maker of the organisation 2-3

1.2 Description of key impacts, risks, and opportunities 2-3, 5-6

Profile Disclosures - Organisational Profile

2.1 Name of the organisation 4

2.2 Primary brands, products, and/or services 1, 4

2.3
Operational structure of the organisation, including main divisions, operating companies, 
subsidiaries, and joint ventures

Refer to Annual Report  
pg 18, 22, 44, 196-204

2.4 Location of organisation's headquarters 1

2.5
Number of countries where the organisation operates and names of countries with 
either major operations or that are specifically relevant to the sustainability issues 
covered in the report

1, 4

2.6 Nature of ownership and legal form 1, 4

2.7
Markets served (including geographic breakdown, sectors and types of customers/
beneficiaries)

1, 4

2.8 Scale of the reporting organisation 4
Refer to Annual Report 
pg 6-7

2.9 Significant changes during the reporting period regarding size, structure or ownership 1, 4

2.10 Awards received in the reporting period
10-11, 13, 

38
Refer to Annual Report 
pg 36-37

SingTel's disclosures on sustainability are mostly located in our Sustainability Report, however certain sections may be in the Annual Report. Both can be accessed and 
downloaded online. This report is aligned with the Global Reporting Initiative (GRI) G3.1 Sustainability Reporting Guidelines and the following provides a guide to SingTel's 
responses to required information and specified indicators. The GRI Telecommunications Sector Supplement Pilot has also been drawn upon and some information has been 
disclosed in line with these requirements. For further information on GRI G3.1 guidelines and indicators please refer to the GRI website (www.globalreporting.org).
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GRI Reference  GRI Indicator Description
Page 

Reference
Comments / Links

Profile Disclosures - Sustainability Report Parameters

3.1 Reporting period (e.g. fiscal/calendar year) for information provided 1  

3.2 Date of most recent previous report (if any) 1

3.3 Reporting cycle (annual, biennial, etc.) 1

3.4 Contact point for questions regarding the report or its contents 1

3.5 Process for defining report content 5-6, 8-9

3.6 Boundary of the report 1

3.7 State any specific limitations on the scope or boundary of the report 1

3.8
Basis for reporting on joint ventures, subsidiaries, leased facilities, outsourced 
operations and other entities that can significantly affect comparability from period to 
period and/or between organisations

1

3.9
Data measurement techniques and the bases of calculations including assumptions and 
techniques underlying estimations applied to the compilation of the Indicators and other 
information in the report

Data measurement does not diverge from GRI 
indicator protocols unless specifically stated

3.10
Explanation of the effect of any re-statements of information provided in earlier reports 
and the reasons for such re-statement

There are no re-statements in the 2014 report

3.11
Significant changes from previous reporting periods in the scope, boundary or 
measurement methods applied in the report

1, 4

3.12 Table identifying the location of the Standard Disclosures in the report 46 GRI Index 

3.13 Policy and current practice with regard to seeking external assurance for the report 1

Profile Disclosures - Governance, Commitments, and Engagement

4.1
Governance structure of the organisation: Including committees under the highest 
governance body responsible for specific tasks, such as setting strategy or 
organisational oversight

7-8, 14
Refer to Annual Report
pg 50-69

4.2 Indicate whether the Chair of the highest governance body is also an executive officer
Refer to Annual Report
pg 53

4.3
For organisations that have a unitary board structure, state the number and gender of 
members of the highest governance body that are independent and/or non-executive 
members

Refer to Annual Report
pg 39-43

4.4
Mechanisms for shareholders and employees to provide recommendations or direction 
to the highest governance body

8-9
Refer to Annual Report
pg 60, 70-71
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GRI Reference  GRI Indicator Description
Page 

Reference
Comments / Links

Profile Disclosures - Governance, Commitments, and Engagement

4.5
Linkage between compensation for members of the highest governance body, senior 
managers and executives, as well as the organisation's performance

Refer to Annual Report
pg 62-69

4.6
Processes in place for the highest governance body to ensure conflicts of interest are 
avoided

Refer to Annual Report
pg 61

4.7
Process for determining the composition, qualifications and expertise of the members of 
the highest governance body and its committees, including any consideration of gender 
and other indicators of diversity

Refer to Annual Report
pg 54

4.8
Internally developed statements of mission or values, codes of conduct and principles 
relevant to economic, environmental, and social performance as well as the status of 
their implementation

5-7, 11, 20, 
27, 37

4.9
Procedures of the highest governance body for overseeing the organisation's 
identification and management of economic, environmental and social performance

7-8

4.10
Processes for evaluating the highest governance body's own performance, particularly 
with respect to economic, environmental and social

Refer to Annual Report
pg 54

4.11
Explanation of how and whether the precautionary approach or principle is addressed 
by the organisation. 

Refer to Annual Report
pg 72-79

4.12
Externally developed economic, environmental and social charters or principles and 
other initiatives to which the organisation subscribes or endorses. 

3, 15-17, 34

4.13
Memberships in associations (such as industry associations) and/or national/
international advocacy organisations in which the organisation

3

4.14 List of stakeholder groups engaged by the organisation 8-9

4.15 Basis for identification and selection of stakeholders with whom to engage 8-9

4.16
Approaches to stakeholder engagement including frequency of engagement by type and 
by stakeholder group

8-9

4.17
Key topics and concerns that have been raised through stakeholder engagement and 
how the organisation has responded to those key topics and concerns, including through 
its reporting

9

Economic Performance

Management 
Approach

Approach to economic management and performance 4, 10
Refer to Annual Report
pg 12-15

EC1 Direct economic value generated and distributed 4
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GRI Reference  GRI Indicator Description
Page 

Reference
Comments / Links

Economic Performance

EC3 Coverage of the organisation's defined benefit plan obligations 34

EC4 Significant financial assistance received from government   

We received ~S$1,4 million in grants from IDA 
and MDA for our involvement in a number of 
government-led initiatives for the development 
of telecommunications in Singapore, as well as 
training grants from WDA

EC6
Policy, practices and proportion of spending on locally-based suppliers at significant 
locations of operation

17

EC7
Procedures for local hiring and proportion of senior management hired from the local 
community at significant locations of operation

29-30

EC8
Development and impact of infrastructure investments and services provided primarily 
for public benefit through commercial, in-kind or pro bono engagement 

13-17

EC9
Understanding and describing significant indirect economic impacts, including the 
extent of impacts

11-12, 15-16

Environmental Performance

Management 
Approach

Approach to environmental management and performance 36-37

EN3 Direct energy consumption by primary energy source 40

EN4 Indirect energy consumption by primary source 41-42

EN5 Energy saved due to conservation and efficiency improvements 38-40

EN6
Initiatives to provide energy-efficient or renewable energy based products and services 
and reductions in energy requirements as a result of these initiatives

39-40

EN7 Initiatives to reduce indirect energy consumption and reductions achieved 41-42

EN8 Total water withdrawal by source 45

EN9 Water sources significantly affected by withdrawal of water
We do not significantly affect any water sources 
in our operations

EN10 Percentage and total volume of water recycled and reused 45

EN12 Description of significant impacts of activities, products and services on biodiversity 45

EN14 Strategies, current actions, and future plans for managing impacts on biodiversity 45

EN16 Total direct and indirect greenhouse gas emissions by weight 41-42

EN17 Other relevant indirect greenhouse gas emissions by weight 41-42
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GRI Reference  GRI Indicator Description
Page 

Reference
Comments / Links

Environmental Performance

EN18 Initiatives to reduce greenhouse gas emissions and reductions achieved 39-41

EN19 Emissions of ozone-depleting substances by weight 42

EN22 Total weight of waste by type and disposal method 43-44

EN23 Total number and volume of significant spills There were no significant spills in FY2014

EN28
Monetary value of significant fines and total number of non-monetary sanctions for 
non-compliance with environmental laws and regulations

No incidents of non-compliance with applicable 
regulations and no financial penalities

EN29
Significant environmental impacts of transporting products and other goods and 
materials used for the organisation's operations

40-42

Labour Practices and Decent Work

Management 
Approach

Approach to labour practices, decent work and human resource management and 
performance

26-27

LA1
Total workforce by employment type, employment contract and region, broken down by 
gender

29-30

LA2
Total number and rate of new employee hires and employee turnover by age group, 
gender and region

31, 33

LA3
Benefits provided to full-time employees that are not provided to temporary or part-time 
employees, by major operations 

34

LA4 Percentage of employees covered by collective bargaining agreements 30

LA5
Minimum notice period(s) regarding significant operational changes, including whether 
it is specified in collective agreements

30

LA7
Rates of injury, occupational diseases, lost days, absenteeism and number of 
work-related fatalities by region and by gender

35

LA8
Education, training, counseling, prevention and risk-control programs in place to assist 
workforce members, their families or community members regarding serious diseases

27, 34

LA10 Average hours of training per year per employee by gender and by employee category 32

LA11
Programmes for skills management and lifelong learning that support the continued 
employability of employees and assist them in managing career endings

31-33

LA12
Percentage of employees receiving regular performance and career development 
reviews by gender

30-31
100% of our people received regular 
performance and career development reviews 
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GRI Reference  GRI Indicator Description
Page 

Reference
Comments / Links

Labour Practices and Decent Work

LA13
Composition of governance bodies and breakdown of employees per employee category 
according to gender, age group, minority group membership and other indicators of 
diversity

29-30

LA14
Ratio of basic salary and remuneration of women to men by employee category 
according to significant locations of operation

31

Human Rights

Management 
Approach

Approach to human rights management and performance 30

HR1
Percentage and total number of significant investment agreements and contracts that 
include clauses incorporating human rights concerns, or those that have undergone 
human rights screening

17

HR2
Percentage of significant suppliers, contractors and other business partners that have 
undergone human rights screening as well as actions taken

17

HR4 Total number of incidents of discrimination and corrective actions taken
We have not been subjected to any legal action 
for incidents of discrimination 

HR6
Operations and significant suppliers identified as having significant risk for incidents 
of child labour, including measures taken to contribute to the effective abolition of child 
labour

17

HR7
Operations and significant suppliers identified as having significant risk for incidents of 
forced or compulsory labour, including measures to contribute to the elimination of all 
forms of forced or compulsory labour

17

HR9
Total number of incidents of violations involving rights of indigenous people and actions 
taken

We have had no incidents of violations involving 
the rights of indigenous people

HR11
Number of grievances related to human rights filed, addressed and resolved through 
formal grievance mechanisms

We have had no grievances related to human 
rights

Society

Management 
Approach

Approach to societal management and performance
13-14,
17, 20

SO2 Percentage and total number of business units analysed for risks related to corruption 14
Refer to Annual Report
pg 73-79

SO3
Percentage of employees trained in organisation's anti-corruption policies and 
procedures

14
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GRI Reference  GRI Indicator Description
Page 

Reference
Comments / Links

Society

SO4 Actions taken in response to incidents of corruption 14

SO8
Monetary value of significant fines and total number of non-monetary sanctions for 
non-compliance with laws and regulations

17-18

Product Responsibility

Management 
Approach

Approach to product responsibility management and performance 10, 16-19

PR1
Life cycle stages in which health and safety impacts of products and services are 
assessed for improvement, with percentage of significant products and services 
categories subject to such procedures

14-16

PR2
Total number of incidents of non-compliance with regulations and voluntary codes 
concerning health and safety impacts of products and services during their life cycle, 
by type of outcomes

There were no incidents of non-compliance 
with regulation and voluntary codes concerning 
health and safety impact

PR4
Total number of incidents of non-compliance with regulations and voluntary codes 
concerning product and service information and labeling, by type of outcomes

17-18

PR5
Practices related to customer satisfaction, including results of surveys measuring 
customer satisfaction

17-19

PR6
Programs for adherence to laws, standards and voluntary codes related to marketing 
communications, including advertising, promotion and sponsorship

17

PR7
Total number of incidents of non-compliance with regulations and voluntary codes 
concerning marketing communications, including advertising, promotion and 
sponsorship by type of outcomes

There have been no reported incidents of non-
compliance  

PR8
Total number of substantiated complaints regarding breaches of customer privacy and 
losses of customer data

16, 18

PR9
Monetary value of significant fines for non-compliance with laws and regulations 
concerning the provision and use of products and services

17-18
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Telecommunications Sector Specific Indicators   

GRI Reference  GRI Indicator Description
Page 

Reference
Comments / Links

Internal Operations

Investment

IO1
Capital investment in telecommunication network infrastructure broken down by 
country/region

13

IO2
Net costs for service providers under the Universal Service Obligation when extending 
service to geographic locations and low-income groups that are not profitable. 
Describe relevant legislative and regulatory mechanisms

15, 17

Health and Safety

IO3
Practices to ensure health and safety of field personnel involved in the
installation, operation and maintenance of masts, base stations, laying cables and other 
outside plant

14-15, 34-35

IO4
Compliance with ICNIRP (International Commission on Non-Ionising
Radiation Protection) standards on exposure to radiofrequency (RF) emissions from 
handsets

14-15

IO5
Compliance with ICNIRP (International Commission on Non-Ionising
Radiation Protection) guidelines on exposure to radiofrequency (RF) emissions from 
base stations

14-15

Providing Access

Access to Telecommunication Products and Services: Bridging the Digital Divide

PA1
Polices and practices to enable the deployment of telecommunications
infrastructure and access to telecommunications products and services in remote and 
low population density areas

15

PA2
Policies and practices to overcome barriers for access and use of
telecommunication products and services including: language, culture,
illiteracy, lack of education, income, disabilities and age

15, 22

PA3
Policies and practices to ensure availability and reliability of telecommunications 
products and services and quantify, where possible, for specified time periods and 
locations of down time

15, 23

PA4
Quantify the level of availability of telecommunications products and services in areas 
where the organisation operates

4, 15
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GRI Reference  GRI Indicator Description
Page 

Reference
Comments / Links

Providing Access

Access to Telecommunication Products and Services: Bridging the Digital Divide

PA5
Number and types of telecommunication products and services provided to and used by 
low and no income sectors of the population

15

PA6
Programmes to provide and maintain telecommunication products and services in 
emergency situations and for disaster relief

15, 23

Access to Content

PA7
Polices and practices to manage human rights issues relating to access and use of 
telecommunications products and services. Explain how such policies and practices are 
adapted and applied in different countries

11, 16-17, 30

Customer Relations

PA8
Policies and practices to publicly communicate on EMF related issues. Include 
information provides at points of sales material

14-15

PA10 Initiatives to ensure clarity of charges and tariffs 17

PA11
Initiatives to inform customers about product features and applications that will 
promote responsible, efficient, cost effective and environmentally preferable use

12-13, 16, 19

Category: Technology Applications

Resource Efficiency

TA1
Provide examples of the resource efficiency of telecommunication products and services 
delivered

13, 36,
38-40, 44

TA2
Provide examples of telecommunication products, services and applications that have 
the potential to replace physical objects 

12-13, 19

TA3
Disclose any measures of transport and/or resource changes of customer use of the 
telecommunication products and services listed above

12-13
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Principle Description Page Reference

HUMAN RIGHTS

Principle 1
Businesses should support and respect the protection of internationally 
proclaimed human rights; and

17, 30

Principle 2 make sure that they are not complicit in human rights abuses. 17, 30

LABOUR

Principle 3
Businesses should uphold the freedom of association and the effective 
recognition of the right to collective bargaining;

30

Principle 4 the elimination of all forms of forced and compulsory labour; 17, 26, 30

Principle 5 the effective abolition of child labour; and 17, 30

Principle 6 the elimination of discrimination in respect of employment and occupation. 17, 29-30

ENVIRONMENT

Principle 7
Businesses should support a precautionary approach to environmental 
challenges; 

36-37

Principle 8 undertake initiatives to promote greater environmental responsibility; and 37-45

Principle 9
encourage the development and diffusion of environmentally friendly 
technologies. 

38-40

ANTI-CORRUPTION

Principle 10
Businesses should work against corruption in all its forms, including extortion 
and bribery. 

14

UN Global Compact Principles10
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INDEPENDENT ASSURANCE STATEMENT
To the Management and Stakeholders of Singapore Telecommunications Limited

Singapore Telecommunications Limited (SingTel) engaged Ere-S Pte Ltd (Ere-S) to 
provide independent assurance of its Sustainability Report 2014 (the Report).

Scope and type of assurance
The assurance focussed on all figures, statements and claims related to 
sustainability during the reporting period April 2013 to March 2014. Financial 
data or technical descriptions of equipment, buildings, software, and production 
processes were not included. The assurance also excluded other information not 
related to sustainability or already supported by existing documents, such as 
third-party audits or certifications, the SingTel Annual Report and previous SingTel 
Sustainability Reports. Ere-S did not verify the figures and findings from the 
stakeholder engagement exercise initiated in 2012 by a third party appointed by 
SingTel.

The level of the assurance was ‘moderate’ under AA1000 Assurance Standard 
(AA1000AS 2008). A moderate assurance is limited to management-level interviews 
and desktop review to gather evidence and verify data. Ere-S provided a ‘Type 2’ 
assurance in accordance with AA1000AS, which consists of:

• Evaluating the company’s sustainability framework and processes using the 
inclusivity, materiality and responsiveness criteria of the AA1000 AccountAbility 
Principles (AA1000APS 2008), and

• Evaluating the quality of the reported sustainability performance information. To 
assess the quality of the disclosures, Ere-S used the Global Reporting Initiative 
(GRI) Reporting Principles: reliability, accuracy, balance, comparability, timeliness, 
clarity, sustainability context and completeness.

Assurance methodology
The assurance procedures and principles used for this engagement were drawn 
from the International Standard on Assurance Engagements (ISAE 3000) and 
organised into a methodology developed by Ere-S, which consists of the following 
steps:

1. Identify and classify statements and data sets (over 250 for this engagement) 
according to the scope, data ownership and the type of evidence required for the 
verification process.

2. Carry out interviews with key functional managers and data owners at SingTel’s 
Corporate Office, NCS Hub and SingTel Learning Centre to verify data (40 people 
were interviewed during this engagement). This step included the following:

• Enquiring about the quantitative and qualitative aspects of the Report 
disclosures, including performance information, policies, procedures and 
underlying management systems.

• Requesting evidence of the data sources and explanation of relevant collection 
and calculation methods to substantiate the figures and claims.

• Sampling quantitative data originating from multiple sources.

• Challenging claims made in the Report and, where possible, confirming the 
presented evidence, including calculation methods, criteria and assumptions, 
with multiple data owners and other documentation from internal and external 
sources.

• Crosschecking data with previous SingTel Sustainability Reports and SingTel’s 
latest published financial results.

3. Assess the collected information and develop recommendations for immediate 
correction (where required) or future improvement of the Report content.

Responsibility and independence
This statement represents the independent opinion of Ere-S. The management of 
SingTel was responsible for the preparation of the Report and all statements and 
figures contained within it. The responsibility of Ere-S was to provide the assurance, 
to express conclusions in relation to the agreed scope and to prepare the assurance 
report and this assurance statement for the management of SingTel alone and for 
no other purpose. Ere-S was not involved in the development of the Report or the 
disclosed management processes; neither has Ere-S been engaged by SingTel 
for other projects. The activities of Ere-S are independent of SingTel and entail 
no financial interest in SingTel’s business operations. Ere-S is not responsible for 
any actions taken by other parties resulting from the findings presented in this 
assurance statement.
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Findings and observations
Compared to the assurance engagements conducted by Ere-S on SingTel’s previous 
Sustainability Reports, progress has been observed in both the Report content and 
reporting processes. Among the most significant improvements, is an increase in the 
number of disclosures on performance and management approaches, particularly 
those related to environment and stakeholder engagement.

Generally, the Report content is clear and contains sufficient information to identify, 
understand and assess SingTel’s key material aspects, boundaries and management 
approaches. The various statements and charts of current and historical figures 
based on the GRI standard facilitate comparisons with SingTel’s sustainability 
performance in previous years and with other reports in the same industry. 
Although incurred fines are disclosed, the Report could be made more balanced with 
additional disclosures of any negative performance in other sustainability aspects.

There is also evidence of an overall strengthening of the underlying data collection 
and calculation procedures, including streamlining of audits and processes. This 
provided more confidence in the reliability of the information presented by the data 
owners during the assurance. Evidence provided to Ere-S included good to excellent 
levels of details and quality, with the majority of the data sets originating from the 
data management systems (environment, human resources and customers) of 
SingTel and NCS. When requested by Ere-S, data could be traced to the source.

Overall, a more consistent level of accuracy of the information was observed across 
the teams interviewed. However, some errors were detected by Ere-S during the 
assurance process. These include inexact transcription of data from the source and 
discrepancies in the formulation of the final figures. With the exception of a limited 
number of occurrences that required data collection trails and calculation methods 
to be substantially revised, all errors were minor and would not have notably 
affected the final figures disclosed in the Report.

The relevant data owners or the reporting team of SingTel took the required 
corrective actions for each inaccuracy found during the assurance. Ere-S 
crosschecked the final version of the Report to confirm the application of the 
required corrections.

Evaluation of the adherence to AA1000 AccountAbility Principles
Inclusivity - How the organisation engages with stakeholders and enables their 
participation in identifying issues and finding solutions.

The assurance findings confirm that SingTel has multiple engagement mechanisms 
in place, primarily targeted atcustomers and employees. These include surveys, 
contact points and, for employees, various meetings, conferences and consultations 
between the management and Union representatives. For both of these stakeholder 
groups, online platforms and social media appear to be increasingly important 
vehicles for expressing concerns to the company.

There is also evidence of engagement with other groups of stakeholders during 
the reporting period, including government agencies and community partners. The 
extensive stakeholder engagement exercise, begun in 2012, saw its second phase 
completed during this reporting period with surveys sent to key vendors and SMEs. 
This confirms that SingTel is making significant efforts to seek feedback from 
stakeholders. 

Beyond the one-time stakeholder engagement exercise, however, there is little 
evidence of integrated and ongoing engagement practices in SingTel’s business 
operations with stakeholder groups other than employees and customers, especially 
at decision-making levels. The assurance did find that formalised engagement 
mechanisms are being considered and developed.

Materiality - How the organisation recognises issues that are relevant and 
significant to it and its stakeholders.

SingTel has a range of underlying processes to assess and measure issues that are 
material to the company and its stakeholders. These processes are operationalised 
through the company’s sustainability governance structure, including the Group CSR, 
the WSH Committee and supporting policies and systems (i.e. EMS, Supplier Code of 
Conduct). Additional new approaches were also implemented during the reporting 
period, such as the inclusion of online protection measures for customers, the 
development of sustainability criteria as part of the procurement policies, and the 
consolidation of the Fraud Investigation and Whistleblower Protection Policy.

In line with the current sustainability materiality review, further progress can be 
expected in the definition of new material topics and performance indicators for 
each key stakeholder group, most particularly amongst SingTel’s supply chain.

Responsiveness - How the organisation responds to stakeholder issues and 
feedback through decisions, actions, performance and communication.

Several initiatives implemented by SingTel in the last few years provide evidence of 
responsiveness to stakeholder concerns. There is an increase in responsiveness to 
customers via online platforms and applications designed to solve technical issues 
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and provide information on current company developments. The most significant 
actions to address employees concerns during the reporting period include the 
enhancement of communication channels (public websites and internal portals), 
well-being initiatives and career development programmes.

For the reporting period, Ere-S has also observed responsiveness to environmental 
concerns. This includes green initiatives and further implementation of energy-
efficient technologies. There is also evidence of proactive adaptation of internal 
processes and policies that not only comply with, but may go beyond, new regulatory 
requirements.

However, the Report would benefit from additional cases studies describing specific 
decisions and initiatives that directly result from engagement with a broader range 
of stakeholders. In that regard, additional action points are expected to emerge from 
the new sustainability governance structure and the results from the materiality 
review and stakeholder engagement exercise.

Conclusion
On the basis of a moderate assurance engagement according to the above-listed 
criteria, nothing has come to our attention that causes us not to believe that, in all 
material respects, SingTel’s Sustainability Report 2014

- provides a credible and fair representation of the organisation’s sustainability 
profile and a reasonable application of the AA1000 AccountAbility Principles, and

- includes statements and figures that achieve an adequate level of reliability and 
accuracy.

Within the scope of the assurance, the findings also provide confidence that the 
Report has been prepared in accordance with the GRI Reporting Principles.

Moving forward
For further improvement of sustainability reporting by SingTel, Ere-S recommends 
the following:

• Alongside the alignment of internal sustainability-related policies and processes 
at the Group level, SingTel should further strengthen internal data collection 
and reporting to ensure that all procedures are consistent, reliable and portable 
between different data owners or units. Specifically, Ere-S recommends the 
formalisation of a sustainability reporting register overseen by Group CSR that 
contains common key formulas, factors, assumptions and results formulations for 
use by all data owners.

• Although Ere-S commends SingTel’s continuous improvement in adding new 
environmental performance figures in the Report, it recommends increasing 
social and economic disclosures as well. In addition, a greater number of negative 
outcomes should be highlighted and accompanied by relevant mitigation actions. 
‘Negative disclosures’ could be determined by benchmarking data from other 
actors in the industry, or between the different entities within the Group (i.e., 
SingTel and Optus).

• Ere-S believes that the application of the above recommendations would 
complement the new sustainability governance structure and redefined goals 
and processes resulting from the current materiality review and stakeholder 
engagement exercise.

The above findings and additional suggestions for improvement have been 
presented to the management of SingTel in a more detailed assurance report.

Singapore, 20 June 2014

Jean-Pierre Dalla Palma
Director and Lead Certified Sustainability Assurance Practitioner

Ere-S Pte Ltd is a consulting company specialising in business sustainability and provides services in the 
domains of sustainability reporting, sustainability report assurance, stakeholder engagement and CSR training. 
Our assurance team is composed of assurance practitioners with expertise in CSR and each member is required 
to follow Ere-S’ assurance code of conduct, which can be found at http://www.ere-s.com/assurance-code-of-
conduct/.
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